DAFTAR PUSTAKA

Ali Hasan.(2008). Marketing. Yogyakarta : Media Utama

Ariansyah, Kasmad (2016). Studi kepuasan pelanggan terhadap kualitas layanan
pitalebar pada jaringan bergerak seluler, 14 (2), 113-130. Retrieved from
Buletin Pos dan Telekomunikasi

Band, William A (1991). Creating Value for Customer, New York: Jhon Willey
and Sons Inc.

Bitner, M. J. dan Zeithaml, V. A. (2003). Service Marketing (3" ed.). New Delhi:
McGraw Hill

Budiono, F. L. (2013). Persepsi dan Harapan Pengguna terhadap Kualitas
Layanan Data pada Smartphone di Jakarta,11(2), 93-108. Retrieved from
Buletin Pos Dan Telekomunikasi

ETSI (2016). Speech and multimedia Transmission Quality (STQ); QoS aspects for
popular services in mobile networks; Part 1: Assessment of Quality of
Service. [online].
http://www.etsi.org/deliver/etsi_ts/102200_102299/10225001/02.02.01_60
/ts_10225001v020201p.pdf [10 November 2017]

Giovanis, Apostolos N., Zondiros, Dimitris, and Tomaras, Petros (2014). The
antecedents of customer loyalty for broadband services: The role of
service quality, emotional satisfaction and corporate image. Procedia -
Social and Behavioral Sciences 148 (2014 ) 236 — 244, Retrieved from
Science Direct.

Guilitnan, Joseph,P ,Paul,Gordon W and Madden,Thomas J. (1997) . Marketing
Management (6™ edition) . New York :McGraw-Hill Companies

Hair et al, (2016). A Primer On partial Least Squares Structural Equation Modeling
(PLS-SEM) (2" edition), New York: Prentice-Hall International, Inc.

Hossain , Md. Motaher, Influence of Customer Satisfacton on Loyalty : A Study on
Mobile Telecommunication Industry, Journal of Social Sciences 9 (2): 73-
80, 2013, retrieved from http://www.thescipub.com/jss.toc

78


http://www.etsi.org/deliver/etsi_ts/102200_102299/10225001/02.02.01_60%09/ts_10225001v
http://www.etsi.org/deliver/etsi_ts/102200_102299/10225001/02.02.01_60%09/ts_10225001v
http://www.thescipub.com/jss.toc

Indrawati (2015). Metode Penelitian Manajemen dan Bisnis. Konvergensi
Teknologi Komunikasi dan Informasi.(1% ed) Bandung:Refika Aditama.

ITU-D (2015). Mobile-Cellular Subscriptions.. [online] http://www.itu.int/en/ITU-
D/Statistics/Documents/statistics/2016/Mobile cellular 2000-
2015.xls

Kheng, o Liang, The Impact of Service Quality on Customer Loyalty: A Study of
Banks in Penang, Malaysia, International Journal of Marketing Science
(2010) Vol 2 No 2, retrieve from www.ccsenet.org/ijms

Kotler, P., & Keller, K. L. (2009). Marketing Management. (6" ed). Upper Saddle
River, N.J: Pearson Prentice Hall.

Loke, Siauw Phaik, Service Quality and Customer Satisfaction in a
Telecommunication Service Provider, International Conference on
Financial Management and Economics (2011) vol 11, retrieved from
https://www.researchgate.net/publication/

Marketeers Editor (2013). Lima Elemen Service Quality. [online].
http://marketeers.com/lima- _elemen- service-quality/, [13 April
2018]

Nariswari , Rinda dan Iriawan, Nur (2012). Analisis Pengaruh Kualitas Layanan,
Kepuasan Pelanggan, dan Kepercayaan terhadap Loyalitas Pelanggan
Flexi Mobile Broadband di  Wilayah Surabaya dengan Pendekatan SEM
Bayesian. Jurusan  Statistika, Fakultas Matematika dan Illmu
Pengetahuan Alam, Institut Teknologi Sepuluh Nopember (ITS).

