
xiii 

 

DAFTAR PUSTAKA 

Abdolhosseini Khaligh, Alireza, Alireza Miremadi, and Mansoor Aminilari. 2012. 

“The Impact of ECRM on Loyalty and Retention of Customers in Iranian 

Telecommunication Sector.” International Journal of Business and 

Management 7(2). doi: 10.5539/ijbm.v7n2p150. 

Abdulfattah, Fatthwia. 2012. “The Effect of Electronic Customer Relationship on 

Customer Satisfaction a Study on Web Banking in Saudi Arabia.” 

Alfredo Ngantung, Vincensius, Johnny R. E. Tampi, and Aneke Y. Punuindoong. 

2022. “Pengaruh Kualitas Pelayanan Dan Harga Terhadap Loyalitas 

Pelanggan IndiHome Kota Tomohon.” Ejournal Unsrat 3(1). doi: 

10.35814/coverage.v10i1.1232. 

Alhaiou, Talhat, Zahir Irani, and Maged Ali. 2009. “The Relationship between 

ECRM Implementation and Eloyalty at Different Adoption Stages of 

Transaction Cycle: A Conceptual Framework and Hypothesis.” Proceedings 

of the European and Mediterranean Conference on Information Systems, 

EMCIS 2009 2009:1–12. 

Alim, S., and W. Ozuem. 2014. “The Influences of E-CRM on Customer 

Satisfaction and Loyalty in the UK Mobile Industry.” Copyright©2014 

Scienceline Publication Journal of Applied Business and Finance Researches 

3(2):47–54. 

Andrianto, Rifky Reza. 2014. “Pengaruh Kualitas Pelayanan Terhadap Loyalitas 

Di Mediasi Kepuasan Konsumen Pada PT. JNE.” Jurnal Ilmu Dan Riset 

Akuntansi (JIRA) (Vol 3, No 10 (2014)). 

Ardianti, Asri Nugrahani, and M. A. Widiartanto. 2019. “Pengaruh Online 

Customer Review Dan Online Customer Rating Terhadap Keputusan 

Pembelian Melalui Marketplace Shopee .” Jurnal Ilmu Administrasi Bisnis 

8:1–11. 

Az-zahra, Nafisa Salma. 2021. “Implementasi Digital Marketing Sebagai Strategi 

Dalam Meningkatkan Pemasaran UMKM.” NCOINS : National Conference 

Of Islamic Natural Science 20:77–88. 

Chu Liu, Chun, Hsing-chau Tseng, Li-min Chuang, and Chien-min Huang. 2012. 

“A Study of the Impact of the E-CRM Perspective on Customer Satisfaction 

and Customer.” Journal of Economic and Behavioural Studies 4(8):467–76. 

Darojat, Tubagus Ahmad. 2019. “Analysis of E-CRM and e-Service Quality of 

Customer Loyalty at PT. Kidang Rangga Jakarta Mebel With Satisfaction as 

a Intervening Variable.” Jurnal Mantik 3(January):31–38. 

Fahmi, Lutfiani Zetti. 2018. “Pengaruh Pengalaman Terhadap Loyalitas 

Pelanggan Dengan Kepercayaan Sebagai Variabel Mediasi (Studi Pada 

Konsumen Cafe Travel MIE Malang).” 



xiv 

 

Farmania, Aini, Riska Dwinda Elsyah, and Michael Aaron Tuori. 2021. 

“Transformation of Crm Activities into E-Crm: The Generating e-Loyalty 

and Open Innovation.” Journal of Open Innovation: Technology, Market, 

and Complexity 7(2):109. doi: 10.3390/joitmc7020109. 

Fauziah, Ina Agustina, and Septi Andryana. 2012. “Analisis Implementasi 

Electronic CRM Pada PT. Cordova Garment Untuk Meningkatkan 

Loyalitas.” 2012(semnasIF):59–64. 

Feinberg, Richard, and Rajesh Kadam. 2002. “E‐CRM Web Service Attributes as 

Determinants of Customer Satisfaction with Retail  Web Sites.” International 

Journal of Service Industry Management 13(5):432–51. doi: 

10.1108/09564230210447922. 

Fitriani, Ana. 2018. “Pengaruh E-Marketing Dan E-CRM Terhadap Loyalitas 

Nasabah Menggunakan Internet Banking Bank Syariah Mandiri The 

Influence of E-Marketing and E-CRM on Customer Loyalty Use Internet 

Banking at Mandiri Syariah Bank at Pontianak.” Januari 30:23. 

Francis, Tracy, and Fernanda Hoefel. 2018. “‘True Gen’: Generation Z and Its 

Implications for Companies.” McKinsey & Company 10. 

Hanifawati, Tri, Vivayani Wahyu Dewanti, and Ghita Dwi Saputri. 2019. “The 

Role Of Social Media Influencer On Brand Switching Of Millenial and Gen 

Z: A Study of Food-Beverage Products.” Journal of Applied Management 

(JAM) 17(4):625–38. doi: 10.21776/ub.jam.2019.017.04.07. 

