DAFTAR PUSTAKA

Aacker, J.L. 2009. “Dimensions Of Brand Personality”. Journal Of Marketing Research, Vol XXXIV.
No 3

Bian, Xuemei and Luiz Moutinho. 2011. The role of brand image, product involvement, and
knowledge in explaining consumer purchase behaviour of counterfits. European Journal of
Marketing. 45(1/2): pp: 191-216

Boulding, W., Staelin, R., Ehret, M. and Johnston, W. (2005), “A customer relationship management
roadmap: what is known, potential pitfalls, and where to go”, Journal of Marketing, Vol. 69

No. 4, pp. 155-66

Buttle, Francis, 2007, Customer Relationship Management (Manajemen Hubungan Pelanggan)
Concept and Tools, Terjemahan:Arief Subiyanto,Published by Elsevier,Oxford

Carissa, Anatasha Onna, dkk, 2014, Penerapan Customer Relationship Management (CRM) sebagai
upaya untuk meningkatkan loyalitas pelanggan. Jurnal Administrasi Bisnis VVol. 15 No.1

Chadhig, Umar, 2007, Customer Relationsip Management (CRM) : Pilihan strategi untuk meraih
keunggulan bersaing. Jurnal Management Bisnis

Choubtarash, Neshat, Omid Mahdieg, and Ahmad B. Marnani. 2013. The study of relationship
between consumer involvement and brand loyalty (Case study: Cell phone). Interdicipline
Journal of Contemporary Research In Business. 4(12): pp: 276-296

Davis, William, 2000. Perilaku Organisasi, Erlangga. Jakarta

Durianto, D. 2005 Strategi Menaklukan Pasar. Jakarta: Gramedia Pustaka Utama

Ferdinand, Augusty. 2006, Metode Penelitian Manajemen. Semarang, BP.UNDIP

Friday, 2014, Pengaruh consumer involvement dan trust in a brand terhadpa brand loyalty pada
pengguna handphone Nokia. Jurnal Manajemen Bisnis. Vol. X. No.2

Gaffar, Vanessa. 2007. CRM dan MPR Hotel. Bandung: CV. Alfabeta

Ghozali, Imam, 2013. Aplikasi Analisis Multivariate bagi Program SPSS. Badan Penerbeid UNDIP
Gordon, lan. 2002. Best Practices: Customer Relationship Management. Ivey Business Journal.
Griffin, Jill. 2012. Customer Loyalty terjemahan Dwi Kartini Yahya. Jakarta: Erlanga

Harun, Harniza, 2011, Pengaruh customer relationship marketing dan nilai nasabah terhadap
loyalitas nasabah. Jurnal Manajemen Pemasaran Modern Vol. 3 No. 1 ISSN : 2085-0972

Imasari, Kartika dan Kezia Kurniawati Nursalin, 2011, Pengaruh customer relationship management

terhadap loyalitas pelanggan pada PT. BCA Tbk. Jurnal Fokus Ekonomi Vol. 10 No. 3 Hal.
183 - 192 ISSN : 1412 - 3851

64



Indah, Dewi Purnama dan Devie, 2013, Analisa pengaruh customer relationship management
terhadap keunggulan bersaing dan kinerja perusahaan, Jurnal Business Accounting Review,
Vol. 1 No. 2

Indriantoro, Nur dan Supomo, Bambang, 2002, Metodologi Penelitian Bisnis (Untuk Akuntansi dan
Manajemen), Edisi Pertama, BPFE — UGM, Yogyakarta

Keegan, Warren J., Moriarty, Sandfa E., and Duncan, Thomas R. 2003. Marketing, second edition.
New Jersey: Prentice Hall

Kotler, Philip and Keller, Kevin Lane. 2012. Marketing Management 13th Edition. Singapore: Prentice
Hall

Kumar, R., Luthra, A. and Datta, G. 2006. Linkages between brand personality and brand loyalty: a
qualitative study in an emerging market in the Indian context. South Asian Journal of
Management, 13(2), 11-35.

