Daftar Pustaka

Aaker, David A. (1997). Manajemen Ekuitas Merek: Memanfaatkan Nilai dari
Suatu Merek. Jakarta. Penerbit Mitra Utama.

Arslanagic-Kalajdzic, M., & Zabkar, V. (2015). The external effect of marketing
accountability in business relationships: Exploring the role of customer perceived
value. Industrial marketing management, 46, 83-97.

Azwar. (1987). Metodologi Penelitian, PT. Binarupa Aksara, Jakarta.

Baumgartner, Hans, and Christian Homburg. (1996). Applications of structural
equation modeling in marketing and consumer research: A review. International
journal of Research in Marketing 13.2: 139-161.

Bollen, Kenneth A. (2014). Structural equations with latent variables. Vol. 210.
John Wiley & Sons.

Byrne, B., (1998). Structural Equation Modeling with LISREL, PRELIS and
SIMPLIS: Basic Concepts, Applications, and Programming, Lawrence Erlbaum
Associates, Mahwah, NJ.

Chuah, S. H. W., Rauschnabel, P. A., Marimuthu, M., Thurasamy, R., and Nguyen,
B. (2017). Why do satisfied customers defect? A closer look at the simultaneous
effects of switching barriers and inducements on customer loyalty. Journal of
Service Theory and Practice, 27(3), 616-641.

Davcik, Nebojsa S. (2014). "The use and misuse of structural equation modeling in
management research”, Journal of Advances in Management Research, Vol. 11 Iss
1 pp. 47— 81.

Ferdinand, A. (2006). Metode Penelitian manajemen: Pedoman Penelitian untuk
Skripsi, Tesis dan Disertasi [lmu Manajemen. Semarang: Universitas Diponegoro.

Freling, Traci & Crosno, Jody & Henard, David. (2011). Brand personality appeal:
Conceptualization and empirical validation. Journal of the Academy of Marketing
Science. 39. 392-406. 10.1007/s11747-010-0208-3.

Frimpon, M. F., and Adaku, E. (2018). A comparison of high-speed internet service
in Ghana: an analytical hierarchy approach. Information Technology & People,

31(1), 181-198.

Geetha, M., and Abitha Kumari, J. (2012). Analysis of churn behavior of consumers
in Indian telecom sector. Journal of Indian Business Research, 4(1), 24-35.

134



Giovanis, A. N., Zondiros, D., and Tomaras, P. (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, 236-244.

Hair, J.F., Anderson, R.E., Tatham, R.L., and Black, W.C. (2014). Multivariate
Data Analysis, (7th ed.). Prentice Hall Publisher, Upper Saddle River, New Jersey.

Han, S. H., Lu, S. X., and Leung, S. C. (2012). Segmentation of telecom customers
based on customer value by decision tree model. Expert Systems with Applications,
39(4), 3964-3973.

Huang, B., Kechadi, M. T., and Buckley, B. (2012). Customer churn prediction in
telecommunications. Expert Systems with Applications, 39(1), 1414-1425.

Jung, J., & Lopez-Bazo, E. (2019). On the regional impact of broadband on
productivity: the case of Brazil. Telecommunications Policy, 101826.

Kartajaya, Hermawan, at. al. (2007). Memenangkan Persaingan Dengan Segitiga
Positioning, Diferensiasi Dan Brand, Bandung: Mizan Pustaka.

Keller, Kevin L. (2013). Strategic Brand Management; Building, Measuring, and
Managing Brand Equity. Fourth Edition Harlow, English: Pearson Education Inc.

Kim, M. J., Kim, J., and Park, S. Y. (2017). Understanding IPTV churning
behaviors: focus on users in South Korea. Asia Pacific Journal of Innovation and
Entrepreneurship, 11(2), 190-213.

Kotler, P. and Keller, K.L. (2012) Marketing Management. 14th Edition, Pearson
Education.

Lobo, B. J., Alam, M. R., & Whitacre, B. E. (2019). Broadband speed and
unemployment rates: Data and measurement issues. Telecommunications Policy,
101829.

Lovelock, C. H., & Wirtz, J. (2011). Services marketing: people, technology,
strategy. Pearson Prentice Hall.

Lupiyoadi dan Hamdani. (2006). Manajemen Pemasaran jasa Edisi kedua. Penerbit
Salemba Empat: Jakarta.

Pan, Y., Sheng, S., and Xie, F. T. (2016). Antecedents of customer loyalty: An

empirical synthesis and reexamination. Journal of Retailing and Consumer Services,
19(1), 150-158.

135



Postigo-Boix, M., and Melis-Moreno, J. L. (2018). A social model based on
customers’ profiles for analyzing the churning process in the mobile market of data
plans. Physica A: Statistical Mechanics and its Applications, 496, 571-592.

Quach, T. N., Jebarajakirthy, C., and Thaichon, P. (2016). The effects of service
quality on internet service provider customers’ behaviour: a mixed methods study.
Asia Pacific Journal of Marketing and Logistics, 28(3), 435-463.

Rufaidah, Popy. (2014). Manajemen Strategik. Edisi Revisi (Edisi Pertama Cetakan
Ketiga). Penerbit Humaniora. Bandung.

Silalahi, S., Rufaidah, P., Sule, E. T., Kaltum, U. (2019). The Influence of Digital
Customer Experience and Electronic Word of Mouth on Brand Image (Survey to
Digital Customer of Telecommunication Industry in Indonesia). International
Journal of Innovation, Creativity and Change, Volume 5, Issue 2, Special Edition.

Shafei, 1., and Tabaa, H. (2016). Factors affecting customer loyalty for mobile
telecommunication industry. EuroMed Journal of Business, 11(3), 347-361.

Sianipar, E., Sucherly., Kaltum, U., and Oesman, Y. M. (2018). Manajemen
kerelasian pelanggan, kompetensi unik, dan bauran pemasaran dalam menguatkan
nilai pelanggan dan implikasinya pada loyalitas pelanggan fixed broadband,
UNPAD Library, Fakultas Ekonomi dan Bisnis. Agustus.

Sudjana. (2005). Metode Statistika Edisi ke-6. Bandung : Tarsito.

Svendsen, G. B., and Prebensen, N. K. (2013). The effect of brand on churn in the
telecommunications sector. European Journal of Marketing, 47(8), 1177-1189.

Tam, J. L. (2012). Linking perceived service quality to relational outcomes in a
Chinese context. Journal of International Consumer Marketing, 24(1-2), 7-23.

Thaichon, P., and Jebarajakirthy, C. (2015). Evaluating specific service quality
aspects which impact on customers’ behavioural loyalty in high-tech internet
services. Asia Pacific Journal of Marketing and Logistics.

Thaichon, P., Lobo, A., and Mitsis. (2014a). A. Achieving customer loyalty through
service excellence in internet industry. International Journal of Quality and Service
Sciences, 6(4), 274-289.

Thaichon, P., Lobo, A., and Mitsis, A. (2014b). An empirical model of home
internet services quality in Thailand. Asia Pacific Journal of Marketing and

Logistics, 26(2), 190-210.

Wang, C. Y., & Wu, L. W. (2012). Customer loyalty and the role of relationship
length. Managing Service Quality: An International Journal, 22(1), 58-74.

136



Wijaya, B.S. (2013). Dimensions of Brand Image: A Conceptual Review from the
Perspective of Brand Communication. European Journal of Business and
Management, 5, 31, 55-65.

Zhang, N., Smura, T., Gronvall, B., and Himmainen, H. (2014). Scenario analysis
for commercial Internet content delivery. info, 16(3), 54-71.

137