Haryeni, Haryeni, Taufik Agus, and Nofri Yendra. 2022. “Pengaruh Kualitas 

Produk, Brand Image Dan Kepuasan Konsumen Terhadap Loyalitas 

Pelanggan Kartu Tri.” Jurnal Ekonomika Dan Bisnis (JEBS) 2(1):18–27. doi: 

10.47233/jebs.v2i1.58. 

Haudi, Erna Retno Rahadjeng, Ruby Santamoko, Riyan Sisiawan Putra, Dwi 

Purwoko, Dewi Nurjannah, Intan Rachmina Koho, Hadion Wijoyo, Ade 

Onny Siagian, Yoyok Cahyono, and Agus Purwanto. 2022. “The Role of E-

Marketing and e-Crm on e-Loyalty of Indonesian Companies during Covid 

Pandemic and Digital Era.” Uncertain Supply Chain Management 

10(1):217–24. doi: 10.5267/j.uscm.2021.9.006. 

Hutapea, Miftahul Husna, Liska Febrianti, and Nurbaiti. 2016. “Analysis of the 

Impact of E-Crm in Increasing Customer Satisfaction and Loyalty To the 

Indonesian Marketplace.” 2:1–23. 

Ismail, Nor Alina, and Husnayati Hussin. 2013. “E-CRM Features in the Context 

of Airlines e-Ticket Purchasing: A Conceptual Framework.” Pp. 1–5 in 2013 

5th International Conference on Information and Communication 

Technology for the Muslim World (ICT4M). 

Jutla, Dawn, James Craig, and Peter Bodorik. 2001. “Enabling and Measuring 

Electronic Customer Relationship Management Readiness.” Proceedings of 



xv 

 

the Hawaii International Conference on System Sciences 169. doi: 

10.1109/HICSS.2001.927054. 

Kotler, Philip, and Kevin Lane Keller. 2016. “Marketing Magement.” P. 290 in 

Pearson. 

Lupiyoadi, R. 2013. Manajemen Pemasaran Jasa Berbasis Kompetensi. jakarta: 

Salemba Empat. 

Mardalis. 2007. Metode Penelitian Suatu Pendekatan Proposal. Jakarta: Bumi. 

Aksara. 14th ed. malang: Bumi Aksara. 

Megawati, Seri. 2021. “Pengembangan Sistem Teknologi Internet of Things Yang 

Perlu Dikembangkan Negara Indonesia.” Journal of Information Engineering 

and Educational Technology 5(1):19–26. doi: 10.26740/jieet.v5n1.p19-26. 

Melda Kolo, Silviana, and Gede Sri Darma. 2020. “Faktor-Faktor Terpenting 

Yang Mempengaruhi Kepuasan Dan Loyalitas Pelanggan Pengguna Jaringan 

4G Di Denpasar.” Jurnal Manajemen Bisnis 17(1):57. doi: 

10.38043/jmb.v17i1.2342. 

Novyantri, Rema, and Maya Setiawardani. 2021. “The Effect Of E-Service 

Quality On Customer Loyalty With Customer Satisfaction As A Mediation 

Variable On Dana’s Digital Wallet (Study On Dana Users) Pengaruh E-

Service Quality Terhadap Loyalitas Pelanggan Dengan Kepuasan Pelanggan 

Sebagai Variabel Medias.” International Journal Administration, Business 

and Organization (IJABO) | 2(3):49–58. 

Nugroho, Ahmad Bayu. 2017. “Pengaruh Kualitas Pelayanan Terhadap Kepuasan 

Pelanggan Pada Pengguna Jasa Bimbingan Belajar Ganesha Operation 

Lubuk Pakam.” 

Nugroho, Christian Hari, Sunarso, and Setyaningsih Sri Utami. 2016. “Analisis 

Pengaruh Harga, Kualitas Produk Dan Kualitas Pelayanan Terhadap 

Kepuasan Konsumen Pada Rumah Makan Sfa Steak & Resto Di Klodran 

Karanganyar.” Jurnal Ekonomi Dan Kewirausahaan 16(3):364–71. 

Nur Hayati, Adis. 2021. “Analisis Tantangan Dan Penegakan Hukum Persaingan 

Usaha Pada Sektor E-Commerce Di Indonesia.” Jurnal Penelitian Hukum De 

Jure 21(1):109. doi: 10.30641/dejure.2021.v21.109-122. 

Nurrohman, Rosyid, Endang Siti Astuti, and Edy Yulianto. 2023. “The Effect of 

Service Quality on Customer Satisfaction and Its Impact on E-Commerce 

Customer Loyalty.” 17(2):4693–98. doi: 10.46254/ap03.20220796. 

Octavia, Ade, Sigit Indrawijaya, Yayuk Sriayudha, Heriberta, Husni Hasbullah, 

and Asrini. 2020. “Impact on E-Commerce Adoption on Entrepreneurial 

Orientation and Market Orientation in Business Performance of Smes.” 

