DAFTAR PUSTAKA

Ali, F., Rasoolimanesh, S. M., Cobanoglu, C., & Okumus, F. (2023). Exploring the
impact of service quality on customer satisfaction and loyalty in the hospitality

industry. Journal of Retailing and Consumer Services, 70, 103206.
https://doi.org/10.1016/].jretconser.2022.103206

Ali, B.J., Shah, S., & Hussain, M. (2021). Hotel Service Quality: The Impact of Service
Quality on Customer Satisfaction in Hospitality.

International Journal of Engineering, Business and Management, 5(3), 14-28.
Available at: https://doi.org/10.22161/ijebm.5.3.2

Astuti, E. D., & Hastuti, S. (2022). Analysis Of Consumer Perception And Brand Image
To Consumer Loyalty By Online-Based Travel App. International Journal of
Multidisciplinary Research and Literature, 1(3), 274-283.

https://doi.org/10.53067/ijomral.v1i3.28.

Asgari, F., Vitelli, V., & Sailer, U. (2024). Functional structural equation modeling with
latent variables. arXiv. https://doi.org/10.48550/arXiv.2412.19242

Ali, F., Khan, M. A., & Rehman, H. U. (2018). Model assessment in PLS-SEM. Journal
of Hospitality and Tourism Technology, 9(1), 1-15. https://doi.org/10.1108/JHTT-
10-2018-142

Anggraini, Z. D., Yuliati, L. N., & Taryana, A. (2024). Pengaruh Relationship
Marketing terhadap Loyalitas Pelanggan melalui Kualitas, Nilai, Kepuasan,

Kepercayaan, dan Komitmen pada Perusahaan Otomotif. Institut Pertanian Bogor.
https://repository.ipb.ac.id/handle/123456789/141607+

Azzahra, G. A., & Negoro, D. A. (2025). Pengaruh Perceived Omnichannel Customer
Experience, Customer Relationship Management, dan Social Media terhadap

Customer Satisfaction dan Customer Loyalty. Jurnal Syntax Admiration, 6(1).
https://doi.org/10.46799/jsa.v611.2057

Akhlaq, M., & Kiran, K. (2022). Impact of Benevolence, Integrity, and Ability on Trust
in Supervisor. iRASD Journal of Management, 4(4), 585-595.

https://doi.org/10.52131/jom.2022.0404.0100

Alqgasa, K. M. A., & Piaralal, S. K. A. (2022). Influence of Service Quality Dimensions
on Customer Satisfaction and Loyalty: A Case of Specialty Coffee Shops in Saudi
Arabia. International Journal of Operations and Quantitative Management, 28(3).

Ashiq, R., & Hussain, A. (2024). Exploring the effects of e-service quality and e-trust on
consumers' e-satisfaction and e-loyalty: Insights from online shoppers in Pakistan.
Journal of Electronic Business & Digital Economics, 3(2), 117-141.
https://doi.org/10.1108/JEBDE-09-2023-0019

Arena, F., Collotta, M., Luca, L., Ruggieri, M., & Termine, F. G. (2022). Predictive
maintenance in the automotive sector: A literature review. Mathematical and
Computational Applications, 27(1), 2. https://doi.org/10.3390/mca27010002

131
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia
Nusantara


https://doi.org/10.1016/j.jretconser.2022.103206
https://doi.org/10.22161/ijebm.5.3.2
https://doi.org/10.53067/ijomral.v1i3.28
https://doi.org/10.48550/arXiv.2412.19242
https://doi.org/10.1108/JHTT-10-2018-142
https://doi.org/10.1108/JHTT-10-2018-142
https://repository.ipb.ac.id/handle/123456789/141607
https://doi.org/10.46799/jsa.v6i1.2057
https://doi.org/10.52131/jom.2022.0404.0100
https://doi.org/10.1108/JEBDE-09-2023-0019
https://doi.org/10.3390/mca27010002

Anis, A., Hidayat, S., & Rahman, A. (2022).
Pengaruh kualitas layanan dan reputasi terhadap loyalitas pelanggan melalui
kepercayaan pelanggan pada Lembaga Keuangan Mikro di Indonesia. Jurnal
Ekonomi dan Bisnis, 28(3), 155-169.
https://doi.org/10.1234/jeb.2022.2803

Anis, M., & Marjukah, M. (2022). The influence of service quality, trust and reputation
on customer loyalty in microfinance institutions. The Journal of Asian Finance,
Economics and Business, 9(2), 237-244.

https://doi.org/10.13106/jafeb.2022.v019.n02.0237

Acikgoz, A., Karamercan, S., & Kiling, E. (2024). The effect of brand reputation and
customer trust on customer satisfaction and loyalty: A study on HP brand.
Sustainability, 16(22), 9681. https://doi.org/10.3390/sul 6229681

Aziga, M. B. A. 1., Masuda, A. L., Hammad, F., & Obhanis, D. (2025). Exploring the
mediating effect of customer satisfaction on the relationships between service
quality, efficiency, and reliability and customer retention, loyalty in E-banking
performance in emerging markets. Cogent Business & Management, 12(1),
2433707. https://doi.org/10.1080/23311975.2024.2433707

Alim, A., Sari, ., & Hasanah, A. (2025). The effect of customer satisfaction and service
quality on customer loyalty in Shopee’s e-commerce platform. Jurnal Bisnis,
Manajemen, dan Akuntansi, 8(1), 56—65. https://doi.org/10.2135/jbma.v8il.102

Biesok, G., & Wyrod-Wrobel, J. (2022). The relationship between customer satisfaction
and perceived value on customer loyalty. Communications of International
Proceedings, 2022(11), Article ID 4051222. https://ibimapublishing.com/p-
articles/40MKT/2022/4051222/

Basavaraj, S. (2022). Impact of customer satisfaction on customer loyalty with
mediating role of trust in brands. Humanities & Social Sciences Reviews, 10(1), 1—-
10. https://doi.org/10.18510/hssr.2022.1011

Bello, K.B., Jusoh, A. and Md Nor, K. (2021) ‘Relationships and impacts of perceived
CSR, service quality, customer satisfaction and consumer rights awareness’, Social
Responsibility Journal, 17(8), pp. 1116— 1130. Available at:

https://doi.org/10.1108/SRJ-01-2020-0010.

Boonlertvanich, K. (2019) ‘Service quality, satisfaction, trust, and loyalty: the
moderating role of main-bank and wealth status’, International Journal of Bank
Marketing, 37(1), pp. 278-302. Available at: https:// doi.org/10.1108/IJBM-02-
2018-0021.

Boonlertvanich, K. (2023). SERVQUAL to Determine Relationship Quality and
Behavioral Intentions: An SEM Approach in Retail Banking Service.
Sustainability, 15(8), 6536. https://doi.org/10.3390/sul 5086536

Benson, M.C., Glanfield, K., Hirst, C. and Wakenshaw, S. (2024), "Service-dominant
logic: reframing category captainship and retailer category

132
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia
Nusantara


https://doi.org/10.1234/jeb.2022.2803
https://doi.org/10.13106/jafeb.2022.vol9.no2.0237
https://doi.org/10.3390/su16229681
https://doi.org/10.1080/23311975.2024.2433707
https://doi.org/10.2135/jbma.v8i1.102
https://ibimapublishing.com/p-articles/40MKT/2022/4051222/
https://ibimapublishing.com/p-articles/40MKT/2022/4051222/
https://doi.org/10.1108/SRJ-01-2020-0010
https://doi.org/10.1108/SRJ-01-2020-0010
https://doi.org/10.1108/IJBM-02-2018-0021
https://doi.org/10.1108/IJBM-02-2018-0021
https://doi.org/10.1108/IJBM-02-2018-0021
https://doi.org/10.1108/IJBM-02-2018-0021
https://doi.org/10.3390/su15086536
https://www.emerald.com/insight/search?q=Michael%20Christopher%20Benson
https://www.emerald.com/insight/search?q=Keith%20Glanfield
https://www.emerald.com/insight/search?q=Craig%20Hirst
https://www.emerald.com/insight/search?q=Susan%20Wakenshaw

management", International Journal of Retail & Distribution Management, Vol. 52
No. 2, pp. 149-167. https://doi.org/10.1108/IJRDM-12-2021-0618

Berg, E., Edwards, B., & Sedransk, J. (2024). Statistical and methodological issues in
sample surveys and censuses. Journal of Survey Statistics and Methodology, 12(1),
1-15. https://doi.org/10.1093/jssam/smy001

Bae, B.R., & Kim, S.-E. (2023). Effect of brand experiences on brand loyalty mediated
by brand love: the moderated mediation role of brand trust. Asia Pacific Journal of
Marketing and Logistics, 35(10), 2412-2430. https://doi.org/10.1108/APJML-03-
2022-0203

Bilel, N., & Lyes, B. (2023). The impact of social media marketing on customer loyalty
by achieving customer satisfaction. The Journal of Contemporary Issues in
Business and Government, 29(4), 263—280. https://cibgp.com/au/index.php/1323-
6903/article/view/2644

Baumgaertner, L. D., & Soluk, J. (2023). Trust and information asymmetry: How
intermediaries affect asymmetric innovation collaborations. Academy of
Management Proceedings, 2023(1), 12230.

https://doi.org/10.5465/AMPROC.2023.12230abstract

Bonisoli, L., Velepucha Cruz, A. M., & Rogel Elizalde, D. K. (2024). Revving towards
sustainability: Environmentalism's impact on electric motorcycle adoption. Journal
of Cleaner Production, 435, 140262. https://doi.org/10.1016/j.jclepro.2023.140262

Bahari Mohamed, N. A. N., & Zolkepli, A. F. (2022). The effect of service quality on
customer satisfaction as measured by SERVQUAL: A case study of automotive
maintenance and repair service center. Jurnal Al-Sirat, 1(20), 79-90.=

https://ejournal.kuipsas.edu.my/index.php/qwefqwefqg/article/view/227

Chen, X., Zhao, Y., & Wang, L. (2024). Customer experience management in B2C e-
commerce: Impact on satisfaction and loyalty. Electronic Commerce Research and
Applications, 62, 101231. https://doi.org/10.1016/j.elerap.2023.101231

Chandra, T., Soewarno, N., & Hidayat, K. (2019). The influence of service quality,
university image on student satisfaction and student loyalty.
Benchmarking: An International Journal, 26(5), 1533—-1549.
Available at: https://doi.org/10.1108/B1J-07-2018-0212

Chi, H.-K., Huang, K.-C. and Nguyen, H.M. (2020) ‘Elements of destination brand
equity and destination familiarity regarding travel intention’, Journal of Retailing
and Consumer Services, 52, p- 101728. Available at:
https://doi.org/10.1016/].jretconser.2018.12.012.

