
DAFTAR PUSTAKA 

 

 

Aarti Kataria, A. K., Ruchi Garg. 2013. Effective Internal Communication: A Way Towards 

Sustainability. IJBT, 6(2). 

 

Anonim. 2014. Pedoman Penulisan Tesis Magister Manajemen. Universitas Islam Sultan 

Agung Semarang: SA Press. 

 

Arikunto, S. 2006. “Prosedur Penelitian Suatu Pendekatanpraktik”. Jakarta: PT RINEKA 

CIPTA. 

 

Ariyanti, M. 2006. Manajemen Hubungan Pelanggan Guna Memperoleh Loyalitas 

Pelanggan: Suatu Konsep. Jurnal Bisnis, Manajemen, & Ekonomi, 7(4): 888-900. 

 

Benjamin M. Galvin, D. A. W., Pierre Balthazard. 2010. Visionary Communication Qualities 

As Mediators Of The Relationship Between Narcissism And Attributions Of Leader 

Charisma. PERSONNEL PSYCHOLOGY, 63 509–537. 

 

Blut, Markus, et al. "The impact of service characteristics on the switching costs–customer 

loyalty link." Journal of Retailing 90.2 (2014): 275-290 

 

Chang, H. H., Chuang, S.-S., & Chao, S. H. 2011. Determinants Of Cultural Adaptation, 

Communication Quality, And Trust In Virtual Teams' Performance. Total Quality 

Management & Business Excellence, 22(3): 305-329. 

 

Chen, C.-F., & Myagmarsuren, O. 2011. Brand Equity, Relationship Quality, Relationship 

Value, And Customer Loyalty: Evidence From The Telecommunications Services. 

Total Quality Management & Business Excellence, 22(9): 957-974. 

 

Chiu, Chao‐Min, et al. "Understanding customers' repeat purchase intentions in B2C 

e‐commerce: the roles of utilitarian value, hedonic value and perceived risk." 

Information Systems Journal 24.1 (2014): 85-114. 

 

Gamboa, Ana Margarida, and Helena Martins Gonçalves. "Customer loyalty through social 

networks: Lessons from Zara on Facebook." Business Horizons 57.6 (2014): 709-717. 

 

Fang, Yulin, et al. "Trust, Satisfaction, and Online Repurchase Intention: The Moderating 

Role of Perceived Effectiveness of E-Commerce Institutional Mechanisms." Mis 

Quarterly 38.2 (2014). 

 

Goetsch, David L., and Stanley B. Davis. Quality management for organizational excellence. 

Upper Saddle River, NJ: pearson, 2014 

 

Handoko, T. H. 2003. Manajemen  Yogyakarta: Bpfeyogyakarta. 

 

Hanggono, Aditya Arie. "Analisis Atas Praktek TAM (Technology Acceptance Model) 

dalam Mendukung Bisnis Online dengan Memanfaatkan Jejaring Sosial Instagram." 

Jurnal Administrasi Bisnis 26.1 (2015). 

 



Hasibuan, M. S. 2007. Manajemen Sumber Daya Manusia. Jakarta: Bumi Aksara. 

 

Hidayat, R. 2009. Pengaruh Kualitas Layanan, Kualitas Produk Dan Nilai Nasabah Terhadap 

Kepuasan Dan Loyalitas Nasabah Bank Mandiri. Jurnal Manajemen Dan 

Kewirausahaan (Journal Of Management And Entrepreneurship), 11(1): Pp. 59-72. 

 

HSUAN-YI CHOU, N.-H. L., KUAN-YU LIANG. 2011. The Antecedents And Belief-

Polarized Effects Of Thought Confidence. The Journal Of Psychology, 145(5): 481–

506. 

 

Huang, Chun-Chen, et al. "The relationship among corporate social responsibility, service 

quality, corporate image and purchase intention." International Journal of 

Organizational Innovation (Online) 6.3 (2014): 68. 

 

Jahanshani, Asghar Afshar, et al. "Study the effects of customer service and product quality 

on customer satisfaction and loyalty." (2014). 

 

Jan H. Schumann, F. V. W., Anne Stringfellow, Zhilin Yang, Vera Blazevic, Sandra 

Praxmarer, G. Shainesh, Marcin Komor, Randall M. Shannon, And Fernando R. 

Jiménez. 2010, . Cross-Cultural Differences In The Effect Of Received Word-Of-

Mouth Referral In Relational Service Exchange. Journal Of International Marketing 

American Marketing Association, No. 3: 62-80. 

 

Janssen, O., Lam, C. K., & Huang, X. 2010. Emotional Exhaustion And Job Performance: 

The Moderating Roles Of Distributive Justice And Positive Affect. Journal Of 

Organizational Behavior, 31(6): 787-809. 

 

Kotler, P., Kartajaya, H. and Setiawan, I., 2010. Marketing 3.0: From products to customers 

to the human spirit. John Wiley & Sons. 

