131

DAFTAR PUSTAKA

Abdulkadir, Muhammad, 2002 ,HukumAsuransi Indonesia, PT. Citra Aditya
Bakti, Jakarta. Hal. 6

Andreassen, Toe Wallin, Bodil Lindstad, 1998.Customer Loyalty and Complex
Services. The Impact of Corporate on Quality, Customer Satisfaction and
Loyalty for Customers with Varying Degrees of services Expertise,
International Journal of Services Indus Fry Management, Vol. 9, Iss. 1,7

Anderseen, T.W, 1999. What Drives Customer Loyalty With Complain
Resolution?. Journal of Services Research, Vol, 1 No. 4 , Mei pp. 324-332

Abadi, H.J., 2007. Pengaruh Kualitas Pelayanan Terhadap Kepuasan Pelanggan,
Citra Perusahaan dan Loyalitas Pelanggan pada Perusahaan jasa. Malang
: Universitas Brawijaya

Alfian ,Danil. 2008. Pengaruh Kualitas Produkdan Kualitas Pelayanan terhadap
kepuasan nasabah kartu Kredit mandiri,, Citi Bank, dan BCA, Universitas
Esa Unggul

Alma, Buchari, 2009. Manajemen Pemasarandan Pemasaran Jasa, Cetakan ke
delapan, Penerbit Alfabeta, Bandung

Bloemer, Josee and Ko de Ruyter, 1998. On The Realtionship Between Store
Image, Store Satisfaction and Store Loyalty, European Journal of
Marketing, Vol. 32, 499-513.

Santoso, Budi, Purbayu dan Ashari, 2005. Analisa Statistik Dengan Microsoft
Excel dan SPSS , PenerbitAndi, Yogyakarta.Hal 247

Chang, Chih-Hon, Chia Yu-Tu, 2005. Exploring Store Image, Customer
Satisfaction And Customer Loyalty Relationship: Evidence From Taiwanese
Hypermarket Industry, Journal of American Academy of Business, Vol. 7,
Iss.2, 197-202

Carman,J,M 1990. Consumer Perception of Service Quality: An Assessmnet of the
SERQUAL Dimension, Journal of Retailing, Vol 66, No.1. Pp 33-35

Darmawi, Herman, 2004. Manajemen Asuransi, PT. Bumi Aksara, 2004. Jakarta.
Hal. 2,37



132

Dong-Mo Koo, 2003. Inter-Relationship Among Store Image, Store Satisfaction
and Store Loyalty among Korean Discount retail Patrons, Asia Pacific
Journal of Marketing and Logistis, ABI/Form Logal, 15, 42-74.

Fitzsimmons, James A & Mona J. Fitzsimmons, 2001, Services Managemant,
McGraw Hill Company, Singapore, Hal 43.

Gronroos C,1990. Service Management and Marketing, Laxinton Books,
Massachussets, Toronto

Handayani, Juli, 2007.Pengaruh Persepsi tentang Harga Jual, Promosi Melalui
Stand Pameran dan Mutu produk Terhadap Perilaku Pengunjung Pada
Pameran Produk Furniture Ukir jati Pada PT. Gusti Pelita, Universitas Esa
Unggul

Darmawan, komang, 2013. Best Insurance Company 2013, Majalah Investor,
Edisi XV/241, hal 53, Jakarta

Irawan Handi, 2009. Sepuluh Prinsip Kepuasan Pelanggan, PT. Elex Media
Komputindo, Jakarta, Hal. 57,61,65,69,73

Jones dan Sasser, dalam Oliver, Ricgard L. Whence Consumer Loyalty?,Jurnal of
Marketing, Vol 63, 1999. P 33-44

Kotler, Philip, 2002. Marketing Management, Edisi Millennium. Penerbit PT
Indeks Prentice Hall, Jakarta

Kirom, Bahrul, 2009. Mengukur Kineja Pelayanandan Kepuasan Konsumen, PT.
Pustaka Reka Cipta, Jakarta. Hal. 12.

