[@10se)

Hak cipta dan penggunaan kembali:

Lisensi in1i mengizinkan setiap orang untuk menggubah,
memperbaiki, dan membuat ciptaan turunan bukan untuk
kepentingan komersial, selama anda mencantumkan nama
penulis dan melisensikan ciptaan turunan dengan syarat
yang serupa dengan ciptaan asli.

Copyright and reuse:

This license lets you remix, tweak, and build upon work
non-commercially, as long as you credit the origin creator
and license it on your new creations under the identical
terms.

Team project ©2017
Dony Pratidana S. Hum | Bima Agus Setyawan S. IIP



DAFTAR PUSTAKA

Adamson, I., dkk. 2003. “Relationship Marketing, Customer Commitment and Trust
as a Strategy for the Smaller Hong Kong Corporate Banking Sector”.
International Journal of Bank Marketing.

Ardianto, Elvinaro. 2011. Metodologi Penelitian untuk Public Relations Kuantitatif
dan Kualitatif. Bandung: Simbiosa Rekatama Media.

Argenti, Paul A. 2010. Komunikasi Korporat. Jakarta: Penerbit Salemba Humanika.

Broom, Glen M. dkk. 2006. Effective Public Relations. New Jersey: Pearson
Education Inc.

Buana, Bayu. 2015. Company Profile. Jakarta: Bayu Buana.

Erica. 2009. Pengaruh Atribut-Atribut dari Program Pembinaan Loyalitas Pelanggan
terhadap Kepuasan dan Kesetiaan Pelanggan Toko (Studi Kasus: New
Matahari Club Card). Depok: Universitas Indonesia.

Faisal, Sanapiah. 2010. Format-Format Penelitian Sosial. Jakarta: PT RajaGrafindo
Persada.

Genasi, Chris. 2002. Winning Reputations: How to be your own Spin Doctor. New
York: Palgrave.

Gifano, Afif. 2012. Pengaruh Customer Relationship Management terhadap
Loyalitas Pelanggan (Studi pada Program Garuda Frequent Flyer Pada
Maskapai Penerbangan Garuda Indonesia di Jakarta). Depok: Universitas
Indonesia.

Greenberg, Paul. 2008. CRM at the Speed of Light: Social CRM Strategies, Tools,
and Techniques for Engaging Your Customers. New York: McGraw-Hill
Education.

Griffin, Jill. 2002. Customer Loyalty: How to Earn It, How to Keep It. California:
Jossey-Bass.

Harris, Thomas L. & Patricia T. Whalen. 2006. The Marketer’s Guide to Public
Relations in the 21° Century. Ohio: South-Western Educational Publishing.

Jain, Dipak & Siddhartha S. Singh. 2002. “Customer Lifetime Value Research in
Marketing: A Review and Future Directions”. Journal of Interactive
Marketing, vol. 16, no. 2.

Jefkins, Frank. 2003. Public Relations. Jakarta: Penerbit Erlangga.

74

Analisis Customer Retention..., Rahel Maharani, FIKOM UMN, 2017



Kotler, Philip & Gary Armstrong. 2007. Principles of Marketing. New Jersey:
Prentice Hall.

Nykamp, M. 2001. The Customer Differential: The Complete Guide to Implementing
Customer Relationship Management. New York: AMACOM.

Ormeno, Marcos. 2007. Managing Corporate Brands: A New Approach to Corporate
Communication. Deutch: Deutscher Universitétsverlag.

Peelen, Ed. 2005. Customer Relationship Management. Harlow: Pearson Education
Limited.

Peppers, Don & Martha Rogers. 2011. Managing Customer Relationships. New
Jersey: Wiley.

Salim, Agus. 2006. Teori dan Paradigma Penelitian Sosial. Yogyakarta:
Tiarawacana.

Sarwono, Jonathan. 2010. Pintar Menulis Karangan Illmiah: Kunci Sukses dalam
Menulis llmiah. Yogyakarta: Penerbit ANDI.

Schiffman, Leon G. & Joseph L. Wisenblit. 2015. Consumer Behavior. England:
Pearson Education Limited.

Sugiyono. 2009. Metode Penelitian Kuantitatif, Kualitatif dan R&D. Bandung:
Penerbit Alfabeta.

Theaker, Alison. 2008. The Public Relations Handbook. New Y ork: Routledge.

Verhoef, Peter C. 2003. “Understanding the Effect of Customer Relationship
Management Efforts on Customer Retention and Customer Share
Development”. Journal of Marketing.

Yolanda, Theodora & Sandjaja, Palar. 2014. “Strategi Customer Relationship
Management Hotel Santika Premiere Jakarta untuk Membentuk Loyalitas
Pelanggan”. Jurnal llmiah Communique, vol. 9, no. 2, h. 162-181.

Zikmund, dkk. 2003. Customer Relationship Management: Integrating Marketing
Strategy and Information Technology. New Jersey: John Wiley and Sons.

75

Analisis Customer Retention..., Rahel Maharani, FIKOM UMN, 2017



Online

Bayu Buana. 2014. “Bayu Buana Travel Club”. Dalam
http://www.bayubuanatravel.com/bbtc-id-greeting. Diakses pada 24 Maret
2017, pukul 16.50 di Tangerang.

Bayu Buana. 2014. “Bayu Buana Travel Club: Keuntungan”. Dalam
http://www.bayubuanatravel.com/bbtc-id-keuntungan. Diakses pada 24 Maret
2017, pukul 16.50 di Tangerang.

Bayu Buana. 2014. “Bayu Buana Travel Club: Tabel Hadiah”. Dalam
http://www.bayubuanatravel.com/bbtc-id-tabelhadiah. Diakses pada 13
September 2017, pukul 12.56 di Tangerang.

Bayu Buana. 2014. “Our Company”. Dalam
http://www.bayubuanatravel.com/profile. Diakses pada 24 Maret 2017, pukul
16.54 di Tangerang.

Cipriani, Fabio. 2008. “Social CRM - Concept, Benefits and Approach to adopt’.
Dalam https://www.slideshare.net/thcipriani/social-crm-presentation-761225.
Diakses pada 10 Agustus 2017, pukul 9.49 di Tangerang.

Hidayat, Sofyan Nur. 2011. “Lebaran, Kunjungan Wisata ke Luar Negeri Meningkat

20%”.  http://industri.kontan.co.id/news/lebaran-kunjungan-wisata-ke-luar-
negeri-meningkat-20-1. Diakses pada 24 Maret 2017, pukul 18.22 di
Tangerang.

K.I.A Travels. “About K.1.A Membership ” http://www kiatravels.co.id/page-about-
kia-membership-. Diakses pada 2 September 2017, pukul 17.49 di Tangerang.

Panorama Tours. “Tentang Panorama-JTB.com” http://www.panorama-jtb.com/faq.
Diakses pada 2 September 2017, pukul 17.59 di Tangerang.

Shilla Tour. “Shilla Tour the Ultimate Card”.
http://shillatour.co.id/membership/ultimate card. Diakses pada 24 Maret
2017, pukul 10.20 di Tangerang.

76

Analisis Customer Retention..., Rahel Maharani, FIKOM UMN, 2017





