DAFTAR PUSTAKA

Abdennebi, H. B. (2023). M-banking adoption from the developing countries
perspective: A mediated model. Digital Business, 3, 100065.
https://doi.org/10.1016/j.digbus.2023.100065.

Aaker, D. A. (1991). Managing Brand Equity: Capitalizing on the Value of a Brand
Name. The Free Press.

Agyei, J., Sun, S., Abrokwah, E., Penney, E. K., & Ofori-Boafo, R. (2020).
Influence of Trust on Customer Engagement: Empirical Evidence From the
Insurance Industry in Ghana. SAGE Open.

Algesheimer, R., Dholakia, U. M., & Herrmann, A. (2020). The role of online
communities in brand community management: A study of CoRM
applications. Journal of Interactive Marketing, 50(2), 112-124.

Ali, H., Mohamed, J., & Rashid, A. (2020). CRM-based Digital Marketing in
Banking: The Case of Enhanced Customer Engagement. Journal of Banking
and Financial Services, 35(2), 150-165.

Ambassify. (n.d.). OCBC Bank social media marketing. Ambassify. Retrieved
January 21, 2025, dari https://www.ambassify.com/content/ocbc-bank-
social-media-marketing/?utm_source=chatgpt.com

Anderson, J., Liu, X., & Wei, L. (2021). Customer trust and Loyalty in mobile
banking: The moderating role of digital engagement. Journal of Financial
Services Marketing, 25(2), 78-90.

Aziz, A. A., & Salleh, N. (2022). Customer Loyalty in the Banking Industry through
CRM Strategies. Banking and Financial Research Quarterly, 12(1), 22-34.

Baldinger, A. L., Rubinson, J., & Rosen, R. J. (2020). Digital marketing and brand
Loyalty: The essential role of customer engagement. Journal of Brand
Strategy, 8(2), 175-191.

Ben Abdennebi, H. (2023). M-banking adoption from the developing countries
perspective: A mediated model. Digital  Business,  1000635.
https://doi.org/10.1016/j.digbus.2023.100065

Bhirowo, H., Indrawati, 1., Tambunan, H. B., Aditya, 1. A., Giri, R. R. W., Hakim,

123


https://www.ambassify.com/content/ocbc-bank-social-media-marketing/?utm_source=chatgpt.com
https://www.ambassify.com/content/ocbc-bank-social-media-marketing/?utm_source=chatgpt.com
https://doi.org/10.1016/j.digbus.2023.100065

Internal

F. M., & Pakutandang, F. N. (2025). Analyzing the adoption of hybrid
electric and hydrogen vehicles in Indonesia: A multi-criteria and total cost
of ownership approach. Cleaner Engineering and Technology, 24, 100893.
https://doi.org/10.1016/j.clet.2025.100893

Blau, P. M. (1964). Exchange and power in social life. Wiley.

Boulding, W., Staelin, E., Ehret, R., & Johnston, W. (2020). CRM in the Digital

Era: Customer Loyalty and Data Analytics. Routledge.

Buttle, F. (2019). Customer Relationship Management: Concepts and
Technologies. Taylor & Francis.

Chaffey, D., & Ellis-Chadwick, F. (2019). Digital Marketing. Pearson.

Chaffey, D., & Smith, P. R. (2022). Digital Marketing Excellence: Planning,
Optimizing, and Integrating Online Marketing (6th ed.). Routledge.

Chen, R., Zhou, L., & Li, Q. (2022). CRM and ROI: Digital Marketing
Optimization in Financial Services. International Journal of Financial
Research, 42(3), 320-338.

Chen, X., Lee, H., & Wang, Y. (2021). Digital transformation in banking and
customer relationship strategies. Journal of Financial Services Marketing,
27(3), 195-210.

Chen, Z., & Liu, J. (2021). Exploring customer trust and social exchange in digital
banking interactions. International Journal of Bank Marketing, 39(6), 789-
805.

