
 

70 
 

DAFTAR PUSTAKA 

 

Abror, A., Patrisia, D., Engriani, Y., Evanita, S., Yasri, Y. dan Dastgir, S. (2019), Service 

quality, religiosity, customer satisfaction, customer engagement and Islamic bank’s 

customer loyalty, Journal of Islamic Marketing, Vol. 11(6), 1691-1705. 

https://doi.org/10.1108/JIMA-03-2019-0044 

Ahn, J., Wong, M.L. dan Kwon, J. (2020), Different role of hotel CSR activities in the 

formation of customers’ brand loyalty, International Journal of Quality and Service 

Sciences, Vol. 12(3), 337-353. https://doi.org/10.1108/IJQSS-02-2020-0028 

Alalwan, A.A., Algharabat, R.S., Baabdullah, A.M., Rana, N.P., Qasem, Z. dan Dwivedi, 

Y.K. (2020), Examining the impact of mobile interactivity on customer engagement 

in the context of mobile shopping, Journal of Enterprise Information Management, 

Vol. 33(3), 627-653. https://doi.org/10.1108/JEIM-07-2019-0194  

Balci, G., Caliskan, A. dan Yuen, K.F. (2019), Relational bonding strategies, customer 

satisfaction, and loyalty in the container shipping market, International Journal of 

Physical Distribution & Logistics Management, Vol. 49(8), 816-838. 

https://doi.org/10.1108/IJPDLM-02-2019-0051 

Battour, M., Rahman, M. dan Rana, M. (2019), The impact of PHTPS on trip quality, trip 

value, satisfaction and word of mouth: non-Muslim tourists’ perspective, Journal of 

Islamic Marketing, Vol. 11(6), 1517-1538. https://doi.org/10.1108/JIMA-03-2019-

0058  

Bergel, M., Frank, P. dan Brock, C. (2019), The role of customer engagement facets on the 

formation of attitude, loyalty and price perception, Journal of Services Marketing, 

Vol. 33(7), 890-903. https://doi.org/10.1108/JSM-01-2019-0024 

Boateng, H., Kosiba, J.P., Adam, D.R., Ofori, K.S. dan Okoe, A.F. (2020), Examining brand 

loyalty from an attachment theory perspective, Marketing Intelligence & Planning, 

Vol. 38(4), 479-494. https://doi.org/10.1108/MIP-03-2019-0161 

Brodie, R.J., Hollebeek, L.D., Jurić, B. dan Ilić, A. (2011), Customer engagement conceptual 

domain, fundamental propositions, and implications for research, Journal of Service 

Research, Vol. 14(3), 252-271. 

CAPA's World Aviation Summit in Berlin, 27/28-Nov-2018. (2018, August 27). 

https://centreforaviation.com/analysis/reports/capas-world-aviation-summit-in-berlin-

2728-nov-2018-411103. 

Dölarslan, E.S. (2014), Assessing the effects of satisfaction and value on customer loyalty 

behaviors in service environments: High-speed railway in Turkey as a case study, 

Management Research Review, Vol. 37(8), 706-727. https://doi.org/10.1108/MRR-

06-2013-0152 



 

71 
 

Ghozali, I., dan Latan, H. (2015). Partial Least Squares: Konsep, Teknik, dan Aplikasi 

Menggunakan Program SmartPLS 3.0 Untuk Penelitian Empiris. Surabaya: Badan 

Penerbit –Undip 

Gopi, B. dan Samat, N. (2020), The influence of food trucks' service quality on customer 

satisfaction and its impact toward customer loyalty, British Food Journal, Vol. 

122(10), 3213-3226. https://doi.org/10.1108/BFJ-02-2020-0110 

Hair, J.F., Ringle, C.M., dan Sarstedt, M. (2011). PLS-SEM: Indeed a Silver Bullet. The 

Journal of Marketing Theory and Practice. Vol. 19(2), 139-151. 

