DAFTAR PUSTAKA

Alhaiou, T., Irani, Z., & Ali, M. (2009). The Relationship Between Ecrm
Implementation And E-Loyalty At Different Adoption Stages Of Transaction
Cycle: A Conceptual Framework And Hypothesis. European And Mediterranean

Conference On Information Systems. .

Anita, S., Raharjo, T. B., Harinie, L. T., Firdaus, Razak, M., Pratiwi, N., Rahmani, S.,
Nurunnisha, G. A., Mustafa, F., Hapsari, T. P., Rokhman, M. T., Sugiarti, Sari, O.
Y., & Dewi, K. A. (2024). Prinsip-prinsip pemasaran dalam dunia bisnis. CV.
Intelektual Manifes Media.

Annahli, Y. M., Hurriyati, R., & Monoarfa, H. (2023). The Effect of E-CRM on the
Customer Loyalty of McDonald’s Indonesia . 3(2).

Annur, C. M. (2023, November 17). Indonesia Merajai Pasar Kopi Modern di Asia
Tenggara pada 2023. Databoks.
https://databoks.katadata.co.id/datapublish/2023/11/17/indonesia-merajai-

pasar-kopi-modern-di-asia-tenggara-pada-2023

APJII. (2023, May 10). Survei APJII Pengguna Internet di Indonesia Tembus 215

Juta Orang. Asosiasi Penyelenggara Jasa Internet Indonesia.

Bose, S., & Rao, V. G. (2011). Perceived Benefits of Customer Loyalty Programs:
Validating The Scale In The Indian Contex. Management & Marketing.

Budianto, A. (2019). Customer Loyalty: Quality of Service. Journal of Management

Review.

Chaffey, D. (2009). E-Business and E-Commerce Management, Strategy,
Implementation and Practice. Financial Times.

Fakhri, R. (2022). PENGARUH KEPUASAN PELANGGAN TERHADAP LOYAL.
Ekonomi Dan Bisnis, 13.

Farmania, A., Elsyah, R. D., & Tuori, M. A. (2021). Transformation of crm activities

into e-crm: The generating e-loyalty and open innovation. Journal of Open
ration: Technology, Market, and Complexity, 7(2).
://doi.org/10.3390/joitmc7020109

« Imam. (2018). Aplikasi Analisis Multivariate dengan Program IBM Spss
disi 9). Semarang.
Optimized using

trial version
www.balesio.com

68



69

Hamid, N. R. A., Cheng, A. Y., & Akhir, R. M. (2011). Dimensions of E-CRM: An

Empirical Study on Hotels’ Web Sites. Journal of Southeast Asian Research.

Hendriyani, C., & Raharja, S. J. (2018). Analysisi Building Customer Engagement
Trough E-CRM in era Of Digital Banking in Indonesia.

Indrasari, M. (2019). PEMASARAN DAN KEPUASAN PELANGGAN. Unitomo Press.

Kamath, p, Pai, Y., & Prabhu, N. (2019). Building customer loyalty in retail banking:

A serial-mediation approach. . International Journal of Bank Marketing, 38(2).

Kariman, A., Wahab, Z., Shihab, M. S., & Natalisa, D. (2022). The Effect Of ECrm On
Customer Loyalty With Customer Satisfaction As A Mediation 84 Variable.

International Research Journal Of Management, It And Social Sciences.

Kifti, W. M., Muhazir, A., Rohminatin, & Fauzi, A. (2023). PENERAPAN LAYANAN E-
CRM PADA MY PONSEL KISARAN. Journal of Science and Social Research ,
vV(1).

Kotler, & Keller. (2021). Intisari Manajemen Pemasaran (A. Pramesta, Ed.; edisi 6).
ANDI.

Kotler, P., & Keller, K. L. (2012). Manajemen Pemasaran (Ketiga). Erlangga.

Kotler, P., & Keller, K. L. (2016). Marketing Management (15th ed.). Pearson Pretice
Hall.

Kumar, P., & Mokha, A. K. (2022). Electronic Customer Relationship Management
(E-CRM) and Customer Loyalty: The Mediating Role of Customer Satisfaction
in the Banking Industry. International Journal of E-Business Research, 18(1).
https://doi.org/10.4018/IJEBR.293292

Kurniawan, A., & Suroso, J. S. (2023). Analisys Of Factors Affecting Customer
Satisfaction and Loyality Of Mobile Banking At Private Bank Company (Vol. 5).