Chen, Z., & Liu, J. (2023). The role of customer data in enhancing relationship
marketing in banking. International Journal of Bank Marketing, 41(3), 215-

229.
CNBC Indonesia. (2022, February 17). Berkat transformasi layanan, BNI raih SLE
Index terbaik 2022. CNBC Indonesia.

https://www.cnbcindonesia.com/market/20220217175150-17-
316272/berkat-transformasi-layanan-bni-raih-sle-index-terbaik-
2022?utm_source=chatgpt.com.

Choudhury, M. M., Paul, J., & Mukherjee, S. (2021). Examining the relationship

between digital engagement and brand Loyalty in financial services.

124


https://doi.org/10.1016/j.clet.2025.100893
https://www.cnbcindonesia.com/market/20220217175150-17-316272/berkat-transformasi-layanan-bni-raih-sle-index-terbaik-2022?utm_source=chatgpt.com
https://www.cnbcindonesia.com/market/20220217175150-17-316272/berkat-transformasi-layanan-bni-raih-sle-index-terbaik-2022?utm_source=chatgpt.com
https://www.cnbcindonesia.com/market/20220217175150-17-316272/berkat-transformasi-layanan-bni-raih-sle-index-terbaik-2022?utm_source=chatgpt.com

Journal of Financial Services Marketing, 26(3), 198-210.

Davis, F. D. (1989). Perceived Usefulness, Perceived Ease of Use, and User
Acceptance of Information Technology. MIS Quarterly, 13(3), 319-340.

Detikinet. (2021, March 3). Tren perbankan digital: Awas jebakan konsumerisme.
Detikinet. https://inet.detik.com/cyberlife/d-5696946/tren-perbankan-
digital-awas-jebakan-konsumerisme?utm_source=chatgpt.com.

Dwivedi, Y. K., Ismagilova, E., Hughes, D. L., Carlson, J., Filieri, R., Jacobson, J.,
& Wang, Y. (2021). Setting the future of digital and social media marketing
research: Perspectives and research propositions. International Journal of
Information Management, 59, 102168.

Erdem, T., Swait, J., & Louviere, J. (2006). The impact of brand credibility on
consumer Loyalty. Journal of Marketing, 70(4), 34-49.

Farris, P. W., Bendle, N. T., Pfeifer, P. E., & Reibstein, D. J. (2021). Marketing
Metrics: The Definitive Guide to Measuring Marketing Performance.
Pearson Education.

Fernandes, T., & Moreira, A. C. (2019). Consumer brand engagement, satisfaction
and brand Loyalty: a comparative study between functional and emotional
brand relationships. Journal of Brand Management.

Flavian, C., Guinaliu, M., & Lucia, B. (2021). Building Loyalty in online banking:
The role of digital relationship marketing. Journal of Financial Services
Marketing, 26(1), 15-27.

Grewal, D., Bolton, R. B., & Sharma, E. (2018). Digital Transformation in Service
Industries: CRM and Customer Experience. Journal of Service Research,
21(2), 162-1717.

Grewal, D., Levy, M., & Kumar, V. (2023). Marketing. McGraw-Hill Education.

Hassan, L. M., Shiu, E., & Shaw, D. (2021). Understanding and bridging the brand
trust gap in financial services through digital marketing. Journal of
Marketing Management, 37(1-2), 54-79.

Hawkins, D. 1., Mothersbaugh, D. L., & Kleiser, S. B. (2019). Consumer behavior:
building marketing strategy.

Hollebeek, L. D., Sprott, D. E., & Andreassen, T. W. (2021). Customer engagement

125


https://inet.detik.com/cyberlife/d-5696946/tren-perbankan-digital-awas-jebakan-konsumerisme?utm_source=chatgpt.com
https://inet.detik.com/cyberlife/d-5696946/tren-perbankan-digital-awas-jebakan-konsumerisme?utm_source=chatgpt.com

Internal

in evolving technological environments: Synopsis and guiding propositions.
European Journal of Marketing, 53(9), 2159-2183.

Huang, Y., Zhang, Q., & Wu, L. (2022). Digital marketing strategies and customer
Loyalty in banking. Journal of Financial Services Research, 59(1), 34-48.

Huang, Y., Zhang, Q., & Wu, L. (2022). Enhancing customer Loyalty through
virtual assistants in digital banking. Journal of Financial Services
Research, 59(1), 102-118.

