BIBLIOGRAPHY

Ali, F., et al. Make it Delightful: Customers' Experience, Satisfaction and Loyalty
in Malaysian Theme Parks. Journal of Destination Marketing & Management
(2016), http://dx.doi.org/10.1016/j.jdmm.2016.05.003i

Bhalekar, Pratima; Sonali Ingle; Ketaki Pathak. 2014. The Study of E-Commerce.
Asian Journal of Computer Science And Information Technology. 4(3): 25-27

Brooks, lan. 2006. 5 Steps to Creating a Great Customer Experience.

i2nbrool useful-ideas/articles_whi 5. if

Buttle, Francis. 2007. Customer Relationship Managemen. Malang: Bayumedia
Publishing.

Dan, Cudjoe. 2014. Electronic Commerce: State of the Art. American Journal of
Intelligent Systems.4(4): 135-141

Dewi, T.U. & Priyambodo, N.A.N (2018). Pengaruh Customer Experience Terhadap
Customer Satisfaction Dan Customer Loyalty Institut Francais Indonesia Di
Surabaya. (Vol.1, No.2) Jurnal Teknologi dan Terapan Bisnis (JTTB).

Dewi, I.T & Irwansyah, H. (2016). Pengaruh Pengalaman Pelanggan (Customer
Experience) Terhadap Kepuasan Pelanggan Pada Rumah Makan Kuliner Jawa
Rantauprapat. (Vol.3 No.1, 1 Januari 2016) Jurnal Eco Bisma.

E. Turban, David K, J. Lee, T. Liang, D. Turban. (2012). Electonic Commerce 7t
Edition United State: Pearson

Franco, Dr.C. Eugine; Bulomine Regi. S. 2016. Advantages And Challenges of E-
Commerce Customers And Businesses: In Indian Perspective. International
Journal Of Research-Granthaalayah. 4(3): 7-13

Garg, Ruchi.,, Rahman, Zillur.,, Qureshi, M.N., 2014, Measuring  Customer
experience in banks: scale development and validation, Journal of Modelling in
Management, Vol. 9 Iss 1 pp. 87 — 117

Gandrasula, A.F (2018). Pengaruh Customer Experience Terhadap Customer
Satisfaction Dan Repurchase Intention Produk Online Studi Pada
Mahasiswa Fakultas Ekonomi dan Bisnis Universitas Hasanuddin

Kotler, Philip; Gary Armstrong. 2012. Principles of Marketing. New Jersey:
Prentice Hall

117


http://dx.doi.org/10.1016/j.jdmm.2016.05.003i
http://www.ianbrooks.com/useful-ideas/articles_whitepapers/5-steps.pdf

Kotler, Philip; Kevin Lane Keller. 2012. Marketing Management 14th Edition. New
Jersey: Prentice Hall

Kotler, Philip dan Keller, Kevin Lane. 2013. “Marketing Management”
(14w Edition). England: Pearson Education

L. Ren et al. Exploring customer experience with budget hotels: Dimensionality and
satisfaction. International Journal of Hospitality Management 52 (2016) 13-23

Laudon, Kenneth C., dan Jane P. Laudon, (2012). Management System: Managing
the Digital Firm Twelfth Edition. New Jersey: Prentice Hall

Lemke, F., Clark, M., & Wilson, H. 2006. What Makes a Great Customer
Experience Cranfield Customer Management Forum.

Lukman, Enricko. (2014). 5 model bisnis e-commerce di Indonesia. [ online ].
https://id.techinasia.com/5-model-bisnis-ecommerce-di-indonesia [6 Oktober
2017].

Maryama, Siti. 2013. Penerapan E-Commerce Dalam Meningkatkan Daya Saing
Usaha. Jurnal Liquidity:2(1): 73-79

Mantala, R. & M. Riza, F. (2016). Pengaruh Customer Experience Terhadap
Customer Satisfaction Pada Pengguna Smartphone Android (Studi Pada
Mahasiswa Politeknik Negeri Banjarmasin). (Vol.4 No.2, Juni 2016) Jurnal
Wawasan Manajemen.