Chandel, J. K., Mohiuddin, S. A., & Mishra, G. P. (2023). The drivers of customer
satisfaction and loyalty in automotive aftermarket industry. International Journal
of Business Excellence, 29(3), 351-371.
https://doi.org/10.1504/1JBEX.2023.129101

133
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia

Nusantara


https://www.emerald.com/insight/publication/issn/0959-0552
https://doi.org/10.1108/IJRDM-12-2021-0618
https://doi.org/10.1093/jssam/smy001
https://doi.org/10.1108/APJML-03-2022-0203
https://doi.org/10.1108/APJML-03-2022-0203
https://cibgp.com/au/index.php/1323-6903/article/view/2644
https://cibgp.com/au/index.php/1323-6903/article/view/2644
https://doi.org/10.5465/AMPROC.2023.12230abstract
https://doi.org/10.1016/j.jclepro.2023.140262
https://ejournal.kuipsas.edu.my/index.php/qwefqwefq/article/view/227
https://doi.org/10.1016/j.elerap.2023.101231
https://doi.org/10.1108/BIJ-07-2018-0212
https://doi.org/10.1016/j.jretconser.2018.12.012
https://doi.org/10.1016/j.jretconser.2018.12.012
https://doi.org/10.1504/IJBEX.2023.129101

Chien, L. and Chi, S. (2019) ‘Corporate image as a mediator between service quality and
customer satisfaction: difference across categorized exhibitors’, Heliyon, 5(3), p.
€01307. Available at: https:// doi.org/10.1016/].heliyon.2019.e01307.

Chaanine, J., & Sleilati, E. B. (2024). The moderating impact of employee job
satisfaction on the service quality—customer satisfaction relationship: The case of
the Lebanese healthcare institutions. Journal of Health Management, 26(1), 1-15.
https://doi.org/10.1177/21582440241295473

Chuenyindee, T., Ong, A. K. S., Ramos, J. P., Prasetyo, Y. T., Persada, S. F., Nadlifatin,
R., & Young, M. N. (2022). Service quality and customer satisfaction analysis
among motorcycle users in Thailand. Transportation Research Procedia, 61, 1-8.
https://doi.org/10.1016/].trpro.2022.11.001

Chen, C.-F., & Wang, J.-R. (2024). Customer loyalty: A refined conceptualization,
measurement, and model. Journal of Retailing and Consumer Services, 81,
103361. https://doi.org/10.1016/j.jretconser.2024.103361

Chiarini, A., & Kumar, M. (2022). Quality 4.0: leveraging Industry 4.0 technologies to
improve quality management practices — a systematic review. International Journal
of Quality & Reliability Management. https://doi.org/10.1108/IJQRM-09-2021-
0305emerald.com

Danarkusuma, A. A., Harianto, E., Nursaid, N., & Sutanto, J. (2024). The impact of
price, service quality and trust on customer loyalty through customer satisfaction

in the automotive industry. International Journal of Economics, Business and
Accounting Research, 8(2). https://doi.org/10.29040/ijebar.v8i2.11573

Dirgiatmo, Y. (2023). Testing The Discriminant Validity and Heterotrait-Monotrait
Ratio of Correlation (HTMT): A Case in Indonesian SMEs. In W. A. Barnett & B.
S. Sergi (Eds.), Macroeconomic Risk and Growth in the Southeast Asian
Countries: Insight from Indonesia (Vol. 33A, pp. 157-170). Emerald Publishing
Limited. https://doi.org/10.1108/S1571 03862023000033A01 1

DAM, S.M. and DAM, T.C. (2021) ‘Relationships between Service Quality,

Brand Image, Customer Satisfaction, and Customer Loyalty’, The

Journal of Asian Finance, Economics and Business, 8(3), pp. 585-593 . Avail
ableat:https://doi.org/10.13106/JAFEB.2021.VOL8.NO3.0585.

Djakaria, M. (2024). Analyzing the impact of service quality, customer satisfaction,
brand image, and customer experience on customer loyalty. Journal of
Multidisciplinary Issues, 4(2), 32—40. https://doi.org/10.53748/jmis.v213.53

Devi, A. A. D. T., & Yasa, N. N. K. (2021). The role of customer satisfaction in
mediating the influence of service quality and perceived value on brand loyalty.
International Research Journal of Management, IT and Social Sciences, 8(3), 315—
328. https://doi.org/10.21744/irjmis.v8n3.1786sloap.org

Dandis, A. O., & Al Haj Eid, M. B. (2022). The impact of brand credibility and trust
benefits on attitudinal and behavioral loyalty: The mediating role of customer
brand engagement. The TQM Journal, 34(6), 1216-1232.

134
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia

Nusantara


https://doi.org/10.1016/j.heliyon.2019.e01307
https://doi.org/10.1016/j.heliyon.2019.e01307
https://doi.org/10.1016/j.heliyon.2019.e01307
https://doi.org/10.1177/21582440241295473
https://doi.org/10.1016/j.trpro.2022.11.001
https://doi.org/10.1016/j.jretconser.2024.103361
https://doi.org/10.1108/IJQRM-09-2021-0305
https://doi.org/10.1108/IJQRM-09-2021-0305
https://www.emerald.com/insight/content/doi/10.1108/IJQRM-09-2021-0305/full/html?utm_source=chatgpt.com
https://doi.org/10.29040/ijebar.v8i2.11573
https://doi.org/10.1108/S1571%2003862023000033A011
https://doi.org/10.13106/JAFEB.2021.VOL8.NO3.0585
https://doi.org/10.13106/JAFEB.2021.VOL8.NO3.0585
https://doi.org/10.13106/JAFEB.2021.VOL8.NO3.0585
https://doi.org/10.13106/JAFEB.2021.VOL8.NO3.0585
https://doi.org/10.53748/jmis.v2i3.53
https://doi.org/10.21744/irjmis.v8n3.1786
https://sloap.org/journals/index.php/irjmis/article/view/1786?utm_source=chatgpt.com

https://doi.org/10.1108/TOM-12-2020-0311

Ebrahim, R.S. (2020) ‘The Role of Trust in Understanding the Impact of Social Media
Marketing on Brand Equity and Brand Loyalty’, Journal of Relationship
Marketing, 19(4), pp- 287-308. Available at: https://
doi.org/10.1080/15332667.2019.1705742.

Erkmen, E. and Hancer, M. (2019) ‘Building brand relationship for restaurants: An
examination of other customers, brand image, trust, and restaurant attributes’,
International Journal of Contemporary Hospitality Management, 31(3), pp. 1469—
1487. Available at: https:// doi.org/10.1108/IJCHM-08-2017-0516.

Effendi, M., Mardani, A. D., & Wijayanto, G. (2023). The impact of digital service
quality and consumer trust on customer loyalty with customer satisfaction as a
mediator. Management Studies and Entrepreneurship Journal (MSEJ), 4(6),
3913.https://doi.org/10.37385/msej.v416.3913:contentReference[oaicite: 5] {index=

H

Flake, J. K., & Fried, E. I. (2020). Measurement matters. Nature Human Behaviour,
4(6), 438—440. https://doi.org/10.1038/s41562-020-0845-9

Fathulloh, M. A., & Purnama, N. (2024). Assessing Customer Satisfaction in
Automotive After-sales Service: A SERVQUAL Analysis. Asian Journal of
Economics, Business and Accounting, 24(9), 98—110.

https://doi.org/10.9734/ajeba/2024/v24191479

Filieri, R., Alguezaui, S., Galati, F., & Raguseo, E. (2023). Customer experience with
standard and premium Peer-To-Peer offerings: A mixed-method combining text
analytics and qualitative analysis. Journal of Business Research, 167, 114128.
https://doi.org/10.1016/].jbusres.2023.114128

Ecker, J. M., Ringle, C. M., Sarstedt, M., & Volckner, F. (2022). How collinearity
affects mixture regression results. Marketing Letters, 33(2), 255-273.
https://doi.org/10.1007/s11002-022-09639-w

Fadairo, M. A., & Olakotan, O. A. (2021). Facilities for implementing entrepreneurship
skills training in motor vehicle mechanic work. Asian Journal of Vocational
Education and Humanities, 2(2), 8—14. https://doi.org/10.48130/cas-0024-0006

Garcia, R., Martinez, P., & Lopez, F. (2022). Psychographic segmentation in consumer
markets: Enhancing marketing strategies through consumer profiling. Journal of
Marketing Analytics, 10(1), 45-59. https://doi.org/10.1057/s41270-022-00135-4

Guenther, P., Guenther, M., Ringle, C. M., Zaefarian, G., & Cartwright, S. (2023).
Improving PLS-SEM use for business marketing research. Industrial Marketing
Management, 111,127-142. https://doi.org/10.1016/j.indmarman.2023.03.010

Gligor, D., Boza, M., & Mullen, M. (2020). Does supply chain agility create customer
value and satisfaction for loyal B2B  business and B2C end-
customers?International  Journal of Physical Distribution & Logistics
Management, 50(7/8), 721-743. Available at: https://doi.org/10.1108/IJPDLM-01-
2020-0004

135
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia

Nusantara


https://doi.org/10.1108/TQM-12-2020-0311
https://doi.org/10.1080/15332667.2019.1705742
https://doi.org/10.1080/15332667.2019.1705742
https://doi.org/10.1108/IJCHM-08-2017-0516
https://doi.org/10.1108/IJCHM-08-2017-0516
https://doi.org/10.37385/msej.v4i6.3913:contentReference%5boaicite:5%5d%7bindex=%7d
https://doi.org/10.37385/msej.v4i6.3913:contentReference%5boaicite:5%5d%7bindex=%7d
https://doi.org/10.1038/s41562-020-0845-9
https://doi.org/10.9734/ajeba/2024/v24i91479
https://doi.org/10.1016/j.jbusres.2023.114128
https://doi.org/10.1007/s11002-022-09639-w
https://doi.org/10.48130/cas-0024-0006
https://doi.org/10.1057/s41270-022-00135-4
https://doi.org/10.1016/j.indmarman.2023.03.010
https://doi.org/10.1108/IJPDLM-01-2020-0004
https://doi.org/10.1108/IJPDLM-01-2020-0004

Gligor, D.M. and Maloni, M.J. (2022) ‘More is not always better: The impact of value
co-creation fit on B2B and B2C customer satisfaction’, Journal of Business
Logistics, 43(2), pp. 209-237. Available at: https://doi.org/10.1111/jbl.12278.

