DAFTAR PUSTAKA
Clow, K. E., & Baack, D. (2018). Integrated Advertising, Promotion, and

Marketing Communications (8th ed.). Pearson

Education.

Daryanto, A., & Setyobudi, A. (2014). Konsumen dan Pelayanan Prima.
Gava Media.

De Keyser, A., Lemon, K. N., Klaus, P., & Keiningham, T. L. (2020).
Customer Experience in Marketing: A Review and

Research Agenda.

Ghozali, 1. (2018). Aplikasi Analisis Multivariate dengan Program IBM SPSS
25 (Edisi 9).

Badan Penerbit Universitas Diponegoro.

Hapsari, R., Clemes, M. D., & Dean, D. (2017). The role of service quality in

customer experience and behavioral intentions.

Kotler, P., & Keller, K. L. (2016). Marketing Management (15th ed.). Pearson
Education.

Ladhari, R., Brun, I, & Morales, M. (2008). Determinants of dining

satisfaction and post-dining behavioral intentions.

Lupiyoadi, R. (2013). Manajemen Pemasaran Jasa. Salemba Empat.

o1



Nasution, M. N., Sembiring, S. A., & Fatihudin, D. (2020). The Effect of
Customer Experience and Customer Engagement on

Customer Loyalty in the Restaurant Industry.

Oliver, R. L. (1999). Whence Consumer Loyalty? Journal of Marketing,
63(Special Issue), 33— 44,

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A
Multiple-ltem ~ Scale for Measuring Consumer
Perceptions of Service Quality.Pine,

B. J., & Gilmore, J. H. (1999). The Experience Economy: Work is Theatre &
Every Business a Stage. Harvard Business Press.

Ryu, K., & Han, H. (2010). Influence of the Quality of Food, Service, and
Physical Environment on Customer Satisfaction and
Behavioral Intention in Quick-Casual Restaurants:
Moderating Role of Perceived Price.

Schmitt, B. (2003). Customer Experience Management: A Revolutionary
Approach to Connecting with Your Customers.
Wiley.

Sugiyono. (2017). Metode Penelitian Kuantitatif, Kualitatif dan R&D.
Alfabeta. Tjiptono, F. (2017). Strategi Pemasaran
(4th ed.). Andi Offset.

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2018). Services Marketing:
Integrating Customer Focus Across the Firm (7th
ed.). McGraw-Hill

Ali, F., Kim, W. G., & Lli, J. (2021). The effect of human and robot service
quality on tourist/guest satisfaction and loyalty.
International Journal of Hospitality Management, 95,
102890.

52



Antoro, D. (2025). Metodologi Penelitian Sosial dan Aplikasinya dalam Riset
Bisnis. Yogyakarta: Pustaka Pelajar.

Darmawan, D., Mardiansyah, D., & Rahayu, S. (2021). Analisis Kinerja dan
Perilaku Konsumen di Era Digital. Jurnal
Manajemen Bisnis Indonesia, 9(2), 145-160.

Gahler, M., Klein, A., & Zanger, S. (2022). Mapping the customer experience
journey in modern retail environments. Journal of

Retailing and Consumer Services, 64, 102780.

Gao, L. (2025). Digital transformation and customer experience dynamics.
Journal of Business Research, 170, 114320.

Ghoazali, 1. (2021). Aplikasi Analisis Multivariate dengan Program IBM SPSS
26 (Edisi 10). Semarang: Badan Penerbit Universitas
Diponegoro.

Han, H., & Hyun, S. S. (2021). Customer retention and loyalty in service
industries: A comprehensive framework. Tourism
Management, 82, 104190.

Lemon, K. N., & Verhoef, P. C. (2020). Understanding customer experience
throughout the customer journey. Journal of
Marketing, 80(6).

Oliver, R. L. (1997). Satisfaction: A Behavioral Perspective on the Consumer.
New York: McGraw-Hill.

Rather, R. A., & Sharma, J. (2020). Customer engagement, credit, and
customer loyalty in the hospitality sector. Journal of

Hospitality and Tourism Technology, 11(3).

53



Slack, N., & Singh, G. (2020). The effect of service quality on customer
satisfaction and loyalty and the mediating role of

customer satisfaction. The TQM Journal, 32(3).

Sugiyono. (2020). Metode Penelitian Kuantitatif, Kualitatif, dan R&D.
Bandung: Alfabeta. (Catatan: Tambahkan jika
merujuk pada edisi tahun 2020).

Sugiyono. (2022). Statistika untuk Penelitian. Bandung: Alfabeta. (
Tjiptono, F. (2019). Pemasaran Jasa: Prinsip, Penerapan, dan Penelitian.
Yogyakarta: Andi Offset.

Wang, Y. (2025). Empirical investigation of consumer brand loyalty in
omnichannel ecosystems. International Journal of
Infomation Management, 80, 102650.

54



