
101 

 

DAFTAR PUSTAKA 

 

[ 1 ] Anderson, E., dan Sullivan, M. 1993. The Antecedents and Consequences 

of Customer Satisfaction for Firms. Marketing Science, hal. 125-145. 

[ 2 ] Aydin, Serkan dan Gokhan Ozer. 2005. The analysis of antecedents of 

customer loyalty in the Turkish mobile Telecommunication market. 

European Journal of Marketing, Vol.39, No.7/8, hal. 910-925. 

[ 3 ] Bakar, A. 2011. Analisis Pengaruh Customer Satisfaction, Switching 

Cost, Trust in Brand terhadap Customer Retention. Tugas Akhir, 

Program Sarjana Fakultas Teknik Industri Universitas Diponegoro, 

Semarang. 

[ 4 ] Biznet, 2011. Event List, [online] 

(http://www.biznetnetworks.com/En/?menu=Events, diakses 22 

September 2011).  

[ 5 ] Buttle, F. 2004. Customer Relationship Management: Concepts and 

Tools. Oxford: Elsevier Ltd.  

[ 6 ] CDG, 2010. Jumlah Pelanggan Flexi Prabayar di Indonesia, [online] 

        (http://www.cdg.org/resources/cdma_stats.asp, diakses 26 Desember 

2010). 

[ 7 ] Dyche, J. 2002. The CRM Handbook. Boston: Addison-Wisley. 

[ 8 ] Kuo, J., & Kuo, T. 2006. Promotion, Switching Barriers, and Loyalty. 

Australian Journal of Business and Management Research, Vol.1, 

No.2, hal. 30-44. 

[ 9 ] Kurnia, Eddy. 2009. Laporan Tahunan 2009, [online] 

(http://www.telkom.co.id/UHI/, diakses 10 September 2011. 

[ 10 ] Kotler, P. 2003. Marketing Insight from A to Z. John Wiley & Sons., Inc. 

[ 11 ] Kotler, P. Dan K. L. Keller, 2007. Manajemen Pemasaran I. Jakarta: PT. 

Indeks. 

[ 12 ] Laporan Tahunan PT.Telkom. 2010. Laporan Tahunan. 

[ 13 ] Lau, G., & Lee, S. 1999. Consumer's Trust in Brand and The Link to 

Brand Loyalty. Journal of Market Focused Management, hal.341-



102 

370. 

[ 14 ] Lee, J., & Feick, L. 2001. The Impact of Switching Costs on the Customer 

Satisfaction-loyalty Link: Mobile Phone Service in France. Journal 

of Service Marketing. 35-48. 

[ 15 ] MARS Indonesia, 2010. Indonesian Consumer Profile 2010, [online] 

        (http://www.marsindonesia.com/?p=3, diakses 26 Desember 2010). 

[ 16 ] Mowen, J. C. Dan M. Minor. 2002. Perilaku Konsumen Jilid 2. Jakarta: 

Erlangga. 

[ 17 ] Odin, Y., Odin, N., dan Florence, P. 2001. Conceptual and Operational 

Aspects of Brand Loyalty: An Empirical Investigation. Journal of 

Business Research 53, hal. 75-84. 

[ 18 ] Pitaloka, Bhrenda. 2011. Analisis Pengaruh Variabel Perceived Quality, 

Corporate Image, Alternative Attractiveness, dan Switching Cost 

Terhadap Customer Loyalty Pada Pelanggan Speedy di PT.Telkom 

Bandung Timur. Tugas Akhir, Program Sarjana Fakultas Rekayasa 

Industri Institut Teknologi Telkom, Bandung.  

[ 19 ] Permatasari, Dian. 2010. Analisis Variabel Yang Mempengaruhi 

Preferensi Nasabah Muslim Di Wilayah Bandung Untuk 

Menggunakan Jasa Perbankan Syariah. Tugas Akhir, Program 

Sarjana Fakultas Rekayasa Industri Institut Teknologi Telkom, 

Bandung. 

[ 20 ] Rasyidin, Afrizal. 2006. Analisis Kepuasan Pelanggan Terhadap 

Layanan Customer Service PT. Excelmindo Pratama, Tbk. Tesis, 

Program Studi Magister Manajemen Fakultas Ekonomi Universitas 

Indonesia, Jakarta. 

[ 21 ] Telkom. 2011. Promo dan VAS, [online] 

(http://www.telkomflexi.com/index.php/component/content/category

/38, diakses 17 September 2011). 

[ 22 ] Turkyılmaz, Ali dan Coskun Ozkan. 2007. Development of a customer 

satisfaction index model: An application o the Turkish mobile phone 

sector. Journal of Industrial Management & Data Systems, Vol. 107, 

No. 5, hal. 672-687. 



103 

[ 23 ] T-Mobile. 2011. Sponsorship, [online] (http://www.t-

mobile.com/Company/Community.aspx?tp=Abt_Tab_NBA, diakses 

tanggal 22 September 2011). 

[ 24 ] White, Lesley dan Yanamandram, Venkata. 2007. A model of customer 

retention of dissatisfied business services customer. Journal of 

Managing Services Quality, Vol. 1, No. 3, hal. 298-316. 

 

 

 

 

  