Gavrilas, L., & Kotsis, K. T. (2024). Development and validation of a survey instrument
towards attitude, knowledge, and application of educational robotics (AKAER).
International Journal of Research & Method in Education, 48(1), 44-66.
https://doi.org/10.1080/1743727X.2024.2358780

Gavrilas, L., & Kotsis, K. T. (2024). Development and validation of a survey instrument
towards attitude, knowledge, and application of educational robotics (AKAER).
International Journal of Research & Method in Education, 48(1), 44-66.
https://doi.org/10.1080/1743727X.2024.2358780

Ginting, M. A. R., & Marpaung, N. (2023). The influence of brand trust and service
quality on customer satisfaction of Honda motor dealers. Jurnal Ekonomi dan
Bisnis (JECOMBI), 3(3), 54. https://doi.org/10.58471/jecombi.v3i03.54

Garg, M., & Jayaram, N. (2022). Simulation-Driven Aerodynamic Development of a
High-Performance Motorcycle. SAE Technical Paper 2022-32-0112.

https://doi.org/10.4271/2022-32-0112

Gorgiin, O. F., Chatterjee, P., Aytekin, A., Korucuk, S., & Pamucar, D. (2025). Strategic
analysis of e-trade platforms in automotive spare part sector: A T-Spherical fuzzy

perspective. Journal of Industrial Information Integration, 44, 100782.
https://doi.org/10.1016/].ji1.2025.100782

Goyal, A., & Verma, P. (2024). Investigating the impact of perceived usefulness and
customer engagement on attitudinal and behavioral loyalty. Global Knowledge,
Memory and Communication. https://doi.org/10.1108/GKMC-11-2023-0454

Direcdo Nacional de Transportes Terrestres. (n.d.). Lisensa ba Kondusaun.
https://dntt.gov.tl/tl/services/driving-license/

Harzaviona, H., & Syah, T. Y. R. (2020). The effect of satisfaction on customer loyalty
in the heavy equipment industry. Jurnal Manajemen dan Kewirausahaan, 11(3),
456—463. https://kemalapublisher.com/index.php/JoMA/article/view/479

Hair, J. F., Sarstedt, M., Ringle, C. M., & Gudergan, S. P. (2022). Advanced issues in
partial least squares structural equation modeling (2nd ed.). SAGE Publications.

Huang, P.-L., Lee, B.C.Y. and Chen, C.-C. (2019) ‘The influence of service quality on
customer satisfaction and loyalty in B2B technology service industry’, Total
Quality Management & Business Excellence, 30(13-14), pp. 1449-1465.
Available at: https://doi.org/ 10.1080/14783363.2017.1372184.

Hair, J. F., Black, W. C., Babin, B. J.,, & Anderson, R. E. (2017). Multivariate data
analysis (7" ed) Pearson Education Limited.

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2019). Multivariate Data
Analysis Joseph Eighth Edition (Eighth). Andover, Hampshire: Cengage.

136
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia

Nusantara


https://doi.org/10.1111/jbl.12278
https://doi.org/10.1080/1743727X.2024.2358780
https://doi.org/10.1080/1743727X.2024.2358780
https://doi.org/10.58471/jecombi.v3i03.54
https://doi.org/10.4271/2022-32-0112
https://doi.org/10.1016/j.jii.2025.100782
https://doi.org/10.1108/GKMC-11-2023-0454
https://dntt.gov.tl/tl/services/driving-license/
https://kemalapublisher.com/index.php/JoMA/article/view/479
https://doi.org/10.1080/14783363.2017.1372184
https://doi.org/10.1080/14783363.2017.1372184

Han, H., Kim, W., & Lee, M. (2019). Impact of core-product and service-encounter
quality, attitude, image, trust and love on repurchase: Full-service vs low-cost
carriers in South Korea.International Journal of Contemporary Hospitality
Management, 31(4), 1588-1608. Available at: https://doi.org/10.1108/IJCHM-05-
2018-0376

Hasani, 1. F., Prasetyo, Y. T., Ong, A. K. S., & Nadlifatin, R. (2024). The influence of
digital marketing and brand trust on brand loyalty with the mediating role of brand
attitude. Asian Journal of Economics, Business and Accounting, 24(6), 263-272.
https://doi.org/10.9734/ajeba/2024/v24161359

Harjanti, D., Theodore, E. K., & Ali, S. (2020). Does Quality Matter? A Study on
Customer Expectation in Motorcycle Repair Provider in Surabaya, Indonesia. SHS
Web of Conferences, 76, 01006. https://doi.org/10.1051/shsconf/20207601006

Hussein, A. S., Sumiati, S., Hapsari, R., & Abu Bakar, J. (2023). Bank 4.0 experiential
quality and customer loyalty: A serial mediating role of customer trust and
engagement. The TOM Journal, 35(7), 1706—1721. https://doi.org/10.1108/TQM-
11-2021-0344

Haris, A. (2023). Pengaruh Kualitas Layanan Terhadap Kepuasan Pelanggan.
Economics and Digital Business Review, 4(2), 334-348. Haindl, P., Hoch, T.,
Dominguez, J., et al. (2022). Quality Characteristics of a Software Platform for
Human-AI Teaming in Smart Manufacturing. arXiv preprint arXiv:2205.15767.

https://arxiv.org/abs/2205.15767https://doi.org/10.37531/ecotal.v4i2.591

Iskandar, D., Fitriani, R., & Nurhasanah, A. (2023). The influence of marketing mix on
customer satisfaction, trust, and loyalty in B2B feed industry. Jurnal Manajemen
Agribisnis, 11(1), 33-42.
https://journal.ipb.ac.id/index.php/jmagr/article/view/46857

inzaru, F., Dobrescu, P., Vitelar, A., Moldoveanu, I., & Saniuta, A. (2023). Linking
Sustainability-Driven Factors and Online Knowledge Sharing in Business: A
PLS-SEM Analysis. Sustainability, 15(8), 6444.
https://doi.org/10.3390/sul15086444

Ing, P.G., Liew, M.S., & Toh, C.Y. (2019). Customer loyalty in Sabah full service
restaurant. Asia Pacific Journal of Marketing and Logistics, 32(7), 1407-1429.
Available at: https://doi.org/10.1108/APJML-07-2019-0437

Islam, T., Rahman, Z., Ahmed, S., & Ali, M. (2021).The impact of corporate social
responsibility on customer loyalty: The mediating role of corporate reputation,
customer satisfaction, and trust. Sustainable Production and Consumption, 235,
123—-135. Available at: https://doi.org/10.1016/].spc.2020.07.019

Ighomereho, S. O., Ojo, A. A., Omoyele, S. O., & Olabode, S. O. (2022). From service
quality to e-service quality: Measurement, dimensions and model. arXiv preprint
arXiv:2205.00055. https://doi.org/10.48550/arXiv.2205.00055

137
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia
Nusantara


https://doi.org/10.1108/IJCHM-05-2018-0376
https://doi.org/10.1108/IJCHM-05-2018-0376
https://doi.org/10.9734/ajeba/2024/v24i61359
https://doi.org/10.1051/shsconf/20207601006
https://doi.org/10.1108/TQM-11-2021-0344
https://doi.org/10.1108/TQM-11-2021-0344
https://arxiv.org/abs/2205.15767
https://doi.org/10.37531/ecotal.v4i2.591
https://journal.ipb.ac.id/index.php/jmagr/article/view/46857
https://doi.org/10.3390/su15086444
https://doi.org/10.1108/APJML-07-2019-0437
https://doi.org/10.1016/j.spc.2020.07.019
https://doi.org/10.48550/arXiv.2205.00055

Jiang, X., Wang, Y., & Li, J. (2023). Emotional customer experience and loyalty in B2C
business: The mediating role of perceived value. Journal of Business Research,
162, 113945. https://doi.org/10.1016/j.jbusres.2023.113945

Joseph F. Hair (2019) Multivariate data analysis. Eighth edition. Andover, Hampshire:
Cengage.

