
DAFTAR PUSTAKA 
 

Jurnal 

 

Adistra, M. A., & Maupa, H. (2024). Pengaruh Customer Relationship 

Management terhadap loyalitas pemain generasi milenial RF Return yang 

dimoderasi oleh kepuasan pelanggan di Indonesia. Jurnal Manajemen Bisnis 

dan Kewirausahaan. 

 

Astari, K. N., Silintowe, Y. B. R., & Susanto, A. (2025). Customer satisfaction as 

the mediating variable between customer value and customer loyalty. 

Journal of Advances in Accounting, Economics, and Management. 

 

Atmaja, D. R., & Lestari, P. (2025). Pengaruh kualitas yang dirasakan, nilai yang 

dirasakan, kepercayaan merek, dan citra merek terhadap loyalitas merek 

yang dimediasi oleh kepuasan pelanggan. Jurnal Lentera Bisnis. 

 

Gallarza, M. G., Gil-Saura, I., & Holbrook, M. B. (2020). The value dimension of 

consumption: A systematic review and conceptual framework. Journal of 

Consumer Behaviour. 

 

Harahap, F. A. R., & Lestari, I. (2025). Pengaruh Customer Relationship 

Marketing dan nilai pelanggan terhadap loyalitas nasabah Bank Sumut 

Medan. Economics: Business and Management Science Journal. 

 

Khan, I., Fatma, M., & Rahman, Z. (2023). Customer engagement and loyalty: 

The role of relationship quality and customer trust. Journal of Retailing and 

Consumer Services. 

 

Magdalena, M., Wulandari, W., & Mulyono. (2025). Pengaruh kualitas layanan 

dan Customer Relationship Management terhadap loyalitas pelanggan 

dengan kepuasan pelanggan sebagai variabel mediasi (Studi pada Wewe 

Travel). [Nama jurnal belum dicantumkan]. 

 

Pasla, P. R. Y., Sembiring, R. I., & Widyaningrum, S. (2025). The effect of 

Customer Relationship Management on customer loyalty with satisfaction 

as a mediating variable at Bank Rakyat Indonesia Galunggung Branch. 

Formosa Journal of Multidisciplinary Research. 

 

Payne, A., Frow, P., & Eggert, A. (2017). The customer value proposition: 

Evolution, development, and application in marketing. Journal of the 

Academy of Marketing Science, 45(4), 467–489. 

 

Primasari, S., & Dwita, V. (2025). Customer loyalty: A systematic literature 

review. Journal of Indonesian Management. 

 



Purnama, K. D., & Manalu, G. (2024). Evolution and challenges of Customer 

Relationship Management implementation in the digital economy: A 

systematic literature review. Journal of Management and Informatics. 

 

Putri, I. A. Y. M., & Yulianthini, N. N. (2023). Pengaruh kualitas pelayanan dan 

kepuasan pelanggan terhadap loyalitas pelanggan di Warung Ko-Vaitnam 

Singaraja. [Nama jurnal belum dicantumkan]. 

Rachman, Z. A., Putra, S. A., Herdiyanto, R. A. D., & Pratiwi, A. L. (2023). 

Analisis faktor yang memengaruhi Customer Relationship Management 

terhadap kepuasan dan loyalitas pelanggan. DjTechno: Jurnal Teknologi 

Informasi. 

 

Rahmadi, A. N., Sudarmiatin, Soetjipto, B. E., Putra, Y. P., & Hassan, R. S. 

(2024). Customer Relationship Management strategy in handling customer 

service complaints to increase customer satisfaction. International Journal 

of Management Science. 

 

Rajaguru, R., Clemes, M. D., & Dean, D. (2021). Customer relationship 

management and customer loyalty: The mediating role of customer 

engagement. Journal of Retailing and Consumer Services. 

 

Rather, R. A., Tehseen, S., & Parrey, S. H. (2021). Customer brand engagement, 

customer satisfaction, and brand loyalty: A unified framework. Journal of 

Retailing and Consumer Services. 

 

Relationship management and perceived value on electronic customer loyalty 

through electronic customer satisfaction on XYZ.com. (n.d.). Social 

Economics and Ecology International Journal. 

Sweeney, J. C., & Soutar, G. N. (2001). Consumer perceived value: The 

development of a multiple item scale. Journal of Retailing, 77(2), 203–220. 

https://doi.org/10.1016/S0022-4359(01)00041-0. 

 

Walenta, A. S., Joko, Kuswinardi, Wardani, A., Efendi, B., & Zulfikhar, R. 

(2023). Aplikasi manajemen hubungan pelanggan (Customer Relationship 

Management) dalam era digital: Analisis literatur tentang keuntungan dan 

implementasi. Jurnal Pendidikan Tambusai. 

 

Wijaya, D., & Dewanti, R. (2022). Analysis of the effect of electronic Customer 

Relationship Management on customer loyalty. [Nama jurnal belum 

dicantumkan]. 

 

Zahida, H., Febrilia, I., & Rahmi. (2023). Pengaruh Customer Relationship 

Management terhadap loyalitas pelanggan dengan kepuasan pelanggan 

sebagai variabel intervening (Studi kasus pada konsumen Mixue di 

Jabodetabek). Jurnal Pemasaran Kompetitif. 

 

Buku 

 

https://doi.org/10.1016/S0022-4359(01)00041-0


Castaldo, S. (Ed.). (2024). Customer loyalty: Theory, measurement, and 

management. Bocconi University Press. ISBN 978-9791280623553. 

 

Ghozali, I. (2021). Partial least squares: Konsep, teknik, dan aplikasi 

menggunakan program SmartPLS versi 3.2.9 untuk penelitian empiris 

(Edisi ke-3). Badan Penerbit Universitas Diponegoro. 

 

Hair, J. F., Jr., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2022). A primer on 

partial least squares structural equation modeling (PLS-SEM) (3rd ed.). 

SAGE Publications. 

 

Hill, N., & Alexander, J. (2017). The handbook of customer satisfaction and 

loyalty measurement (3rd ed.). Routledge. 

 

Keeling, D. I., de Ruyter, K., & Cox, D. (Eds.). (2022). Handbook of research on 

customer loyalty. Edward Elgar Publishing. ISBN 978-1-80037-162-0. 

 

Kotler, P., Keller, K. L., & Chernev, A. (2022). Marketing management (16th 

ed.). Pearson Education. 

 

Lambe, G. Z., Yulianti, R., Maemunah, S., & Daud, A. (2025). Customer 

relationship management. CV Luminary Press Indonesia. ISBN 978-634-

7304-35-3. 

 

Website 

 

Compas. (2022). Brand perawatan kulit lokal terlaris di perdagangan elektronik 

[Data riset pasar]. Compas Indonesia. 

 

Databoks Katadata. (2022, Juli). Preferensi responden dalam memilih merek 

kosmetik [Data survei]. Katadata Indonesia. 

 


	DAFTAR PUSTAKA
	Jurnal
	Buku
	Website