Lawson et al. 2004. The Impact of Customer Relationship Management on Customer Loyalty: The
Moderating Role of Web Site Characteristics. Journal of Computer-Mediated Communication

McQuarrie, Edward. F. dan Munson, J. Michael. 2007. *“ The Zaichkowsky Personal Involvement
Inventory : Modification and Extention “.Advances in Consumer Research. Volume 14,
Pages 36-40

Mas’ud, Fuad, 2004, Survai Diagnosis Oganisasional :Konsep & Apljikasi, Badan Penerbit UNDIP,
Semarang

Mayastuti, 1 Gusti Ayu Putu Utami, dkk, 2014, Peran product involvement dalam memoderasi
pengaruh country of origin terhadap purchase intention smarphone merek OPPO di Kota
Denpasar, Jurnal Ekononis Bisnis. Vol 7 N0.3604

Mulyadi dan Saktiawati, 2013, Pengaruh personality merek dan komunitas merek terhadap loyalitas
merek. Jurnal Kajian Manajemen Bisnis Vol. 4 No.2

Ndubisi, N.O. 2007, March). Relationship marketing and customer royalty. Marketing Intelligence &
Planning, Vol 25, No. 1, pp. 98-106. Retrieved 2007, from ABI/INFORM (Proquest)
database

Nguyen, T. U. H., Sherif, J. S. & Newby, M. (2007). Strategies for Successful CRM Implementation.
Information Management & Computer Security, 15(2), 102-115.

Oliver, Richard L, 2009, Satisfaction : A. Behavioral Perspective on The Consumer, Mc Graw — Hill :
New York.

Payne, A. & Frow, P. 2005. A Strategic Framework for Customer Relationship Management. Journal
of Marketing, 69, 167-176.

65



Ramaseshan, B dan Alisha Stein, 2014, Connecting the dots between brand experience and brand
loyalty : The mediating role of brand personality and brand relationship, Journal of Brand
Management Vol. 21 No. 7/8 664-683

Rangkuti, Freddy, 2012, The Power of Brands: Teknik Mengelola Brand Equity dan Strategi
Pengembangan Merek, Jakarta : Gramedia Pustaka Utama.

Riduwan, 2009, Skala Pengukuran Variabel-Variabel Penelitian, Alfabeta, Bandung.

Siahaan, Saor Mardongan. 2011. Pengaruh Persepsi Nilai Konsumen Terhadap Brand Loyalty Private
Label Carrefour Plaza Medan Fair. Jurnal manajemen Bisnis Universitas Sumatera Utara,
Medan

Sin, Leo Y.M., Alan Tse C.B. Yim, Frederick H.K ,2005, “CRM: Conceptualization and Scale
Development’, European Journal of Marketing, VVol.39, No.11/12, pp.1264-1290

Schiffman, G Leon., Kanuk, Leslie Lazar and Wisenblit, Joseph. 2011. Consumer Behavior Tenth
Edition. New Jersey: Prentice Hall

Semuel, Hatane, 2012, Customer relationship marketing pengaruhnya terhadap kepercayaan dan
loyalitas perbankan nasional. Jurnal manajemen pemasaran Vol. 7 no. 1 ISSN : 1907-235X

Suddin, Lada, et.al, 2014, Moderating role of product involvement on the relationship between brand
personality and brand loyalty. Journal of Internet Banking and Commerce. Vol. 19 No. 2

Sugiyono, 2012, Metode Penelitian Bisnis, Cetakan Ketujuh, Alfa Beta, Jakarta

Tariq, Muhammad I., Nawaz, Muhammad R., Nawaz, Muhammad M., and Hashim A. Butt. 2013.
Customer Perceptions about Branding and Brand loyalty: A Study of FMCG in an Emerging
Market. Journal of Basic and Applied Scientific Research. 3(2): pp: 340-347

Tjiptono, Fandy, 2014, Service Quality & Statisfaction, Edisi Ketiga, Andi Ofset, Yogyakarta

Umar, Husien, 2012, Metodologi Penelitian : Aplikasi dalam Pemasaran, PT. Gramedia Pustaka
Utama, Jakarta.

Wang, Yonggui dan Hui Feng, 2012, Customer Relationship Mangement Capabilities : measurement,
antecedents and consequences. Management Decision Vol. 50 No.1

66