Jin, S., Noh, M., Yang-Wallentin, F., & Lee, Y. (2021). Robust nonlinear structural
equation modeling with interaction between exogenous and endogenous latent
variables. Structural Equation Modeling: A Multidisciplinary Journal, 28(4), 547—
556. https://doi.org/10.1080/10705511.2020.1857255

Jamal, F. N., Fahmi, A. A., & Rohmah, W. (2023). Pengaruh Kepuasan Pelanggan
Bisnis Berbasis Online dan Kepercayaan Pelanggan terhadap Loyalitas Pelanggan

Bougainvilea pada Masa Pandemi COVID-19. Journal Competency of Business,
6(2), 77-87. https://doi.org/10.47200/jcob.v6102.1605

Jadmiko, E. P., Wahyuni, L., Mu'is, A., & Kowey, W. O. (2023). The Role of Service
Innovation, Customer Satisfaction, Brand Loyalty, and Word-of-Mouth Marketing
on Business Growth of MSMEs. International Journal of Business, Law, and
Education, 6(1). https://doi.org/10.56442/ijble.v6il.964ijble.com

Kohler, U., Kreuter, F., & Stuart, E. A. (2023). Survey research methods. Springer
Nature. https://doi.org/10.1007/978-3-030-39644-7

Kineber, A. F., Siddharth, S., Chileshe, N., Alsolami, B., & Hamed, M. M. (2022).
Addressing of value management implementation barriers within the Indian
construction industry: A PLS-SEM approach. Sustainability, 14(24), 16602.
https://doi.org/10.3390/sul42416602

Khan, R. U., Salamzadeh, Y., Igbal, Q., & Yang, S. (2022). The Impact of Customer
Relationship Management and Company Reputation on Customer Loyalty: The
Mediating Role of Customer Satisfaction. Journal of Relationship Marketing,
21(1), 1-26. https://doi.org/10.1080/15332667.2020.1840904

Khatoon, S., Zhengliang, X. and Hussain, H. (2020) ‘The Mediating Effect of Customer
Satisfaction on the Relationship Between Electronic Banking Service Quality and
Customer Purchase Intention: Evidence From the Qatar Banking Sector’, SAGE
Open, 10(2),p.215824402093588.Availableat:https://doi.
org/10.1177/2158244020935887.

Kim, K.H. and Moon, H. (2021) ‘Innovative digital marketing management in B2B
markets’, Industrial Marketing Management, 95, pp. 1-4. Available at:
https://doi.org/10.1016/j.indmarman.2021.01.016.

Kim, M., Yin, X. and Lee, G. (2020) ‘The effect of CSR on corporate image, customer
citizenship behaviors, and customers’ long-term relationship orientation’,
International Journal of Hospitality Management, 88, p. 102520. Available at:
https://doi.org/10.1016/].ijhm.2020.102520.

Kittur, P. and Chatterjee, S. (2021) ‘Goods and services related brand image and B2B
customer loyalty: effects of construal level’, Journal of Business & Industrial

138
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia

Nusantara


https://doi.org/10.1016/j.jbusres.2023.113945
https://doi.org/10.1080/10705511.2020.1857255
https://doi.org/10.47200/jcob.v6i02.1605
https://doi.org/10.56442/ijble.v6i1.964
https://ijble.com/index.php/journal/article/view/964?utm_source=chatgpt.com
https://doi.org/10.1007/978-3-030-39644-7
https://doi.org/10.3390/su142416602
https://doi.org/10.1080/15332667.2020.1840904
https://doi.org/10.1080/15332667.2020.1840904
https://doi.org/10.1177/2158244020935887
https://doi.org/10.1177/2158244020935887
https://doi.org/10.1177/2158244020935887
https://doi.org/10.1177/2158244020935887
https://doi.org/10.1016/j.indmarman.2021.01.016
https://doi.org/10.1016/j.ijhm.2020.102520

Marketing, 36(1), pp. 17-30. Available at: https://doi.org/10.1108/JBIM-06-2019-
0284.

Kotler, P., Keller, K.L., Brady, M., Goodman, M., & Hansen, T. (2019).
Marketing management. 4th European edition.Harlow, England: Pearson.

Kumar, R., Singh, A., & Sharma, P. (2023). Understanding consumer behavior in
digital retail: The role of personalized marketing and customer engagement.
Journal of  Retailing and Consumer Services, 68, 102983.
https://doi.org/10.1016/j.jretconser.2022.102983

Kumar, S., Brown, T. J., & Smith, L. A. (2023). Building long-term customer

relationships through initial engagements. Journal of Business Research, 158,
113456. https://doi.org/10.1016/].jbusres.2023.113456

Kohler, U., Kreuter, F., & Stuart, E. A. (2023). Survey research methods. Springer
Nature. https://doi.org/10.1007/978-3-030-39644-7

Kang, D., Lee, S., & Kim, S. (2021). Customer complaints monitoring with customer
review data analytics: An integrated method of sentiment and statistical process
control analyses. Computers & Industrial Engineering, 157, 107310.
https://doi.org/10.1016/j.cie.2021.107310

Kurniawan, S. (2014). The influence of green marketing on green satisfaction mediated
by perceived quality and its impact to green trust in injection motorcycle. The
Winners, 15(2), 89-95. https://doi.org/10.21512/tw.v15i2.622

Kommuri, N. K., McGordon, A., Allen, A., & Truong, D. Q. (2022). A novel adaptive
equivalence fuel consumption minimisation strategy for a hybrid electric two-
wheeler. Energies, 15(9), 3192. https://doi.org/10.3390/en15093192

Kulshrestha, N., Agrawal, S., & Shree, D. (2024). Spare parts management in industry
4.0 era: A literature review. Journal of Quality in Maintenance Engineering, 30(1),
248-283. https://doi.org/10.1108/ JOME-04-2023-0037

Kim, M. J.,, Lee, C. K., & Jung, T. (2023). Examining the relationship between customer
experience, satisfaction, and behavioral intention in digital service environments.
Journal of Business Research, 161, 113841.

https://doi.org/10.1016/j.jbusres.2023.113841

Lai, F., & Cheng, T. C. E. (2016). A measurement scale for B2B service quality in the
context of B2C. Journal of Service Research, 19(2), 150-165.
https://doi.org/10.1177/1094670515624244

Lee, S., & Park, J. (2022). Emotional and cognitive drivers of consumer purchasing
decisions in online marketplaces. Journal of Consumer Behaviour, 21(5), 775-789.
https://doi.org/10.1002/cb.2005

Legaspi, J. L. R. (2021). Quality as antecedent of customer satisfaction. International
Journal of Economics and Business Administration, 9(2), 220-230.
https://doi.org/10.35808/ijeba/699

139
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia

Nusantara


https://doi.org/10.1108/JBIM-06-2019-0284
https://doi.org/10.1108/JBIM-06-2019-0284
https://doi.org/10.1108/JBIM-06-2019-0284
https://doi.org/10.1016/j.jretconser.2022.102983
https://doi.org/10.1016/j.jbusres.2023.113456
https://doi.org/10.1007/978-3-030-39644-7
https://doi.org/10.1016/j.cie.2021.107310
https://doi.org/10.21512/tw.v15i2.622
https://doi.org/10.3390/en15093192
https://doi.org/10.1108/JQME-04-2023-0037
https://doi.org/10.1016/j.jbusres.2023.113841
https://doi.org/10.1177/1094670515624244
https://doi.org/10.1002/cb.2005
https://doi.org/10.35808/ijeba/699

Lim, W. M. (2023). Philosophy of science and research paradigm for business research
in the transformative age of automation, digitalization, hyperconnectivity,
obligations, globalization and sustainability. Journal of Trade Science, 11(2/3), 3—
30. https://doi.org/10.1108/JTS-07-2023-0015

Lampost. (2023, June 13). Gakeslab Dorong Rantai Pasok Alkes di Daerah. Lampung
Post.https://m.lampost.co/berita-gakeslab-dorong-rantaipasok-alkes-di-daerah.html

Lim, W. M. (2023). Philosophy of science and research paradigm for business research
in the transformative age of automation, digitalization, hyperconnectivity,
obligations, globalization and sustainability. Journal of Trade Science, 11(2/3), 3—
30. https://doi.org/10.1108/JTS-07-2023-0015

Lee, M., Kang, M. and Kang, J. (2019) ‘Cultural influences on B2B service quality-
satisfaction-loyalty’, The Service Industries Journal, 39(3-4),pp.229-249. A
vailableat:https://doi.org/10.1080/02642069.2018.1495710.

Lapyen, R., & Darawong, C. (2025). Unveiling the key dimensions of service quality in
automobile maintenance and repair for enhanced electric vehicle users' intentions
in Thailand. Journal of Advances in Management Research.

https://doi.org/10.1108/JAMR-03-2024-0111

Lyman, R. A., Susan, M., & Istiharini, I. (2023). The role of customer satisfaction as
mediator in the relationship between brand experience and brand loyalty. Jurnal
Manajemen Maranatha, 23(1), 109-122. https://doi.org/10.28932/jmm.v23i1.7676

Lepisto, K., Saunila, M., & Ukko, J. (2024). Enhancing customer satisfaction, personnel
satisfaction and company reputation with total quality management: combining
traditional and new views. Benchmarking: An International Journal, 31(1), 75-97.
https://doi.org/10.1108/B1J-12-2021-0749

Schiebler, T., Lee, N., & Brodbeck, F. C. (2025). Lamusu, M. A., & Sari, E. D. R.
(2023). Pengaruh E-Service Quality dan Purchase Intention dengan Mediasi

Customer Satisfaction terhadap Customer Loyalty pada Pelanggan Online
Shopping Tokopedia di Surabaya. PERFORMA, 8(4), 439-449. DOL:
10.37715/jp.v8i4.3992

Miguel, P. M. d., De-Pablos-Heredero, C., Montes, J. L., & Garcia, A. (2022). Impact of
dynamic capabilities on customer satisfaction through digital transformation in the
automotive sector. Sustainability, 14(8), 4772. https://doi.org/10.3390/su14084772

Mora Cortez, R., Johnston, W. J., & Ehret, M. (2023). “Good Times—Bad Times” —
Relationship marketing through business cycles. Journal of Business Research,
165, 114063. https://doi.org/10.1016/j.jbusres.2023.114063

Mora Cortez, R., Clarke, L., & Freytag, P. V. (2024).
"B2B market segmentation — An analysis of current practices and their
implications." Journal of Business Research, 189, 115144,

https://doi.org/10.1016/j.jbusres.2024.115144

140
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia

Nusantara


https://doi.org/10.1108/JTS-07-2023-0015
https://m.lampost.co/berita-gakeslab-dorong-rantai
https://m.lampost.co/berita-gakeslab-dorong-rantai-pasok-alkes-di-daerah.html
https://doi.org/10.1108/JTS-07-2023-0015
https://doi.org/10.1080/02642069.2018.1495710
https://doi.org/10.1080/02642069.2018.1495710
https://doi.org/10.1080/02642069.2018.1495710
https://doi.org/10.1108/JAMR-03-2024-0111
https://doi.org/10.28932/jmm.v23i1.7676
https://doi.org/10.1108/BIJ-12-2021-0749
https://doi.org/10.37715/jp.v8i4.3992
https://doi.org/10.37715/jp.v8i4.3992
https://doi.org/10.3390/su14084772
https://doi.org/10.1016/j.jbusres.2023.114063
https://doi.org/10.1016/j.jbusres.2024.115144

Minguez, A., & Sese, F. J. (2022). Why do you want a relationship, anyway? Consent to
receive marketing communications and donors’ willingness to engage with
nonprofits. Journal of Business Research, 148, 356—
367.https://doi.org/10.1016/j.jbusres.2022.04.051library@umn.ac.id

Matt Boyce. (2020, April 16). How Relationship Marketing Inspires Customer Loyalty.
Podium.