Kitab Undang-Undang Hukum Dagang, 1990. Percetakan Negara
Kotler, Philip, 2000. Marketing Management, Upper, Saddle River: Prentice Hall

Kotler, Philip, 2000. Marketing management, The Millenium Edition, New Jersey;
Prentice Hall International, Inc. , New Jersey. P 36

Lupiyoadi, Rambat. 2004. Manajemen PemasaranJasa : Teori dan Pratek, PT.
Salemba Empat, Jakarta

Lupiyadi, Rambat dan A. Hamdani, 2006. Manajemen Pemasaran Jasa, Penerbit
Salemba Embat, Jakarta Hal 100

Lovelock, C dan Wright, Lauren. 2007. Manajemen Pemasaran Jasa. Edisi
Bahasa Indonesia, CetakanKedua, Penerbitindeks, Pretice Hall. Hal 244



133

LawalataYohannes, 2010. Pengaruh Kualitas Pelayanan, Kualitas Produk dan
Citra Perusahaan terhadap Kepuasan dan Loyalitas Pelanggan
PAPARON'S PIZZA Cikarang, Universitas Esa Unggul

Nazir, M. 1999. Metode Penelitian, Cetakan Keempat .Penerbit Ghalia Indonesia,
Jakarta

Priyatmo, Dwi.2008. Mandiri Belajar SPSS ( Statistical Product and services
Solutionb) Untuk Analisis & Uji Statistik. CetakanPertama. PT. Buku Kita.
Media Kom. Jakarta

Peter J.P and Donelly, J.H.Jr. 2003. A Preface to Marketing Management, 9th
.Boston:McGraw Hill/lrwin

Richeld, dalam Oliver, Ricgard L. Whence Consumer Loyalty?Jurnal of
Marketing, Vol 63, 1999. P 33-44

Ranjbarian, Bahram. An Analysis of Brand Image, Perceived Quality, Customer
Satisfaction and Re-purchase Intention in Iranian Department Stores,
International Journal of Business and

Ruswanti, Endang, 2012. Pengaruh Service Qulity dan Customer satisfaction
terhadap Customer Loyalty, jurnal Widya no 318, hal 54

Stanton, W.J., M.J. Etzel, dan B.J. Walker, 1994, Fundamentals of Marketing.
Tenth edition, MCGraw-Hill Inc., New York. Page 301

Stewart, dalam Oliver, Ricgard L. Whence Consumer Loyalty?, Jurnal of
Marketing, Vol 63, 1999. P 33-44

Swastha, Basu, dan Ibnu Sukojo, 1993. Pengantar Bisnis Modern ( Pengantar
Ekonomi Perusahaan Modern). Edisi Ketiga. Liberty Yogyakarta. Hal 211

Sekaran, Uma, 2003. Reaserach Methodes For Business John Willey & Sons. Inc.
Illinois. Hal 265

Sugiyono, 2008. Metode Penelitian Bisnis, Penerbit Alfabeta, Bandung. Hal 178

Sutojo, Siswanto, 2004. Membangun Citra perusahaan ( Building the corporate
Image), PT. Damar Mulia Pustaka, Jakarta, hal 1-3

Te-Tu, Yu. An Empirical Study of Corporate Brand Image, Customer Perceived
Value and Satisfaction on Loyalty in Shoe Industry, Journal of Economics
and Behavioral Studies Vol. 5, No. 7, pp. 469-483, July 2013

Tjiptono, Fandy,1996. Manajemen Jasa, Jogjakarta. Hal 146



134

Tjiptono, Fandy, 2000, Prinsip-primsip Total Quality Services, Jogjakarta :Andi.

Tjiptono.Fandy.2012. Pemasaran Strategik jlid 2, penerbitAndi, Yogyakarta, hal
319, 321

Tjiptono.Fandy. 2008. Pemasaran Strategik, CV Andi Offset, Yogyakarta, hal
465

Umar, Husein. 2003. Metode Riset Bisnis, PT. Gramedia Pusaka
Utama,Jakarta.Hal 98

Pemerintah Republik Indonesia, Undang-undang No. 2 Tahun 1992

Yamit, Zulian, 2001. Manajemen Kualitas Produk dan Jasa, Ekonisia Kampus
Fakultas Ekonomi UlI, Yogyakarta, hal 19, 2

Yu-Jia Hu, 2012. The Moderating Effect of Brand Equity and The Mediating
Effect of Marketing Mix Strategy on The relationship, The International
Journal of Organizational Innovation Vol 5 Num 1 Summer 2012

Yusoff, M, 1995. Konsep Azas Periklanan. Malaysia: DewanBahasadanPustaka

Zeithaml and Mary Jo Bitner, 1996. Sevices Marketing: Integrating Customer
Focus Across The Firm. First Edition, USA: McGraw-Hill Companies Inc.

Zeithham and Bitner, M.J, 2003. Service Marketing, Tata McGraw-Hill