 

Kotler, Philip dan Kevin Lane Keller. (2012). Marketing Management Fourteenth Edition. 

New Jersey: Pearson Education 

 

Li, Mei-Lien, and Robert D. Green. "A mediating influence on customer loyalty: The role of 

perceived value." Journal of Management and Marketing Research 7 (2011): 1. 

 

Li, Y., Wang, X., & Yang, Z. 2011. The Effects Of Corporate-Brand Credibility, Perceived 

Corporate-Brand Origin, And Self-Image Congruence On Purchase Intention: 

Evidence From China's Auto Industry. Journal Of Global Marketing, 24(1): 58-68. 

Liu, C.-T., Guo, Y. M., & Lee, C.-H. 2011. The Effects Of Relationship Quality And 

Switching Barriers On Customer Loyalty. International Journal Of Information 

Management, 31(1): 71-79. 

 

Lu, Long-Chuan, Wen-Pin Chang, and Hsiu-Hua Chang. "Consumer attitudes toward 

blogger’s sponsored recommendations and purchase intention: The effect of 

sponsorship type, product type, and brand awareness." Computers in Human Behavior 

34 (2014): 258-266. 

 

Mathis, R. L. J., John . H. 2009. Manajemen Sumber Daya Manusia. Jakarta: Salemba 

Empat. 



 

Muttaqin, Z. 2012. Facebook Marketing Dalam Komunikasi Pemasaran Modern. Teknologi, 

1(2). 

 

Nurrohim, H., & Anatan, L. 2010. Efektivitas Komunikasi Dalam Organisasi. Jurnal 

Manajemen, 8(2): Pp. 11-20. 

 

Ndubisi, N. 2007. Relationship Marketing And Customer Loyalty. Marketing Intelligence & 

Planning, 25(1): 98-106. 

 

Orel, Fatma Demirci, and Ali Kara. "Supermarket self-checkout service quality, customer 

satisfaction, and loyalty: Empirical evidence from an emerging market." Journal of 

Retailing and Consumer Services 21.2 (2014): 118-129. 

 

Park, H., Kang, M. J., & Son, S. 2012. Factors Affecting Quality And Performance – A Case 

Study Of Korean Aircraft Maintenance Unit. Total Quality Management & Business 

Excellence, 23(2): 197-219. 

 

Peppers, Don, and Martha Rogers. Managing Customer Experience and Relationships: A 

Strategic Framework. John Wiley & Sons, 2016. 

 

Pookulangara, Sanjukta, and Kristian Koesler. "Cultural influence on consumers' usage of 

social networks and its' impact on online purchase intentions." Journal of Retailing and 

Consumer Services 18.4 (2011): 348-354. 

 

Semuel, H. 2012. Customer Relationship Marketing Pengaruhnya Terhadap Kepercayaan 

Dan Loyalitas Perbankan Nasional. Jurnal Manajemen Pemasaran, 7(1): 33-41. 

 

Setiawan, M. B. 2007. Pengaruh Kualitas Layanan, Kepercayaan Dan Komitmen Terhadap 

Loyalitas Nasabah (Studi Pada PD. BPR Bank Pasar Kendal). Jurnal Bisnis Dan 

Ekonomi, 14(2). 

 

Simamora, H. 2003. Manajemen Sumber Daya Manusia. Jakarta: STIE YKPN. 

 

Silver, L. and Berggren, B., 2010. The close relationship strategy–corporate brand 

development in banking. Journal of Brand Management, 17(4), pp.289-300. 

 

Sparks, Beverley A., and Victoria Browning. "The impact of online reviews on hotel booking 

intentions and perception of trust." Tourism management 32.6 (2011): 1310-1323. 

 

Subagio, H., & Saputra, R. 2012. Pengaruh Perceived Service Quality, Perceived Value, 

Satisfaction Dan Image Terhadap Customer Loyalty (Studi Kasus Garuda Indonesia). 

Jurnal Manajemen Pemasaran, 7(1): 42-52. 

 

Sucahyo, A. D., Fauzi DH, A., & Arifin, Z. 2013. Analisis Pengaruh Customer Relationship 

Marketing Pemasaran Hubungan Pelanggan Dalam Meningkatkan Kepuasan Dan 

Loyalitas (Survei Pada Nasabah Bank Tabungan Pensiunan Nasional Mitra Usaha 

Rakyat Kantor Cabang Bojonegoro). PROFIT (JURNAL ADMINISTRASI BISNIS), 

7(1). 

 



Sugiyono. 2012. Memahami Penelitian Kualitati. Bandung: ALFABETA. 

 

Suprapto, T. 2009. Pengantar Teori & Manajemen Komunikasi: Media Pressindo. 