Hapsari, R., Clemes, M.D. dan Dean, D. (2017), The impact of service quality, customer 

engagement and selected marketing constructs on airline passenger loyalty, 

International Journal of Quality and Service Sciences, Vol. 9(1), 21-40. 

https://doi.org/10.1108/IJQSS-07-2016-0048 

Kandampully, J. dan Suhartanto, D. (2000), Customer loyalty in the hotel industry: the role of 

customer satisfaction and image, International Journal of Contemporary Hospitality 

Management, Vol. 12(6), 346-351. https://doi.org/10.1108/09596110010342559 

Khan, S.U., Khan, I.U., Khan, I., Din, S.U. dan Khan, A.U. (2020), Evaluating ṣukūk 

investment intentions in Pakistan from a social cognitive perspective, ISRA 

International Journal of Islamic Finance, Vol. 12(3), 347-365. 

https://doi.org/10.1108/IJIF-12-2019-0194 

Kosiba, J.P.B., Boateng, H., Okoe Amartey, A.F., Boakye, R.O. dan Hinson, R. (2018), 

Examining customer engagement and brand loyalty in retail banking: The 

trustworthiness influence, International Journal of Retail & Distribution 

Management, Vol. 46(8), 764-779. https://doi.org/10.1108/IJRDM-08-2017-0163 

Kusumawati, A., dan Sri Rahayu, K. (2020). The effect of experience quality on customer 

perceived value and customer satisfaction and its impact on customer loyalty. Human 

Systems Management, Vol. 39(2), 219–232.  

Kwon, J.-H., Jung, S.-H., Choi, H.-J. dan Kim, J. (2020), Antecedent factors that affect 

restaurant brand trust and brand loyalty: focusing on US and Korean consumers, 

Journal of Product & Brand Management, Vol. ahead-of-print No. ahead-of-print. 

https://doi.org/10.1108/JPBM-02-2020-2763 

Lai‐Ming Tam, J. (2012), "The moderating role of perceived risk in loyalty intentions: an 

investigation in a service context", Marketing Intelligence & Planning, Vol. 30(1), 

33-52. https://doi.org/10.1108/02634501211193903 

Lion Air Flight Route. Lion Air Flight Routes. (2020, January 21). 

https://www.lionair.co.id/en/promotion/flight-routes. 

 



 

72 
 

Meeprom, S. dan Silanoi, T. (2020), Investigating the perceived quality of a special event and 

its influence on perceived value and behavioural intentions in a special event in 

Thailand, International Journal of Event and Festival Management, Vol. ahead-of-

print No. ahead-of-print. https://doi.org/10.1108/IJEFM-09-2019-0043 

Mei, J., Li, K. dan Li, K. (2017), Customer-satisfaction-aware optimal multiserver 

configuration for profit maximization in cloud computing, IEEE Transactions on 

Sustainable Computing, Vol. 2(1), 17-29. 

Mohd-Any, A.A., Mutum, D.S., Ghazali, E.M. dan Mohamed-Zulkifli, L. (2019), To fly or 

not to fly? An empirical study of trust, post-recovery satisfaction and loyalty of 

Malaysia Airlines passengers, Journal of Service Theory and Practice, Vol. 29(5/6), 

661-690. https://doi.org/10.1108/JSTP-10-2018-0223 

Net profit of commercial airlines worldwide from 2006 to 2021. Aviation industry in 

Indonesia. (2020, June 20). https://www.statista.com/statistics/232513/net-profit-of-

commercial-airlines-worldwide/.  

Oliver, R.L. (1999), “Whence consumer loyalty?”, The Journal of Marketing, Vol. 63 No. 3, 

pp. 33-44 

Özkan, P., Süer, S., Keser, İ.K. dan Kocakoç, İ.D. (2019), The effect of service quality and 

customer satisfaction on customer loyalty: The mediation of perceived value of 

services, corporate image, and corporate reputation, International Journal of Bank 

Marketing, Vol. 38(2), 384-405. https://doi.org/10.1108/IJBM-03-2019-0096 

Pandey, S., Khare, A. dan Bhardwaj, P. (2015), Antecedents to local store loyalty: influence 

of culture, cosmopolitanism and price, International Journal of Retail & Distribution 