McColl-Kennedy, Janet R.; Anders Gustafsson; Elina Jaakkola; Phil Klaus; Zoe
Radnor; Helen Perks; Margareta Friman. 2015. Fresh Perspectives on Customer
Experience. Journal of Services Marketing. 29(6-7): 430-435

Minh, N.V., Huu, N. H., 2016. The Relationship between Service Quality, Customer
Satisfaction and Customer Loyalty: An Investigation in Viethamese Retail
Banking Sector. Journal of Competitiveness. 8(2): 103-116

Mulyono, S.H (2018). Pengaruh Customer Experience terhadap Customer
Satisfaction di Tokopedia.

Nanehkaran, Yaser A. 2013. An Introduction To Electronic Commerce. International
Journal of Scientific and Technology Research. 2(4): 190-193

Pramudita, Yoana dan Japarianto, Edwin. 2013. Analisis Pengaruh Customer
Experience dan Customer Value Terhadap Customer Satisfaction di De

Kasteel Resto Surabaya. Jurusan Manajemen Pemasaran. Universitas

118


https://id.techinasia.com/5-model-bisnis-ecommerce-di-indonesia

Kristen Petra, Surabaya. Jurnal Manajemen Pemasaran Petra Vol. 1,
No.1,(2013) 1-7. diakses tanggal 2 Oktober 2013.

Pranoto, R.G. & Dr. Hartono, S.,S.E, M.M (2015). Analisa Pengaruh Customer
Experience Terhadap Customer Satisfaction Pada Konsumen Di Rosetta’s
Café & Resto Surabaya. (Vol.3 No.1) Jurnal Manajemen Pemasaran Petra.

Putra, I. R (2019). Latest E-commerce Survey. https://www.merdeka.com/ [accessed
11 March 2019]

Ridwan, O. (2019). Frequency of Online Shopping. https://www.kompasiana.com/
[accessed 11 March 2019]

Rudy (2010). Analisis Pengaruh Customer Experience Terhadap Kepuasan
Konsumen Pada Bengkel Cahaya

Salim, K.F. , Catherine & Dra. Fransisca, A., M.M. (2015). Pengaruh Customer
Experience Dan Kepercayaan Terhadap Kepuasan Konsumen Di TX Travel
Klampis. (Vol.3 No.1) Jurnal Managemen Perhotelan, Universitas Kristen Perta.

Sandy, K.F (2019). Millennial ~ Generation of Online  Shopper.

https://ekbis.sindonews.com/ [accessed 11 March 2019]

Senjaya,Vivie., Semuel, Hatane., dan Dharmayanti, Diah., 2013, Pengaruh Customer
experience Quality Terhadap Customer satisfaction & Customer Loyalty di
Kafe Excelso

Shin, D.-H. Effect of the customer experience on satisfaction with smartphones:
Assessing smart satisfaction index with partial least squares.
Telecommunications Policy (2014),

Topbrand-award.com. (2020). Top Brand For Teen Index 2020. https://www.topband-
award.com/ [accessed 19 March 2019]

Tribunnews.com (2019). Average of Online Shopping.
https://wartakota.tribunnews.com/ [accessed 11 March 2019]

Tunjungan Plaza Surabaya: Perspektif b2c, Jurnal Manajemen Pemasaran Petra,
Voll, pp 1-15

Warta, M. (2019). The Market of Shopee. https://bisnis.tempo.co/ [accessed 11 March
2019]

119


https://www.merdeka.com/
https://www.kompasiana.com/
https://ekbis.sindonews.com/
http://dx.doi.org/10.1016/j.telpol.2014.10.001i
https://www.topband-award.com/
https://www.topband-award.com/
https://wartakota.tribunnews.com/
https://bisnis.tempo.co/

Woulandari, D.S.T (2016). Pengaruh Customer Experience Terhadap Kepuasan Dan
Loyalitas Pelanggan Pada Plasa Telkom.

Yixiu Yu, Xu Li, Tun-Min (Catherine) Jai, (2017) "The impact of green experience on
customer satisfaction: evidence from TripAdvisor", International Journal of
Contemporary Hospitality Management, Vol. 29 Issue: 5, pp.1340-1361,
https://doi.org/10.1108/IJCHM-07-2015-0371

Yoon, C. Antecedents of customer satisfaction with online banking in China: The
effects of experience. Computers in Human Behaviour 26 (2010) 1296-1304.

Zahra, G. K (2017). Pengaruh Customer Experience dan Customer Value
terhadap Customer Satisfaction Studi pada Café What’s Up di Depok 2017.

120



