Universitas Bakrie

DAFTAR PUSTAKA

Coombs, W. T., & Holladay, S. J. (2012). The handbook of crisis
communication. Malden, MA: Wiley-Blackwell.

Creswell, J. W. (2018). Research design: Qualitative, quantitative, and
mixed methods approaches (5th ed.). Thousand QOaks, CA: Sage

Publications.

Fauziah, N., Wibowo, A., & Wihasnanto, R. (2023). Pengaruh kualitas
layanan dan citra perusahaan terhadap kepuasan pelanggan jasa

outsourcing. Jurnal Manajemen Sumber Daya Manusia, 8(1), 55—68.

Finarsih, A., Setiawan, B., & Salim, A. (2023). Outsourcing and trust
towards users’ satisfaction through the company’s performances in Putra

Mentari Incorporation. Jurnal Manajemen dan Bisnis, 10(2), 145—158.

Gardner, W. L., Avolio, B. J., Luthans, F., May, D. R., & Walumbwa, F. O.
(2011). Can you see the real me? A self-based model of authentic leader and
follower development. The Leadership Quarterly, 22(6), 1120-1135.

Gronroos, C. (2011). Service management and marketing: Customer

management in service competition (3rd ed.). Chichester: Wiley.

Gruber, T. (2017). Service recovery as a communication process: Influences
on customer satisfaction and word-of-mouth. Journal of Service Theory and

Practice, 27(2), 428—452.

Men, L. R. (2016).
The internal communication role of the chief communication officer:

Communication leadership and organizational outcomes.

Public Relations Review, 40(3), 461—471.

105



Universitas Bakrie

Men, L. R., & Bowen, S. A. (2017).
Excellence in internal communication management.

Business Horizons, 60(1), 75-85.

Lewicki, R. J., & Bunker, B. B. (1996). Developing and maintaining trust in
work relationships. In R. M. Kramer & T. R. Tyler (Eds.), Trust in
organizations: Frontiers of theory and research (pp. 114—139). Thousand
Oaks, CA: Sage Publications.

Lewicki, R. J., McAllister, D. J., & Bies, R. J. (1998). Trust and distrust:
New relationships and realities. Academy of Management Review, 23(3),
438—458.

Lovelock, C., & Wirtz, J. (2016). Services marketing: People, technology,
strategy (8th ed.). Singapore: World Scientific.

Mayer, R. C., Davis, J. H., & Schoorman, F. D. (1995). An integrative model
of organizational trust. Academy of Management Review, 20(3), 709—734.

Miles, M. B., Huberman, A. M., & Saldania, J. (2014). Qualitative data
analysis: A methods sourcebook (3rd ed.). Thousand Oaks, CA: Sage

Publications.

Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of
relationship marketing. Journal of Marketing, 58(3), 20-38.

Rawlins, B. (2016).
Measuring the relationship between organizational transparency and

employee trust.

Public Relations Journal, 2(2), 1-21.

106