Asian Economic and Financial Review 10(5):516–25. doi: 

10.18488/journal.aefr.2020.105.516.525. 



xvi 

 

Octavia, Anna Stasia, Patwayati, and Nursaban Rommy. 2019. “Pengaruh 

Customer Relationship Management Dan Kualitas Layanan Terhadap 

Loyalitas Pelanggan Melalui Kepuasan Pelanggan.” Jurnal Manajemen, 

Bisnis, Dan Organisas 4(2):148–62. doi: 10.33772/jumbo.v3i1.7211. 

Oumar, Timothy K., and Krishna K. Govender. 2017. “Exploring the E-CRM – e-

Customer- e-Loyalty Nexus a Kenyan Commercial Bank Case Study.” 

12(4):674–96. doi: 10.1515/mmcks-2017-0039.Introduction. 

Prismantoro, Bayu. 2020. “Pengaruh Service Quality Dan E-CRM Terhadap 

Loyalitas Konsumen Melalui Kepuasan (Studi Empirik PT Infinity Financial 

Service).” 1. 

Putra, Rio. 2021. “Determinasi Kepuasan Pelanggan Dan Loyalitas Pelanggan 

Terhadap Kualitas Produk, Citra Merek Dan Persepsi Harga (Literature 

Review Manajemen Pemasaran).” Jurnal Ekonomi Manajemen Sistem 

Informasi 2(4):516–24. doi: 10.31933/jemsi.v2i4.461. 

Putri, Anak Agung Istri Mas Vedanthi, and Ni Made Purnami. 2019. “Peran 

Kepuasan Memediasi Customer Relationship Management Terhadap 

Loyalitas Nasabah Bank Mega Cabang Sunset Road Kuta.” E-Jurnal 

Manajemen Universitas Udayana 8(7):4357. doi: 

10.24843/ejmunud.2019.v08.i07.p13. 

Putri, Isna Kiswantari. 2018. “Pengaruh Customer Relationship Management 

Terhadap Loyalitas Anggota Di KSPPS Sri Sejahtera Jawa Timur.” Jurnal 

Kajian Komunikasi 6(1):10–23. 

Rachman, Rosyidah, Rizna Gelbi, Permata Hati, Universitas Samawa, Sumbawa 

Besar, Article Info, and Article History. 2022. “Analisis Pengaruh Strategi 

Bisnis Online (E-Commerce) Dalam Menikatkan Minat Beli Konsumen.” 

31–39. 

Rafiah, Kurnia Khafidhatur. 2019. “Analisis Pengaruh Kepuasan Pelanggan Dan 

Kepercayaan Pelanggan Terhadap Loyalitas Pelanggan Dalam Berbelanja 

Melalui E-Commerce Di Indonesia.” Al Tijarah 5(1):46. doi: 

10.21111/tijarah.v5i1.3621. 

Ramadhany, Aris, and Supriyono Supriyono. 2022. “Pengaruh Kepercayaan Dan 

Kepuasan Pelanggan Terhadap Loyalitas Pelanggan Pada AP Garage 

(Bengkel Cat & Custom).” Ekonomis: Journal of Economics and Business 

6(1):199. doi: 10.33087/ekonomis.v6i1.511. 

Randy, Muh Fuad. 2020. “Analisis Customer Relationship Management Terhadap 

Loyalitas Melalui Kepuasan Pelanggan Pt Pelabuhan Indonesia Iv (Persero) 

Makassar.” AkMen JURNAL ILMIAH 17(4):590–98. doi: 

10.37476/akmen.v17i4.1150. 

Roselina, Mitha Alifia, and Asih Niati. 2019. “Analisis Pengaruh Kualitas Produk, 

Kualitas Pelayanan Dan Promosi Terhadap Kepuasan Konsumen Elsa Hijab 



xvii 

 

Semarang.” Solusi 17(3):221–34. doi: 10.26623/slsi.v17i3.1636. 

Sabila, Agnes Nuhalina. 2020. “Analisis Pengaruh E – Service Quality, E – 

Logistic, Dan E Customer Relationship Management Terhadap Kepuasan 

Konsumen Marketplace Shopee.” 1211–17. 

Sugiyono. 2018. Metodologi Penelitian Kuantitatif, Kualitatif, Dan R&D. 

bandung: alfabeta. 

Sugiyono. 2019. Metode Penelitian Kuantitatif Kualitatif Dan R & D. alfabeta. 

Sukwadi, Ronald, MM Wahyuni Inderwati, and Maria Indah Yemima. 2016. 

“Perilaku Konsumen Dalam Pemilihan Online Shop Instagram.” Jurnal 

Metris 17:123–32. 

Thahira, Inas. 2019. “Pengaruh Electronic Customer Relationship Management 

Terhadap Loyalitas Pelanggan Melalui Kepercayaan Pelanggan (Studi Pada 

Pelanggan Shopee).” 

Tjiptono, Fandy. 2014a. Pemasaran Jasa : Prinsip, Penerapan, Penelitian. 

yogyakarta: andi. 

Tjiptono, Fandy. 2014b. Pemasaran Jasa. yogyakarta: Bayumedia. 

Tjiptono, Fandy, and Gregorius Chandra. 2016. “Service, Quality & Satisfaction.” 

yogyakarta: andi offset. 

  


