
Universitas Bakrie 

86 

 

Daftar Pustaka  

 

Abdillah, W. &. (2015). Partial least square (PLS): Alternatif structural equation modeling 

(SEM) dalam penelitian bisnis. Penerbit Andi. 

Akther, M. H. (2017). Determinants of Customer Loyalty in Mobile. Global Journal of 

Management and Business Research. 

Amin, M. (2016). Internet banking service quality and its implication on e-customer 

satisfaction and e-customer loyalty. International Journal of Bank Marketing. 

APJII. (2024). Laporan Tahunan APJII. APJII Publishing. 

Bansal, H. S. (2005). Migrating to New Service Providers: Toward a Unifying Framework of 

Consumers' Switching Behaviors. Journal of the Academy of Marketing Science Vol. 

33(1), pp. 96-115. 

Becker, L. &. (2020). Customer experience: Fundamental premises and implications for 

research. Journal of the Academy of Marketing Science. 

Bhattacherjee, A. (2001). Understanding information systems continuance: An expectation-

confirmation model. MIS Quarterly. 

BPS. (2022). Statistik Telekomunikasi Indonesia. Jakarta: BPS. 

BPS. (2024). Data Penyelenggaraan Telekomunikasi Indonesia. Retrieved from BPS: 

https://pelaporan.komdigi.go.id/file/filespublikasi/2025/01/2e09f6f8-3335-4c28-8279-

cb2038f0e41d.pdf 

Djasmy, R. C. (2023). Measuring Switch Intention In The Push Pull Mooring Framework For 

Self Service Technology Products: Kios Matic Bright Gas. Eduvest – Journal of 

Universal Studies. 

ETSI-3GPP. (2020). Digital cellular telecommunications system (Phase 2+) (GSM). 

Retrieved from European Telecommunications Standards Institute: 

https://www.etsi.org/deliver/etsi_ts/123200_123299/123228/16.05.00_60/ts_123228v

160500p.pdf 

Evi, T. (2022). Partial Least Square (Teori dan Praktek). Tahta Media Group. 



Universitas Bakrie 

87 

 

Fitzsimmon, J. A. (2011). Service Management Operation Strategy for System Information 

7th Ed. New York: Mc Graw Hill. 

FreedomHouse. (2024). Freedom on net Indonesia 2024. Freedom House. 

Ghozali, I. &. (2015). Partial least squares: Konsep, teknik dan aplikasi menggunakan 

program SmartPLS 3.0. Badan Penerbit Universitas Diponegoro. 

Grant, R. M. (2019). Contemporary Strategy Analysis. John Wiley & Son Publishing. 

Griffin, J. (2005). Customer loyalty: Menumbuhkan dan mempertahankan kesetiaan 

pelanggan. Erlangga. 

Grönroos, C. (2007). Service management and marketing: Customer management in service 

competition (3rd ed.). Wiley. New York: Wiley. 

Hair, J. F. (2017). A primer on partial least squares structural equation modeling (PLS-SEM) 

(2nd ed.). SAGE Publications. 

Hantoro, G. D. (2024). Exploring the Potential of Fixed and Mobile Convergence in 

Indonesia’s Telecommunication Industry. Journal of System and Management 

Sciences. 

Harno, J. (2009). Service Offerings for Fixed-Mobile Convergence Scenario: An Integrated 

Operator Case. International Journal of Business Data Communications and 

Networking. 

Herzberg, F. M. (1959). The motivation to work (2nd ed.). Wiley & Sons. 

Hugo Ribeiro, e. (2024). Customer Experience, Loyalty, and Churn in Bundled 

Telecommunications Services. SAGE Open. 

Ibrahim, A. (2024). Dampak Kualitas Dan Biaya Terhadap Kepuasan Dan Loyalitas 

Penyewa. 

Imbug, N. A. (2018). The influence of customer experience on customer loyalty in 

telecommunication industry. International Journal of Academic Research in Business 

and Social Sciences. 

Keller, K. (2016). Marketing Management 15ed. Pearson Education Limited. 

Komdigi. (2024). Laporan Tahunan 2024. Jakarta: Kementerian Komunikasi dan Digital. 



Universitas Bakrie 

88 

 

Lovelock, C. &. (2016). Services marketing: People, technology, strategy (8th ed.). Pearson 

Education. 

Marfil, J. J. (2022). Bundling Impacts in Spanish Telecommunications Market. arXiv, 

Cornell University. 

Mkpojiogu, E. O. (2016). Understanding the relationship between Kano model's customer 

satisfaction scores and self-stated requirements importance. SpringerPlus. 

OECD. (2007). Fixed-Mobile Convergence MARKET DEVELOPMENTS AND POLICY 

ISSUES. Retrieved from OECD Digital Economy Papers : 

https://www.oecd.org/content/dam/oecd/en/publications/reports/2007/03/fixed-

mobile-convergence_g17a1c05/231037284472.pdf?utm_source=chatgpt.com 

Oliver, R. (1980). A cognitive model of the antecedents and consequences of satisfaction 

decisions. Journal of Marketing Research. 