Management, Vol. 43(1), 5-25. https://doi.org/10.1108/IJRDM-08-2013-0156 

Petzer, D.J. dan van Tonder, E. (2019), Loyalty intentions and selected relationship quality 

constructs: The mediating effect of customer engagement, International Journal of 

Quality & Reliability Management, Vol. 36(4), 601-619. 

https://doi.org/10.1108/IJQRM-06-2018-0146 

Ratnasari, R.T., Gunawan, S., Mawardi, I. dan Kirana, K.C. (2020), Emotional experience on 

behavioral intention for halal tourism, Journal of Islamic Marketing, Vol. ahead-of-

print No. ahead-of-print. https://doi.org/10.1108/JIMA-12-2019-0256 

Sekaran, U dan Bougie, R. (2016). Research Methods for Business: A Skill Building 

Approach, 7
th

 Edition. New Jersey: Wiley 

Shafei, I. dan Tabaa, H. (2016), Factors affecting customer loyalty for mobile 

telecommunication industry, EuroMed Journal of Business, Vol. 11(3), 347-361. 

https://doi.org/10.1108/EMJB-07-2015-0034    



 

73 
 

Sheng, T. dan Liu, C. (2010), An empirical study on the effect of e‐service quality on online 

customer satisfaction and loyalty, Nankai Business Review International, Vol. 1(3), 

273-283. https://doi.org/10.1108/20408741011069205 

Slack, N.J. dan Singh, G. (2020), "The effect of service quality on customer satisfaction and 

loyalty and the mediating role of customer satisfaction: Supermarkets in Fiji", The 

TQM Journal, Vol. 32(3), 543-558. https://doi.org/10.1108/TQM-07-2019-0187 

So, K.K.F., King, C. dan Sparks, B. (2012), Customer engagement with tourism brands: scale 

development and validation, Journal of Hospitality & Tourism Research, Vol. 38(3), 

304-329 

Thongkruer, P. dan Wanarat, S. (2021), Logistics service quality: where we are and where we 

go in the context of airline industry, Management Research Review, Vol. 44(2), 209-

235. https://doi.org/10.1108/MRR-12-2019-0544 

Tran, P.K.T., Nguyen, P.D., Le, A.H.N. dan Tran, V.T. (2021), Linking self-congruity, 

perceived quality and satisfaction to brand loyalty in a tourism destination: the 

moderating role of visit frequency, Tourism Review, Vol. ahead-of-print No. ahead-

of-print. https://doi.org/10.1108/TR-04-2020-0143 

Tzavlopoulos, Ι., Gotzamani, K., Andronikidis, A. dan Vassiliadis, C. (2019), Determining 

the impact of e-commerce quality on customers’ perceived risk, satisfaction, value 

and loyalty, International Journal of Quality and Service Sciences, Vol. 11(4), 576-

587. https://doi.org/10.1108/IJQSS-03-2019-0047 

Wallace, D. W., Giese, J. L., dan Johnson, J. L. (2004). Customer retailer loyalty in the 

context of multiple channel strategies. Journal of Retailing, Vol. 80(4), 249 – 263 

Wang, X. dan Zhang, Q. (2018), Does online service failure matter to offline customer 

loyalty in the integrated multi-channel context? The moderating effect of brand 

strength, Journal of Service Theory and Practice, Vol. 28(6), 774-806. 

https://doi.org/10.1108/JSTP-01-2018-0013  

Wicks, A. M., dan Roethlein, C.  J.  (2009).  A Satisfaction-Based Definition of Quality, 

Journal of Business & Economic Studies, Vol. 15(1), 82-97  

Williams, P. dan Soutar, G.N. (2009), Value, satisfaction and behavioral intentions in an 

adventure tourism context, Annals of Tourism Research, Vol. 36(3), 413-438. 

Zeithaml, V.A., Bitner, M.J., dan Dwayne D.G. (2013). Services Marketing. Integrating 

Customer Focus across the Firm, 6
th

 Edition, New York: McGraw-Hill Irwin 

 

 

 