Isac, M. J., Garcia, S. F. A., & da Silva, D. (2023). Analysis of the impact of Social
influence on the acceptance of mobile banking applications by consumers
in Brazil. Revista Brasileira de Marketing.

Indrawati, P. C. P., Yones, P. C. P., & Muthaiyah, S. (2023). eWOM via the TikTok
application and its influence on the purchase intention of Somethinc
products. Asia Pacific Management Review, 28(2), 174-184.
https://doi.org/10.1016/j.apmrv.2022.07.007

Indrawati, K. P., Letjani, K. P., Kurniawan, K., & Muthaiyah, S. (2024). Adoption

of ChatGPT in educational institutions in Botswana: A customer
perspective. Asia Pacific Management Review. Advance online

publication. https://doi.org/10.1016/j.apmrv.2024.100346

Jones, A., & Smith, R. (2020). The role of omnichannel strategy in enhancing
customer experience in digital banking. International Journal of Bank
Marketing, 38(4), 520-536.

Kapferer, J.-N. (2012). The New Strategic Brand Management: Advanced Insights
and Strategic Thinking. Kogan Page.

Keller, K. L. (2013). Strategic Brand Management: Building, Measuring, and
Managing Brand Equity. Pearson.

Khan, S., & Ahmed, M. (2021). Cost-efficiency in digital marketing for banks: A
case study approach. Journal of Banking & Finance, 45(2), 312-328.

Kim, J., & Park, M. (2022). The role of perceived value in customer Loyalty in
digital banking: A social exchange perspective. Journal of Banking and
Finance, 49(4), 321-335.

Kim, J., Lee, S., & Park, M. (2023). Data analytics in digital banking: Enhancing

126


https://doi.org/10.1016/j.apmrv.2022.07.007
https://doi.org/10.1016/j.apmrv.2024.100346

personalization and customer satisfaction. Journal of Banking and
Financial Technology, 35(1), 101-115.

Kim, M., & Kumar, V. (2020). Future of CRM in Banking: Digital and Personal
Approaches. Journal of Financial Services Marketing, 25(3), 212-229.

Kim, S., Park, J., & Kim, S. (2021). The impact of digital banking service quality
on brand Loyalty: A case of South Korean banks. Journal of Financial
Services Marketing, 26(4), 287-302.

Kompas.com. (2017, April 25). OCBC NISP hadirkan tabungan 12 mata uang.
Kompas.com.
https://money.kompas.com/read/2017/04/25/115512826/ocbc.nisp.hadirka
n.tabungan.12.mata.uang?utm_source=chatgpt.com

Kotler, P., & Keller, K. L. (2023). Marketing Management (16th ed.). Pearson.

Kumar, V., & Reinartz, W. (2018). Customer Relationship Management: Concept,
Strategy, and Tools. Springer.

Lariviere, B., Joosten, H., Malthouse, E. C., Birgelen, M. V., Aksoy, P., Kunz, W.,
& Huang, M. H. (2020). Customer engagement in B2B and B2C contexts:
Conceptual domain, fundamental propositions, and implications for
research. Journal of Service Research, 23(4), 431-448.

Laukkanen, T. (2016). Consumer adoption versus rejection decisions in seemingly
similar service innovations: The case of the Internet and mobile banking.
Journal of Business Research, 69(7), 2432-2439.

Lee, J., Park, K., & Wang, H. (2020). Personalization in digital banking and
customer Loyalty: A social exchange approach. Journal of Relationship
Marketing, 28(3), 115-130.

Lee, J., & Park, K. (2022). Digital marketing and customer satisfaction in the
banking industry. Journal of Relationship Marketing, 29(3), 150-165.

Lemon, K. N., & Verhoef, P. C. (2016). Understanding Customer Experience and
the CRM Evolution in the Digital Era. Journal of Marketing, 80(6), 69-96.

Li, Y., Kim, S., & Choi, J. (2021). Artificial intelligence in financial services:
Enhancing customer engagement through chatbots. Journal of Business

Research, 126, 400-410.