Marshellina, & Prabowo, H. (2013). PENGARUH E-CRM DAN SERVICE QUALITY
TERHADAP CUSTOMER SATISFACTION DAN DAMPAKNYA TERHADAP
CUSTOMER LOYALTY PADA PT XL. 4(2).

<ebunan. (2023, May 20). ICO: INDONESIA PRODUSEN DAN
SUMEN KOPI KEDUA TERBESAR DI ASPAS. Mediaperkebunan.|d.

Optimized using
trial version
www.balesio.com




70

Mokha, A. K. (2022). Examining the Interconnections Between E-CRM, Customer
Experience, Customer Satisfaction and Customer Loyalty: A Mediation

Approach. Journal of Electronic Commerce in Organizations, Volume 20(Issue

1).

Murdiati, H., Darna, N., & Kasman. (2019). ANALISIS PENGGUNAAN MODEL E-
CRM PADA PERUSAHAAN SMARTFREN KOTA TASIKMALAYA (Suatu Studi
Pada Distributor Smartfren Utama Jaya Cellular Tasikmalaya). Business

Management and Entrepreneurship Journal, 1(2).
Mustafa, F., & Riadi, S. (2024). Komunikasi bisnis. Pt Mafy Media Literasi Indonesia.

Mustafa, F., Siminto, & Ausat, A. M. (2024). The role of business information systems
in strategic decision-making: Implications for innovation and market adaptation.

Technopreneurship and Educational Development Review (TENDER), 60—67.

Nursalam. (2020). Metodologi Penelitian lImu Keperawatan: Pendekatan Praktis
(edisi 5). Salemba Medika.

ottencoffee.co.id. (2019, February 14). FORE COFFEE: THE NEXT GENERATION
OF COFFEE SHORP. Ottencoffee.Co.ld.

Rafiah, K. K. (2019). Analisis Pengaruh Kepuasan Pelanggan dan Kepercayaan
Pelanggan terhadap Loyalitas Pelanggan dalam Berbelanja melalui E-
commerce di Indonesia. 5(1), 46-56.

http://ejournal.unida.gontor.ac.id/index.php/altijarah

Rainer, R., & Prince, B. (2015). Information Technology Management Information

Systems. wiley.

Rosalina, V., & Nurhadiyan, T. (2018). Pemodelan Electronic Customer Relationship
Management ( ECrm ) Pada Rumah Sakit. Jurnal PROSISKO.

Saleem, M. B., & Siddik, M. (2020). Implementation Of Electronic Customer
Relationship Management (E-CRM) Activities Are The Key Indicator For

Improved Organization Performance. Business Managemen.

~~~~ AL & Kusumo, H. (2022). Strategi e-CRM Untuk Meningkatkan Kepuasan
umen: Sebuah Literatur Review. JURNAL MANAJEMEN SOSIAL
NOMI [DINAMIKA] , VOL 2.

Optimized using
trial version
www.balesio.com




71

Sriyanti, A. H. D., Payangan, O. R., & Mustafa, F. (2023). The Influence of Store
Atmosphere, Service Quality, and Product Variance on Customer Loyalty
Through Customer Satisfaction at Marinor Cafe in Makassar City. Economics
and Business Journal, 1, 763—772.

Sugiyono. (2018). Metode Penelitian Pendidikan Pendekatan Kuantitatif Kualitatif,
dan R&D. Alfabeta.

Suradi, A., Purwati, S., Zakaria, M., Nurbakti, R., & Mustafa, F. (2024). Analysis of
Determinant Factors Customer Loyalty Towards Brand in The
Telecommunication Industry With The Digitalization Paradigm. Jurnal Sistim
Informasi Dan Teknologi, 36—41.

Widhi, M. K., Ngatno, & Farida, N. (2023). PENGARUH CUSTOMER
RELATIONSHIP MANAGEMENT (CRM) TERHADAP CUSTOMER LOYALTY
DENGAN CUSTOMER SATISFACTION SEBAGAI VARIABEL INTERVENING
PADA JASA SERVICE PT. NASMOCO SILIWANGI SEMARANG. In Jurnal limu
Administrasi Bisnis (Vol. 12, Issue 2).

Zaim, H., Ramdani, M., & Haddi, A. (2020). E-Crm Success Factors As Determinants
Of Customer Satisfaction Rate In Retail Website. International Journal Of

Computer Information Systems And Industrial Management Applications, 12.

Optimized using
trial version
www.balesio.com