Oliver, R. L. (1977). Effect of expectation and disconfirmation on postexposure product 

evaluations. Journal of Marketing Research. 

Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing. 

Oliver, R. L. (1999). Whence Consumer Loyalty? Jurnal Of Marketing, 33-44. 

Parasuraman, A. Z. (1988). SERVQUAL: A multiple-item scale for measuring consumer 

perceptions of service quality. Journal of Retailing. Journal of Retailing. 

Peter Mudie, A. P. (2006). Services Marketing Management 3rd Ed. Elsevier. 

Ping., R. A. (1993). The effects of satisfaction and structural constraints on retailer exiting, 

voice, loyalty, opportunism, and neglect. Journal of Retailing. 

Rahadi, D. R. (2023). Pengantar Partial Least Square Strctural Equation Model PLS-SEM. 

Lentera Ilmu Mandiri. 

Rather, R. A. (2017). Investigating the impact of customer brand identification on hospitality 

brand loyalty: A social identity perspective. Journal of Hospitality Marketing & 

Management. 

Rather, R. A. (2019). Customer experience and engagement in tourism destinations: The 

experiential marketing perspective. Journal of Travel Research. 



Universitas Bakrie 

89 

 

Reichheld, F. F. (1990). Zero defections: Quality comes to services. Harvard Business 

Review. 

Ribeiro, H. B. (2024). Customer experience, loyalty, and churn in bundled 

telecommunications services. SAGE Open. 

Ringle, C. M.-M. (2022). SmartPLS 4. SmartPLS GmbH. Retrieved from SmartPLS GmbH. 

Rokkas, T. (2009). On the economics of fixed-mobile convergence. Emerald Group 

Publishing Limited, 75-86. 

Salim, D. F. (2024). Analysis of Fixed Mobile Convergence (FMC) Product Launch on 

Telecommunication Stock Returns in Indonesia. Journal of Ecohumanism, 1253-

1265. 

Sanchez, E. &. (2012). Fixed-mobile convergence in telecommunications services. 

Telecommunications Policy Journal. 

Sa-ngiamnate, T. (2021). The Factors Influencing Customer Loyalty Toward Home 

Broadband Internet Provider in Bangkok. APHEIT International Journal. 

Sarkindaji, B. D. (2015). Assessing Efficiency of Service Quality on Consumers Retention in 

Nigerian Mobile Service Industry. Mediterranean Journal of Social Sciences. 

Sekaran, U. (2016). Research Method For Business, 6th Ed. Wiley Publishing. 

Shahzad, A. Y. (2021). Antecedents of customer loyalty and performance improvement: 

Evidence from Pakistan's telecommunications sector. Utilities Policy. 

Sheth, J. N. (1991). Why we buy what we buy: A theory of consumption values. Journal Of 

Business Research. 

Sihombing, P. R. (2022). Aplikasi SmartPLS untuk Statistisi Pemula. Dewangga Energi 

Internasional. 

Stremersch, S. (2002). Strategic Bundling of Products and Prices: A New Synthesis for 

Marketing. Journal of Marketing Vol 66, 55-72. 

stripe.com. (2024). What is average revenue per user? Why it matters and how to calculate it 

. Retrieved from stripe.com: https://stripe.com/resources/more/what-is-average-

revenue-per-user-why-it-matters-and-how-to-calculate-it 



Universitas Bakrie 

90 

 

Sutherland, E. (2007). Fixed-Mobile Convergence Concept. Global Symposium For 

Regulators. Dubai. 

Wirtz, J. X. (2014). Contrasting the drivers of switching intent and switching behavior in 

contractual service settings. Journal of Retailing. 

Wirtz, J., Xiao, P., Chang, J., & Malholtra, N. (2014). Contrasting the Drivers of Switching 

Intent and Switching Behavior inContractual Service Settings. Journal of Retailing. 

XL-Axiata. (2025). Laporan Tahunan 2024. XL Axiata. 

Yang, Z. &. (2004). Customer perceived value, satisfaction, and loyalty: The role of 

switching costs. Psychology & Marketing. 

Yesitadewi, V. I. (2024). The influence of service quality, perceived value, and trust on 

customer loyalty via customer satisfaction in Deliveree Indonesia. 

https://doi.org/10.47750/QAS/25.198.44. 

Zainuddin Iba, D. S. (2023). Metode Penelitian. In D. S. Zainuddin Iba, Populasi dan Sample 

(p. 167). Eureka Media Aksara. 

Zeithaml, V. A. (1988). Consumer Perceiption of Price, Quality and Value. Journal of 

Marketing. 

 

 

  