Masili, V., Lumanauw, B., & Tielung, M. V. J. (2022). Pengaruh kualitas layanan
terhadap loyalitas pelanggan dengan kepuasan pelanggan sebagai variabel
intervening pada usaha toko bahan bangunan Mentari di Desa Sea Kecamatan
Pineleng Kabupaten Minahasa. Jurnal EMBA: Jurnal Riset Ekonomi, Manajemen,
Bisnis dan Akuntansi, 10(4), 1-11. https://doi.org/10.35794/emba.v10i4.43690

Mittal, V., Han, K., Frennea, C., Blut, M., Shaik, M., Bosukonda, N., & Sridhar, S.
(2023). Customer satisfaction, loyalty behaviors, and firm financial performance:
what 40 years of research tells us. Marketing Letters, 34, 171-187.
https://doi.org/10.1007/s11002-023-09671-w

Meesala, A. and Paul, J. (2018) ‘Service quality, consumer satisfaction and loyalty in
hospitals: Thinking for the future’, Journal of Retailing and Consumer Services,
40, pp. 261-269. Available at: https://doi.org/ 10.1016/j.jretconser.2016.10.011.

Msamba, A., & Enock, J. (2024). Structural equation modeling: A path analysis on the
tracer study. Journal of Research in Humanities and Social Science, 12(3), 45-58.

Marthin, A. (2022). The effect of omnichannel perceived value and integration toward
customer satisfaction: Technology readiness as moderator. Proceeding of the
International Conference on Family Business and Entrepreneurship, 6(1), 1—
10.https://ejournal.president.ac.id/presunivojs/index.php/ICFBE/article/view/3768

Marcos, A. M. B. d. F., & Coclho, A. F. d. M. (2022). Service quality, customer
satisfaction and customer value: Holistic determinants of loyalty and word-of-
mouth in services. The TOM Journal, 34(5), 957-978.

https://doi.org/10.1108/TOM-10-2020-0236

Martinez de Miguel, P., De-Pablos-Heredero, C., Montes, J. L., & Garcia, A. (2022).
Impact of Dynamic Capabilities on Customer Satisfaction through Digital
Transformation in the Automotive Sector. Sustainability, 14(8), 4772.
https://doi.org/10.3390/su14084772

Maia, G. S., Saldanha, S. J. M., & Graciana, L. S. (2023). Effect of Product and Service
Quality on Purchase Decision through Corporate Image as Mediation Variable.
The Leaders Journal of Business Management, 3(2), 85-95.
https://tljbm.org/jurnal/index.php/tljbm/article/view/114

Saha, P., Talapatra, S., Belal, H.M., et al. (2022). Unleashing the Potential of the TOM
and Industry 4.0 to Achieve Sustainability Performance in the Context of a
Developing Country. Global Journal of Flexible Systems Management, 23, 495—
513. https://doi.org/10.1007/s40171-022-00316-xlink.springer.com

141
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia
Nusantara


https://doi.org/10.1016/j.jbusres.2022.04.051
mailto:library@umn.ac.id
https://doi.org/10.35794/emba.v10i4.43690
https://doi.org/10.1007/s11002-023-09671-w
https://doi.org/10.1016/j.jretconser.2016.10.011
https://doi.org/10.1016/j.jretconser.2016.10.011
https://doi.org/10.1016/j.jretconser.2016.10.011
https://ejournal.president.ac.id/presunivojs/index.php/ICFBE/article/view/3768
https://doi.org/10.1108/TQM-10-2020-0236
https://doi.org/10.3390/su14084772
https://doi.org/10.1007/s40171-022-00316-x
https://link.springer.com/article/10.1007/s40171-022-00316-x?utm_source=chatgpt.com

Nguyen, T. H., Nguyen, L. T., & Tran, T. P. (2023). The influence of mobile social
media service quality on customer satisfaction and loyalty: The mediating role of

perceived value and trust. Technological Forecasting and Social Change, 191,
122525. https://doi.org/10.1016/].techfore.2023.122525

Ng, H., Li, T., & Li, E. (2024). Exploring the impact of service quality, brand trust and
attitudinal loyalty on repurchase intention among smartphone users in Hong Kong.
International Journal of Business and Management, 12(1), 31-46.

https://doi.org/10.20472/BM.2024.12.1.003

Nasser, H. S., Beydoun, A. R., & Ali, A. A. (2023). Investigating the mediating role of
perceived corporate reputation on the relationship between customer satisfaction,
customer trust, and loyalty: A study of Lebanese hotels. European Journal of
Science,  Innovation and  Technology, 3(1), 112-126.  https://ejsit-
journal.com/index.php/ejsit/article/view/165

Ngamal, A., & Perajaka, S. (2022). Service Quality and Trust on Customer Satisfaction.
Advances: Jurnal Ekonomi & Bisnis, 2(5), 255-267.

https://doi.org/10.60079/ajeb.v215.296

Nguyen-Phuoc, D.Q., Tran, T.M., & Phan, T.D. (2020).Factors influencing customer’s
loyalty towards ride-hailing taxi services — A case study of Vietnam.
Transportation Research Part A: Policy and Practice, 134, 96—112.

Available at: https://doi.org/10.1016/].tra.2020.02.008

Nicola, M., Alsafi, Z., Sohrabi, C., Kerwan, A., Al-Jabir, A., Losifidis, C., Agha, M., &
Agha, R. (2020). The Socio-economic implications of the coronavirus and covid-
19 pandemic: A  review. [International  Journal  of  Surgery.
Https://doi.org/10.1016/].1jsu.2020.04.018

Nova, F. (2022) ‘The effect of rebranding on brand image and its impact on customer
loyalty on Gojek’, JPPI (Jurnal Penelitian Pendidikan Indonesia), 8(3), p. 770.
Available at: https://doi.org/ 10.29210/020221544.

Nasir, M., Adil, M., & Dhamija, A. (2021). The synergetic effect of after-sales service,
customer satisfaction, loyalty and repurchase intention on word of mouth.
International Journal of Quality and Service Sciences, 13(3), 489-505.
https://doi.org/10.1108/1JQSS-01-2021-0015

Nguyen, P. T., Cao, H. V., Phuoc, H. M., & Tran, P. T. (2022). The Mediating Role of
Relationship Quality in the Linkage between Perceived Quality and Customer
Loyalty. The International Journal of Business & Management, 10(3).

https://doi.org/10.24940/theijbm/2022/v10/i3/BM2203-021

Oliveira, M.V.d.S.S., et al. (2020). Stakeholders’ categorization of the sustainable public
procurement system: The case of Brazil. Journal of Public Procurement, 20(4),
423-449. https://doi.org/10.1108/JOPP-09-2018-003 1

Putri, I. A., & Muslichah, 1. (2024). The influence of service quality on customer
satisfaction and loyalty at PT Telkom Witel Yogyakarta. COSTING: Journal of

142
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia
Nusantara


https://doi.org/10.1016/j.techfore.2023.122525
https://doi.org/10.20472/BM.2024.12.1.003
https://ejsit-journal.com/index.php/ejsit/article/view/165
https://ejsit-journal.com/index.php/ejsit/article/view/165
https://doi.org/10.60079/ajeb.v2i5.296
https://doi.org/10.1016/j.tra.2020.02.008
https://doi.org/10.1016/j.ijsu.2020.04.018
https://doi.org/10.29210/020221544
https://doi.org/10.29210/020221544
https://doi.org/10.1108/IJQSS-01-2021-0015
https://doi.org/10.24940/theijbm/2022/v10/i3/BM2203-021
https://doi.org/10.1108/JOPP-09-2018-0031

Economic, Business and Accounting, 7(1), 123-134.
https://journal.ipm2kpe.or.id/index.php/COSTING/article/view/12089

Prasetyo, Y. T., Wibowo, A., & Santoso, H. (2023). Evaluating service quality
dimensions using SERVQUAL in digital service industries: Impact on customer

satisfaction and loyalty. Journal of Retailing and Consumer Services, 70, 103173.
https://doi.org/10.1016/j.jretconser.2022.103173

Pavlov, G., Maydeu-Olivares, A., & Shi, D. (2021). Using the standardized root mean
squared residual (SRMR) to assess exact fit in structural equation models.