127


https://money.kompas.com/read/2017/04/25/115512826/ocbc.nisp.hadirkan.tabungan.12.mata.uang?utm_source=chatgpt.com
https://money.kompas.com/read/2017/04/25/115512826/ocbc.nisp.hadirkan.tabungan.12.mata.uang?utm_source=chatgpt.com

Internal

Li, H., Huang, Q., & Emrich, O. (2021). Personalized communication in digital
community relationship management for financial services. Journal of
Interactive Marketing, 57, 23-35.

Lim, W. M., Rasul, T., & Ong, C. L. (2021). The application of the SOR paradigm
in understanding consumer behavior in the digital age: A meta-analytic
review. Journal of  Business Research, 131, 183-196.

https://doi.org/10.1016/1.1busres.2021.03.033

Lopez, A., Zhao, S., & Yu, P. (2020). Real-time customer analytics for relationship
marketing in digital banking. Journal of Marketing Science, 38(4), 520-536.

Martinez, E., & del Bosque, 1. R. (2013). CSR and customer Loyalty: The roles of
trust, customer identification with the company and satisfaction.
International Journal of Hospitality Management.

Media Asuransi News. (2022, February 17). Laba bersih Bank OCBC tumbuh 20
persen. Media Asuransi News.
https://mediaasuransinews.co.id/perbankan/laba-bersih-bank-ocbc-
tumbuh-20-persen/?utm_source=chatgpt.com.

Mehrabian, A., & Russell, J. A. (1974). An approach to environmental psychology.
MIT Press.

Orehovacki, T., Blaskovi¢, L., & Kurevija, M. (2023). Evaluating the perceived
quality of mobile banking applications in Croatia: An empirical study.

Saprikis, V., Avlogiaris, G., & Katarachia, A. (2022). 4 comparative study of users
versus non-users’ behavioral intention towards M-banking apps’ adoption.
Information, 13(1), 30. https://doi.org/10.3390/info13010030

Shahid, S., & Islam, J. U. (2022). Convenience and mobile banking experience.
Journal of Retailing and Consumer Services, 65, 102870.

Shaikh, A. A., & Karjaluoto, H. (2016). Mobile banking services continuous usage—
Case study of Finland. International Journal of Bank Marketing, 34(7),
1042-1064.

Sharma, D., & Sharma, V. (2019). Investigating the role of satisfaction in mobile
banking adoption. Journal of Banking & Finance, 45.

Sumargo Denny. (n.d.). [Post on Instagram]. Instagram.

128


https://doi.org/10.1016/j.jbusres.2021.03.033
https://mediaasuransinews.co.id/perbankan/laba-bersih-bank-ocbc-tumbuh-20-persen/?utm_source=chatgpt.com
https://mediaasuransinews.co.id/perbankan/laba-bersih-bank-ocbc-tumbuh-20-persen/?utm_source=chatgpt.com
https://doi.org/10.3390/info13010030

https://www.instagram.com/sumargodenny/p/DBgex cyRY-
/7img_index=1.

Tomasi, M., & Ilankadhir, M. (2024). Mobile banking adoption: A closer look at
the role of online convenience dimensions. International Journal of
Business Science and Applied Management, 19, 47.

Venkatesh, V., & Davis, F. D. (2000). A Theoretical Extension of the Technology
Acceptance Model: Four Longitudinal Field Studies. Management Science,
46(2), 186-204.

Yu, J., Albashrawi, M., & Tarhini, A. (in press). The determinants of the Loyalty of
mobile banking: The integrated model of IS success model and UTAUT.
Pacific Asia Journal of the Association for Information Systems, XX(X),
XX-XX. https://doi.org/10.17705/1pais. XXX XX.

Saboti¢, Z., Vehapi, S., & Lekpek, A. (2023). Customers’ intention in terms of using
mobile banking services in Serbia. Contributions to Finance and

Accounting.

129


https://www.instagram.com/sumargodenny/p/DBqex_cyRY-/?img_index=1
https://www.instagram.com/sumargodenny/p/DBqex_cyRY-/?img_index=1
https://doi.org/10.17705/1pais.XXXXX