Oktaviani, N. (2015). Analisis Tingkat Kepuasan Pelanggan Terhadap Layanan

Internet Telkomsel simpati loop (studi kasus telkomsel kota
Palembang). Presented at the Seminar Nasional Inovasi dan Tren PPM
BSI

Pertiwi , Resty Wahyu, dan Widiyanto, Ibnu (2016). Minat Churn Pelanggan Indosat
Di Indonesia, Jurusan Manajemen Fakultas Ekonomika dan Bisnis
Universitas Diponegoro, Semarang.

Pratama, Rheza Nada (2013). Pengaruh Kualitas Pelayanan, Kepuasan, dan
Kepercayaan terhadap Loyalitas Pelanggan Indosat Di Surabaya. Sekolah
Tinggi llmu Ekonomi Perbanas Surabaya.

Quach, Thu Nguyen, Thaichon, Paramaporn dan Jebarajakirthy, Charles (2016).
Internet service providers' service quality and its effect on customer loyalty

79


http://www.itu.int/en/ITU-%09D/Statistics/Documents/statistics/2016/Mobile_cellular_2000-%092015.xls
http://www.itu.int/en/ITU-%09D/Statistics/Documents/statistics/2016/Mobile_cellular_2000-%092015.xls
http://www.itu.int/en/ITU-%09D/Statistics/Documents/statistics/2016/Mobile_cellular_2000-%092015.xls
http://www.ccsenet.org/ijms
https://www.researchgate.net/publication/
http://marketeers.com/lima-%09elemen-%09service-quality/

of different usage patterns, Journal of Retailing and Consumer Services
29(2016) 104-113, Retrieved from Elsivier.

Rachmawati , Ai Rika (2017). Pengguna 4G LTE Telkomsel Jabar Capai Dua Juta
Pelanggan.  [online] http://
www.pikiranrakyat.com/ekonomi/2017/03/05/pengguna-4qg-Ite-
telkomsel-jabar-capai-dua-juta-pelanggan-395119, [11 November 2017].

Richard, Gerson. (2002), Mengukur Kepuasan Pelanggan, Jakarta: PPM

Sarjono, Harjadi (2015). Structural Equation Modelling, Sebuah Pengantar
Aplikasi untuk Penelitian Bisnis, Jakarta: Salemba Empat.

Schoolar, Daryl (2015). Quality Mobile Broadband Network : A quality network is
amustin attracting and keeping subscribers, [online],
WWW.0VUM.com

Suradi, NR.M & Yee, A.S.(2008). The Impact Of Network Performance and
Perceived Value on HSDPA Broadband Customer Satisfaction And
Loyalty, Proceedings of the 13th WSEAS International Conference on
APPLIED MATHEMATICS (MATH'08)

Tenenhaus, M., Amato, S., and Esposito Vinzi, V. (2004). A Global Goodness-of-
Fit Index for PLS Structural Equation Modeling, Proceedings of the XLII
SIS Scientific Meeting. Padova: CLEUP, 739-742.

Tjiptono, Fandy (2005), Pemasaran Jasa (1% ed), Jakarta:Banyumedia

Wijanto, Setyo Hari, Structural Equation Modeling dengan LISREL 8.8., Jakarta :
Graha llmu

Zavareh , Farnaz Beheshti, E-Service Quality Dimensions and Their Effects on E-
Customer Satisfaction in Internet Banking Services, Procedia - Social and
Behavioral Sciences 40 ( 2012 ) 441 — 445, retrieved from Elsivier

Zehir, Cemal, E-Service Quality and E-Recovery Service Quality: Effects
on Value Perceptions and Loyalty Intentions, Procedia - Social and
Behavioral Sciences 229 (2016 ) 427 — 443, retrieved from Elsivier

Gomez, Mar, How do offline and online environments matter in
the relational marketing approach?, Economic Research, ISSN: 1331-
677X (Print) 1848-9664 (Online) Journal homepage:
http://www.tandfonline.com/loi/rero20

80



81