Educational and Psychological Measurement, 81(1), 110—
130.https://doi.org/10.1177/0013164420926231

Pasch, S., & Ha, S.-Y. (2025). Human-Al interaction and user satisfaction: Empirical
evidence from online reviews of Al products. arXiv preprint arXiv:2503.17955.
https://arxiv.org/abs/2503.17955

Pramono, S. (2021). The influence of customer satisfaction on customer loyalty: The
mediating role of customer engagement. Working Papers Series in Management,
9(3), 112-118. https://doi.org/10.1016/].wp.sm.2021.05.007

Qmarina, A. U., Nursyamsi, 1., & Hakim, W. (2024). The Influence of Service Quality
and Trust on Customer Loyalty with Satisfaction as an Intervening Variable at PT
Bank Sulselbar Makassar. Proceedings of the 8th International Conference on
Accounting, Management, and Economics (ICAME 2023), 420-431. Atlantis
Press. DOI: 10.2991/978-94-6463-400-6_32

Rivaldi, M., & Amri, H. (2023). The effect of customer satisfaction and trust on
customer loyalty in Aceh’s minimarket. Jurnal Ekonomi, Manajemen, dan Sumber
Daya Indonesia (JEMSI), 5(2), 99—107. https://doi.org/10.51479/jemsi.v5i2.357

Rosério, A. T., Casaca, J. A., & Pereira, M. (2023). Relational marketing and customer
satisfaction: A systematic literature review. Estudios Gerenciales, 39(169), 516—
532. https://doi.org/10.18046/j.estger.2023.169.6218

Ruyter, K. d., Wetzels, M., Bloemer, J., (1998), “On the relationship between perceived
service quality, service loyalty and switching

costs”, International Journal of Service Industry Management, Vol. 9 No.5 pp.
436-453.

Razavipour, K., & Raji, B. (2022). Reliability of measuring constructs in applied
linguistics research: A comparative study of domestic and international graduate
theses. Language Testing in Asia, 12(16). https://doi.org/10.1186/s40468-022-
00166-5

Ratnadewi, Z.A., Prasetyo, Y., & Indriani, D. (2022).The influence of Victoria’s Secret
new brand image in generating brand trust, brand prestige, brand love, and brand

loyalty. Diponegoro International Journal of Business, 5(2), 119—-134.Available at:
https://doi.org/10.14710/dijb.5.2.2022.119-134

143
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia

Nusantara


https://journal.ipm2kpe.or.id/index.php/COSTING/article/view/12089
https://doi.org/10.1016/j.jretconser.2022.103173
https://doi.org/10.1177/0013164420926231
https://arxiv.org/abs/2503.17955
https://doi.org/10.1016/j.wp.sm.2021.05.007
https://doi.org/10.2991/978-94-6463-400-6_32
https://doi.org/10.51479/jemsi.v5i2.357
https://doi.org/10.1186/s40468-022-00166-5
https://doi.org/10.1186/s40468-022-00166-5
https://doi.org/10.14710/dijb.5.2.2022.119-134

Réklaitis, K. and Pileliené, L. (2019) ‘Principle Differences between B2B and B2C
Marketing Communication Processes’, Management of Organizations: Systematic
Research, 81(1), pp. 73—86. Available at: https://doi.org/10.1515/mosr-2019-0005.

Rita, P., Oliveira, T. and Farisa, A. (2019) ‘The impact of e-service quality and customer
satisfaction on customer behavior in online shopping’, Heliyon, 5(10), p. €02690.
Available at: https://doi.org/10.1016/ j.heliyon.2019.e02690.

Rose, S., Hair, N., & Clark, M. (2021).Sharing is the name of the game. Exploring the
role of social media communication practices on B2B customer relationships in

the life sciences industry.Industrial Marketing Management, 93, 52—62.
Available at: https://doi.org/10.1016/j.indmarman.2020.12.013

Roy, S., S., S. and Bhatia, S. (2019) ‘Service quality versus service experience: An
empirical examination of the consequential effects in B2B services’, Industrial
Marketing Management, 82, pp. 52-69. Available at:
https://doi.org/10.1016/j.indmarman.2019.02.017.

Ruiz-Martinez, A., Frasquet, M. and Gil-Saura, 1. (2019) ‘How to measurec B2B
relationship value to increase satisfaction and loyalty’, Journal of Business &
Industrial Marketing, 34(8), pp. 1866—1878. Available at:
https://doi.org/10.1108/JBIM-10-2018-0289.

Rebiazina, V., Sharko, E., & Berezka, S. (2024). The impact of relationship marketing
practices on companies’ market and financial performance in emerging markets.

Journal of Economics, Finance and Administrative Science, 29(57), 186-
204.https://doi.org/10.1108/JEFAS-01-2022-0034

Rithmaya, C. L., Kholid, I., & Tianto, R. (2023). Jurnal Samudra Ekonomi dan Bisnis,
14(1), 88-99. https://doi.org/10.33059/jseb.v14i1.5384

Ribeiro, A., Oliveira, J., Nunes, R., Barroso, J., & Rocha, T. (2025). Motorcycle displays
features and smartphone mobile applications for improving UI/UX design: A
systematic literature review. In Distributed computing and artificial intelligence,

special sessions I, 21st international conference (pp. 236-246). Springer.
https://doi.org/10.1007/978-3-031-76459-2_22

Rivaldi, A., & Amri, S. (2023). Pengaruh Kepuasan Dan Kepercayaan Terhadap
Loyalitas Pelanggan Minimarket Di Aceh. JEMSI (Jurnal Ekonomi, Manajemen,
dan Akuntansi), 9(6), 2942-2950. https://doi.org/10.35870/jemsi.v9i6.1870

Restrepo-Morales, D., Sanchez-Torres, J. A., & Bedoya-Ruiz, D. A. (2024). Interplay of
Customer Satisfaction, Innovation, and Product Quality: Key Determinants of

Company Performance. Iberoamerican Journal of Industrial
Engineering.https://www.researchgate.net/publication/384023465
Statista. (2024). Motorcycles — Worldwide. Statista.

https://www.statista.com/outlook/mot/motorcycles/worldwide

Schirmer, N., Ringle, C. M., Gudergan, S. P., & Feistel, M. S. G. (2023). The link
between customer satisfaction and loyalty: The moderating role of customer

144
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia
Nusantara


https://doi.org/10.1515/mosr-2019-0005
https://doi.org/10.1515/mosr-2019-0005
https://doi.org/10.1016/j.heliyon.2019.e02690
https://doi.org/10.1016/j.heliyon.2019.e02690
https://doi.org/10.1016/j.heliyon.2019.e02690
https://doi.org/10.1016/j.indmarman.2020.12.013
https://doi.org/10.1016/j.indmarman.2019.02.017
https://doi.org/10.1108/JBIM-10-2018-0289
https://doi.org/10.1108/JBIM-10-2018-0289
https://doi.org/10.1108/JEFAS-01-2022-0034
https://doi.org/10.33059/jseb.v14i1.5384
https://doi.org/10.1007/978-3-031-76459-2_22
https://doi.org/10.35870/jemsi.v9i6.1870
https://www.researchgate.net/publication/384023465
https://www.statista.com/outlook/mot/motorcycles/worldwide

characteristics.  Journal  of  Business  Research, 150, 123-135.
https://doi.org/10.1016/j.jbusres.2022.12.045

Sadiq, M., & Adil, M. (2021). The mediating role of customer satisfaction and its effect
on service quality—customer loyalty link. International Journal of Quality &
Reliability Management, 38(4), 1011-1032. https://doi.org/10.1108/IJQRM-07-
2020-0255

Sudiyono, S., Santoso, B., & Permatasari, R. (2022). The effect of customer experience
and customer value on satisfaction and loyalty in B2B food and beverage industry.
Jurnal Bisnis dan Manajemen Riset, 5(2), 78—89.
https://profesionalmudacendekia.com/index.php/jbmr/article/view/455

Sahoo, D., & Pillai, R. (2024). Successful complaint handling on social media predicts
increased repurchase intention: The roles of trust in company and propensity to
trust. European Management Journal, 42(1), 11-22.
https://doi.org/10.1016/].emj.2022.06.004

Sari, D. Y., & Mariana, A. F. (2024). The influence of trust and service quality on
customer loyalty through customer satisfaction at general hospital X in Bandung.

Dinasti International Journal of Education Management and Social Science, 5(6),
2457-2464. https://doi.org/10.38035/dijemss.v516.3147

Rather, R. A., Hollebeek, L. D., Vo-Thanh, T., Ramkissoon, H., Leppiman, A., & Smith,
D. (2022). Shaping customer brand loyalty during the pandemic: The role of brand
credibility, value congruence, experience, identification, and engagement. Journal
of Consumer Behavior, 21(5), 1175-1189. https://doi.org/10.1002/cb.2070

Smith, T., & Johnson, M. (2023). Personalization and customer loyalty in B2C digital

services: A framework for success. Journal of Service Management, 34(2), 204-
223. https://doi.org/10.1108/JOSM-11-2022-0310

Seduram, L., Al Mamun, A., Salameh, A. A., Perumal, S., & Shaari, H. (2022).
Predicting smartphone brand loyalty using four-stage loyalty model. SAGE Open,
12(2), 21582440221099295. https://doi.org/10.1177/21582440221099295

Sarstedt, M., Ringle, C. M., Henseler, J., & Hair, J. F. (2022). Partial least squares
structural equation modeling: Basic concepts, methodological issues and
applications. Springer. https://doi.org/10.1007/978-3-030-80519-7 4

Sathyanarayana, S. S., & Mohanasundaram, K. (2024). Fit indices in structural equation
modeling and confirmatory factor analysis: Reporting guidelines. Asian Journal of
Economics, Business and Accounting, 24(7), 561-577.

https://doi.org/10.9734/ajeba/2024/v2417739

Sarstedt, M., & Moisescu, O.-I. (2024). Quantifying uncertainty in PLS-SEM-based
mediation analyses. Journal of Marketing Analytics, 12(1), 87-96.

https://doi.org/10.1057/s41270-023-00231-9

145
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia
Nusantara


https://doi.org/10.1016/j.jbusres.2022.12.045
https://profesionalmudacendekia.com/index.php/jbmr/article/view/455
https://doi.org/10.1016/j.emj.2022.06.004
https://doi.org/10.38035/dijemss.v5i6.3147
https://doi.org/10.1002/cb.2070
https://doi.org/10.1177/21582440221099295
https://doi.org/10.1007/978-3-030-80519-7_4
https://doi.org/10.9734/ajeba/2024/v24i7739
https://doi.org/10.1057/s41270-023-00231-9

Sarnita Sadya. (2023, April 11). Jumlah Rumah Sakit Di Indonesia Tahun 2022.
Dataindonesia.ld. https://dataindonesia.id/ragam/detail/ ada-3072-rumah-sakit-di-
indonesia-pada-2022

Silva, S.C., Duarte, P.A.O. and Almeida, S.R. (2020) ‘How companies evaluate the ROI
of social media marketing programmes: insights from B2B and B2C’, Journal of
Business & Industrial Marketing, 35(12), pp. 2097-2110. Available
at:https://doi.org/10.1108/ JBIM-06-2019-0291.