 

Tallon, P.P., 2010. A service science perspective on strategic choice, IT, and performance in 

US banking. Journal of Management Information Systems, 26(4), pp.219-252. 

 

Taskin, L., & Bridoux, F. 2010. Telework: A Challenge To Knowledge Transfer In 

Organizations. The International Journal Of Human Resource Management, 21(13): 

2503-2520. 

 

Tjahyadi, R. A. 2010. Membangun Hubungan Jangka Panjang Pelanggan Melalui 

Relationship Marketing. Jurnal Manajemen, 5(2): Pp. 35-45. 

 

 

Widodo. 2010. Metodologi Penelitian Manajemen, Fakultas Ekonomi Unissula Semarang. 

Semarang: Sultan Agung Press. 

 

Yoo, M. S., & Chae, S. M. 2011. Effects Of Peer Review On Communication Skills And 

Learning Motivation Among Nursing Students. J Nurs Educ, 50(4): 230-233. 

 

Yunita T. Winarto, Totok Suhardiyanto, Ezra M. Choesin – 2016 yayasan pustaka obor 

indonesia jakarta 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Lampirn 1 

 

KUESIONER 

 

Identitas Responden 

Nama responden : .................................................................... (boleh tidak diisi ) 

Umur :........................................................................ 

Pendidikan : ....................................................................... 

Jenis Kelamin :  pria                   wanita  

Jabatan : ...................................................................... 

Pekerjaan  : ...................................................................... 

 

 

Petunjuk: 

Berikan tanda silang (X) pada penilaian Bapak/Ibu/Saudara selama menjalani pekerjaan 

sehari-hari dengan kriteria sebagai berikut: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Sangat 

Tidak 

Setuju 

Sangat 

Setuju 
1 2 3 4 5 



1. Kualitas Komunikasi  

No Scale Score 

 

1 Komunikasi saya dengan BNI terdapat 

transparansi 

 

 

Transparansi seperti apa mohon 

dijelaskan________________________________ 

 

 

 

 

 

STS   1  2  3  4  5  6  SS 

 

 

 

2 Komunikasi saya dengan BNI terdapat timbal 

balik 

 

 

Timbal balik seperti apa mohon 

dijelaskan________________________________ 

 

 

 

 

STS   1  2  3  4  5  6  SS 

3 Komunikasi saya dengan BNI terdapat 

kesantunan 

 

 

kesantunan  seperti apa mohon 

dijelaskan________________________________ 

 

 

 

 

STS   1  2  3  4  5  6  SS 

 

 

2. Brand Credibility 

 
 Scale Score 

 

1 BNI selalu menggunakan  peralatan IT secara 

intensif dalam melayani nasabah  

 

 

intensitas yang seperti apa seperti apa mohon 

dijelaskan________________________________ 

 

 

STS   1  2  3  4  5  6  SS 

 

 

 



 

 

2 Frekuensi pemanfaatan IT di BNI untuk melayani 

nasabahnya sangat tinggi  

 

 

Frekuensi pemanfaatan  seperti apa mohon 

dijelaskan________________________________ 

 

 

 

 

STS   1  2  3  4  5  6  SS 

3 BNI memiliki banyak sekali aplikasi yang 

memudahkan nasabah.  

 

 

Aplikasi dan perangkat lunak seperti apa mohon 

dijelaskan________________________________ 

 

 

 

 

STS   1  2  3  4  5  6  SS 

 

 

 

3.  Customer relationship marketing  

 
No Scale Score 

 

1 Hubungan saya dengan BNI terdapat ikatan / bonding 

yang erat 

 

 

Ikatan  yang seperti apa seperti apa mohon dijelaskan  

_____________________________ 

 

 

 

 

STS   1  2  3  4  5  6  SS 

 

 

 

2 Hubungan saya dengan BNI memiliki emphaty  

 

 

emphaty seperti apa mohon dijelaskan 

_______________________________ 

 

 

 

 

STS   1  2  3  4  5  6  SS 



3 Hubungan saya dan BNI terdapat trust yang baik 

 

 

trust  seperti apa mohon dijelaskan 

_______________________________ 

 

 

 

 

STS   1  2  3  4  5  6  SS 

 

 

4. Customer royalty 

 
No Scale Score 

 

1 Saya selalu puas dengan layanan BNI sehingga selalu 

mempercayakan jasa perbankan saya di BNI  

 

Mengapa anda mendukung kembali layanan jasa BNI  

mohon dijelaskan  _____________________________ 

 

 

 

 

 

STS   1  2  3  4  5  6  SS 

 

 

 

2 Saya tetap akan loyal dalam menggunakan jasa BNI 

dalam urusan perbankan saya secara emosional dan 

psikologis. 

 

Loyal dalam hal emosional dan psikologis seperti apa 

mohon dijelaskan _______________________________ 

 

 

 

 

STS   1  2  3  4  5  6  SS 

 
 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 