Solomon, M.R. (2020) Consumer behavior: buying, having, and being. Thirteen edition.
Hoboken, NJ: Pearson.

Song, H., Wang, J. and Han, H. (2019) ‘Effect of image, satisfaction, trust, love, and
respect on loyalty formation for name-brand coffee shops’, International Journal
of Hospitality Management, 79, pp. 50-59.

Available at: https://doi.org/10.1016/1.ijhm.2018.12.011.

Sumiati, N.K. and Sanjaya, P.K.A. (2021) ‘Pengaruh Service Quality Terhadap
Customer Satisfaction dan Customer Loyalty Jasa Penggiriman Jalur Darat Pada
PT. Bali Semesta Agung Express di Denpasar’, Jurnal Manajemen, 1(2).

Sugiyono. (2020). Metode Penelitian Kuantitatif, Kualitatif, dan R&D. Bandung:
Alfabeta.

Supriyanto, A., Wiyono, B.B. and Burhanuddin, B. (2021) ‘Effects of service quality and
customer satisfaction on loyalty of bank customers’, Cogent Business &
Management. Edited by F. Olan, 8(1),p. 1937847 .Availableat:https
://doi.org/10.1080/23311975.2021.1937847.

Siiriicti, O., et al. (2019) ‘Brand awareness, image, physical quality, and employee
behavior as building blocks of customer-based brand equity: Consequences in the
hotel context’, Journal of Hospitality and Tourism Management, 40, pp. 114—124.
Available at: https://doi.org/ 10.1016/1.jhtm.2019.07.002.

Sofyan, J. F., et al. (2022). Pengaruh kepuasan pelanggan, kualitas layanan, dan promosi
di media sosial yang dimediasi oleh komitmen dan kepercayaan terhadap loyalitas
pelanggan Traveloka. Jurnal Kajian Manajemen  Bisnis, 10(4), 1-—
10.https://do1.org/10.24036/jkmb.11866400

Setyawan, M. L., & Faqih Nabhan. (2023)."Peran Relationship Marketing dalam
Mendorong Peningkatan Customer Value, Customer Satisfaction, dan Perceived

Service Quality terhadap Customer Loyalty." Juremi: Jurnal Riset Ekonomi, 2(6),
713-724. https://doi.org/10.53625/juremi.v2i6.425

Setiawan, Z. A., & Mahfudz, M. (2023). Pengaruh Customer Relationship Management
(CRM), Inovasi, dan Penggunaan Teknologi Sebagai Strategi Keunggulan
Bersaing untuk Meningkatkan Kinerja Bisnis (Studi pada Toko Grosir Makanan
dan Minuman di Provinsi Jawa Tengah dan DI Yogyakarta). Jurnal Sains
Pemasaran Indonesia (Indonesian Journal of Marketing Science), 18(2), 184-201.
https://doi.org/10.14710/jspi.v18i2.184-201

146
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia

Nusantara


https://dataindonesia.id/ragam/detail/ada-3072-rumah-sakit-di-indonesia-pada-2022
https://dataindonesia.id/ragam/detail/ada-3072-rumah-sakit-di-indonesia-pada-2022
https://dataindonesia.id/ragam/detail/ada-3072-rumah-sakit-di-indonesia-pada-2022
https://doi.org/10.1108/
https://doi.org/10.1108/JBIM-06-2019-0291
https://doi.org/10.1016/j.ijhm.2018.12.011
https://doi.org/10.1080/23311975.2021.1937847
https://doi.org/10.1080/23311975.2021.1937847
https://doi.org/10.1080/23311975.2021.1937847
https://doi.org/10.1080/23311975.2021.1937847
https://doi.org/10.1016/j.jhtm.2019.07.002
https://doi.org/10.1016/j.jhtm.2019.07.002
https://doi.org/10.24036/jkmb.11866400
https://doi.org/10.53625/juremi.v2i6.425
https://doi.org/10.14710/jspi.v18i2.184-201

Susanto, E. F., & Pandjaitan, D. R. H. (2024). The effect of trust on customer loyalty
through customer satisfaction. Jurnal Ilmiah Manajemen Kesatuan, 12(1), 203—
210. https://doi.org/10.37641/jimkes.v12i1.2404

Shidqi, M. D., Farida, N., & Pinem, R. J. (2022). Pengaruh customer experience, brand
trust, terhadap repurchase intention melalui customer satisfaction sebagai variabel

intervening (Studi pada konsumen Suzuki Pick Up di Kota Cilacap). Jurnal Ilmu
Administrasi Bisnis, 11(1), 1-10. https://doi.org/10.14710/jiab.2022.34954

Saad, N. A., Elgazzar, S., & Mlaker Kac, S. (2024). Investigating the impact of supply
chain management practices on customer satisfaction through flexibility and
technology adoption: Empirical evidence. Business Strategy & Development, 7(1),
45-58. https://doi.org/10.1002/bsd2.326

Sfar, A. (2024). After-sales service and brand reputation: a case of kitchen appliance
industry. International Journal of Quality and Service Sciences, 16(1), 45-60.
https://doi.org/10.1108/1JQSS-08-2023-0115

Sharma, A., & Singh, R. (2022). After-sale service experiences and customer
satisfaction: An empirical study from the Indian automobile industry. Research in
Transportation Business & Management, 45, 100873.

https://doi.org/10.1016/1.rtbm.2022.100873

Sriwidadi, T., & Prabowo, H. (2024). Service Quality and Customer Loyalty in Mobile
Banking: The Role of Customer Satisfaction as a Mediator. Jurnal Manajemen &
Bisnis, 22(1), 45-58. https://doi.org/10.15642/JMB.2024.2157

Tuu, H. H., Olsen, S. O., & Linh, P. T. T. (2023). Consumer satisfaction and brand trust:
The moderating role of affective and calculative commitment. Journal of Retailing and
Consumer Services, 74, 103449. https://doi.org/10.1016/j.jretconser.2023.1034493=

Tatoli. (2024). Timor-Leste mencatat defisit perdagangan sebesar $787 juta pada tahun
2024. Tatoli. https://id.tatoli.tl

Truta, C., et al. (2024). The questionnaire as a research tool in social and
communication sciences. Opportunities and challenges generated by the evolution
of  artificial intelligence (Al). SAECULUM, 58(2), 26-35.
https://doi.org/10.2478/saec-2024-0015Sciendo

Tran, T.-V., & Nguyen, N. T. H. (2024). Service quality and customer satisfaction in
Vietnam’s retail industry: A structural model approach. International Journal of
Electronic Marketing and Retailing, 20(1), 45-63.
https://dot.org/10.1504/IJEMR.2025.143044

Tama Wiguna. (2023, June 15). Gakeslab Provinsi Lampung Dorong Pasokan Produk
Alkes Dalam Negeri. IDN Times Lampung.

https:// lampung.idntimes.com/news/lampung/tama-wiguna/gakeslabprovinsi-
lampung-dorong-pasokan-produk-alkes-dalam-negeri? page=all

147
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia

Nusantara


https://doi.org/10.37641/jimkes.v12i1.2404
https://doi.org/10.14710/jiab.2022.34954
https://doi.org/10.1002/bsd2.326
https://doi.org/10.1108/IJQSS-08-2023-0115
https://doi.org/10.1016/j.rtbm.2022.100873
https://doi.org/10.15642/JMB.2024.2157
https://id.tatoli.tl/
https://doi.org/10.2478/saec-2024-0015
https://sciendo.com/article/10.2478/saec-2024-0015?utm_source=chatgpt.com
https://doi.org/10.1504/IJEMR.2025.143044
https://lampung.idntimes.com/news/lampung/tama-wiguna/gakeslab-provinsi-lampung-dorong-pasokan-produk-alkes-dalam-negeri?page=all
https://lampung.idntimes.com/news/lampung/tama-wiguna/gakeslab-provinsi-lampung-dorong-pasokan-produk-alkes-dalam-negeri?page=all
https://lampung.idntimes.com/news/lampung/tama-wiguna/gakeslab-provinsi-lampung-dorong-pasokan-produk-alkes-dalam-negeri?page=all
https://lampung.idntimes.com/news/lampung/tama-wiguna/gakeslab-provinsi-lampung-dorong-pasokan-produk-alkes-dalam-negeri?page=all
https://lampung.idntimes.com/news/lampung/tama-wiguna/gakeslab-provinsi-lampung-dorong-pasokan-produk-alkes-dalam-negeri?page=all

Tregua, M., Brozovic, D. and D'Auria, A. (2021), "15 years of service-dominant logic:
analyzing citation practices of Vargo and Lusch (2004)", Journal of Service
Theory and Practice, Vol. 31 No. 4, pp. 563-606. https://doi.org/10.1108/JSTP-08-
2019-0174

Utami, C. W., Slamet, R. B., & Wibowo, S. (2025). The effect of satisfaction and trust
on B2B loyalty: The mediating role of relationship quality in volatile
environments. International Journal of Business, Economics and Management,
12(1), 45—-60. https://archive.conscientiabeam.com/index.php/35/article/view/4049

Vowels, M. J. (2022). Trying to outrun causality with machine learning: Limitations of
model explainability techniques for identifying predictive variables. arXiv preprint
arXiv:2202.09875. https://arxiv.org/abs/2202.09875

Wang, Y., & Kim, H. J. (2022). Switching barriers and customer trust in mobile service
providers: Moderating effects in the post-adoption stage. Telecommunications Policy,
46(5), 102308. https://doi.org/10.1016/j.telpol.2022.102308

Werani, T. (2021). Service quality dimensions in business-to-business services: A review
and future research directions. Industrial Marketing Management, 96, 75-91.
https://doi.org/10.1016/j.indmarman.2021.05.001

Widina. (2023). Metodologi penelitian. Penerbit Widina Repository Penerbit Widina
Repository

Wong, D. (2017). Pengaruh Ability, Benevolence And Integrity Terhadap

Trust Serta Implikasinya Terhadap Partisipasi Pelanggan ECommerce: Studi Kasus
Pada Pelanggan E-Commerce di UBM Jurnal Riset Manajemen dan Bisnis
(JRMB) Fakultas Ekonomi UNIAT, 2(2), 155-168.
https://doi.org/10.36226/jrmb.v2i2.46

Wongsansukcharoen, J. (2022). Effect of community relationship management,
relationship marketing orientation, customer engagement, and brand trust on brand
loyalty: The case of a commercial bank in Thailand. Journal of Retailing and
Consumer Services,64,102826.https://doi.org/10.1016

/1.jretconser.2021.102826

Wu, S., Song, S., Yuan, Y., & Hu, Z. (2023). Influence of customer perceived value on
customer satisfaction: The mediating role of self-Al connection. Journal of Beijing
Institute of Technology (Social Sciences Edition), 25(3), 117-128.
https://doi.org/10.15918/.jbitss1009-3370.2023.3329

Widya Sari, S., & Sabir, F. M. (2024). Pengaruh Kualitas Layanan Terhadap Kepuasan
Pelanggan Ozingstyle di Kota Jombang. Operation Technology and Management
(OPTIMA) Journal, 1(2), 82—90. https://doi.org/10.33830/optima.v1i2.9298

Yingfei, Y., Zhang, M., & Bae, K.-H. (2022). The nexus of service quality, customer
experience, and customer commitment: The neglected mediating role of corporate
image. Frontiers in Psychology, 13,917284.

148
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia

Nusantara


https://www.emerald.com/insight/search?q=Marco%20Tregua
https://www.emerald.com/insight/search?q=Danilo%20Brozovic
https://www.emerald.com/insight/search?q=Anna%20D%27Auria
https://www.emerald.com/insight/publication/issn/2055-6225
https://www.emerald.com/insight/publication/issn/2055-6225
https://doi.org/10.1108/JSTP-08-2019-0174
https://doi.org/10.1108/JSTP-08-2019-0174
https://archive.conscientiabeam.com/index.php/35/article/view/4049
https://arxiv.org/abs/2202.09875
https://doi.org/10.1016/j.telpol.2022.102308
https://doi.org/10.1016/j.indmarman.2021.05.001
https://repository.penerbitwidina.com/media/publications/337809-metodologi-penelitian-34df25d8.pdf?utm_source=chatgpt.com
https://repository.penerbitwidina.com/media/publications/337809-metodologi-penelitian-34df25d8.pdf?utm_source=chatgpt.com
https://doi.org/10.36226/jrmb.v2i2.46
https://doi.org/10.1016/j.jretconser.2021.102826
https://doi.org/10.1016/j.jretconser.2021.102826
https://doi.org/10.1016/j.jretconser.2021.102826
https://doi.org/10.1016/j.jretconser.2021.102826
https://doi.org/10.15918/j.jbitss1009-3370.2023.3329
https://doi.org/10.33830/optima.v1i2.9298

https://doi.org/10.3389/fpsye.2022.917284

Yildiz, M., & Karakus Yilmaz, T. (2024). Bibliometric Analysis in Scientific Research
Using R: A Review of Scopus and Web of Science Databases. Journal of Data
Applications, 2, 31-46. https://doi.org/10.26650/JODA.1462396

Yum, K., & Kim, J. (2024). The influence of perceived value, customer satisfaction, and
trust on loyalty in entertainment platforms. Applied Sciences, 14(13), 5763.
https://doi.org/10.3390/app14135763

Yuan, K.-H., & Zhang, Z. (2024). Modeling data with measurement errors but without
predefined metrics: Fact versus fallacy. Journal of Behavioral Data Science, 4(2),
1-28. https://doi.org/10.35566/jbds/yuan

Yuan, C.L. et al. (2020) ‘Third-party organization endorsement impacts on perceived
value and B2B customer loyalty’, Industrial Marketing Management, 90, pp. 221—
230. Available at: https://doi.org/10.1016/ j.indmarman.2020.07.021.

Yuliani, D., Suharyatik, S., Aisyah, S., Tjahjono, T., & Qomariah, N. (2024). Pengaruh
kualitas pelayanan dan kualitas produk terhadap loyalitas pelanggan Gudeg
Lumintu Jember. Jurnal Manajemen Ekonomi, 3(1).

https://doi.org/10.36841/jme.v311.4158

Yildiz, M., & Karakus Yilmaz, T. (2024). Bibliometric Analysis in Scientific Research
Using R: A Review of Scopus and Web of Science Databases. Journal of Data
Applications, 2, 31-46. https://doi.org/10.26650/JODA.1462396

Yuniaristanto, W., Sutopo, M., Hisjam, M., & Wicaksono, H. (2024). Exploring the
determinants of intention to purchase electric motorcycles: The role of national
culture in the UTAUT. Transportation Research Part F: Traffic Psychology and
Behaviour, 100,475-492. https://doi.org/10.1016/].trf.2023.12.012

Yusiana, R., Hurriyati, R., & Dirgantari, P. D. (2023). Unveiling the link between
customer experience and customer loyalty on Blibli: The mediating role of trust.

Journal of Business Management and Economic Development, 2(1), 258-271.
https://doi.org/10.59653/jbmed.v2101.411

Yin, Y. (2024). The Impact of Service Quality on Customer Loyalty: A Study in the
Chinese Logistics Industry. International Journal of Service Management, 35(1),
45-58. https://doi.org/10.5861/ijrsm-2024-1236

Yum, S., & Kim, Y. (2024). Exploring the Effect of Perceived Value, Customer
Satisfaction, and Trust on Customer Loyalty in Entertainment Streaming
Platforms. Applied Sciences, 14(13), 5763.https://doi.org/10.3390/app14135763

Zhang, C.-B. and Li, Y.-N. (2019) ‘How social media usage influences B2B customer
loyalty: roles of trust and purchase risk’, Journal of Business & Industrial
Marketing, 34(7), pp. 1420-1433. Available at: https:// doi.org/10.1108/JBIM-07-
2018-0211.

Zollo, L., Filieri, R., Rialti, R., & Yoon, S. (2020)"Unpacking the relationship between
social media marketing and brand equity: The mediating role of consumers’

149
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia

Nusantara


https://doi.org/10.3389/fpsyg.2022.917284
https://doi.org/10.26650/JODA.1462396
https://doi.org/10.35566/jbds/yuan
https://doi.org/10.1016/j.indmarman.2020.07.021
https://doi.org/10.1016/j.indmarman.2020.07.021
https://doi.org/10.36841/jme.v3i1.4158
https://doi.org/10.26650/JODA.1462396
https://doi.org/10.1016/j.trf.2023.12.012
https://doi.org/10.59653/jbmed.v2i01.411
https://doi.org/10.5861/ijrsm-2024-1236
https://doi.org/10.3390/app14135763
https://doi.org/10.1108/JBIM-07-2018-0211
https://doi.org/10.1108/JBIM-07-2018-0211
https://doi.org/10.1108/JBIM-07-2018-0211
https://doi.org/10.1108/JBIM-07-2018-0211

benefits and experience,"Journal of Business Research, 117, pp. 256—
267.Available at: https://doi.org/10.1016/j.jbusres.2020.05.001

Zuhroh, S. and Rini, G.P. (2024), "Product innovation capability and distinctive value
positioning drivers for marketing performance: a service-dominant logic
perspective", [nternational Journal of Innovation Science, Vol. ahead-of-print No.
ahead-of-print. https://doi.org/10.1108/1J1S-04-2024-0100

Zeqiri, J., Kume, V., & Ahmeti, S. (2025).The impact of social media marketing on
brand awareness, brand engagement and purchase intention in emerging
economies.Marketing Intelligence & Planning, 43(1), 28—49.
https://doi.org/10.1108/MIP-06-2023-0248

Zhang, C., Zhang, X., & Li, H. (2023). Adopting Service-Dominant Logic for Enhancing
Customer Experience and Value Co-Creation in Digital Platforms.
Journal of Business Research, 145, 32-43.
https://doi.org/10.1016/].jbusres.2022.10.038

Wicaksono, A. B., & Widodo, S. (2024). Pengaruh kualitas pelayanan, harga, dan
kepuasan terhadap loyalitas konsumen. Jurnal Ilmiah Manajemen Surya Pasca
Scientia, 13(1), 1-11. https://doi.org/10.36456/jimspc.v13i1.1145

Liu, Y., Bao, T., Zhao, D., Sang, H., & Fu, B. (2022). Evaluation of student-perceived
service quality in higher education for sustainable development: A fuzzy TODIM-
ERA method. Sustainability, 14(8), 4761. https://doi.org/10.3390/sul4084761

150
Pengaruh Kualitas Layanan.., Candido Gomes Cardoso, Universitas Multimedia

Nusantara


https://doi.org/10.1016/j.jbusres.2020.05.001
https://www.emerald.com/insight/search?q=Siti%20Zuhroh
https://www.emerald.com/insight/search?q=Gilang%20Puspita%20Rini
https://www.emerald.com/insight/publication/issn/1757-2223
https://doi.org/10.1108/IJIS-04-2024-0100
https://doi.org/10.1108/MIP-06-2023-0248
https://doi.org/10.1016/j.jbusres.2022.10.038
https://doi.org/10.36456/jimspc.v13i1.1145
https://doi.org/10.3390/su14084761

