DAFTAR PUSTAKA

Adi, K., Safirin, M. T., & Rahadian, Y. R. (2023). Analysis of Service Quality on
Customer Satisfaction and Switching Intention. Journal La Sociale, 4(3), 168—
187. https://doi.org/10.37899/journal-la-sociale.v413.1608

Adil, A., Liana, Y., Mayasari, R., Lamonge, A. S., Ristiyana, R., Saputri, F. R.,
Jayatmi, 1., Satria, E. B., Permana, A. A., Rohman, M. M., Arta, D. N. C., Bani,
M. D., Bani, G. A., Haslinah, A., & Wijoyo, E. B. (2022). Metode Penelitian
Kuantitatif dan Kualitatif: Teori Praktik (M. K. Dr. Neila Sulung, S.Pd., Ns. & S.
T. K. Rantika Maida Sahara (eds.)). GET PRESS INDONESIA.

Citra. (2025). The Influence of Interpersonal Communication and Service Quality of
Cardiologists on Patient Loyalty at Welas Asih Regional General Hospital. Jurnal
of Social Reserech, 4. https://doi.org/https://doi.org/10.55324/josr.v4111.2864

Danurdara, A. B., & Masatif, A. (2025). Assessing the customer experience quality and
customer loyalty: The mediating role of customer satisfaction. Innovative
Marketing, 21(2), 248-259. https://doi.org/10.21511/im.21(2).2025.20

Dr Budi Kuncahyo, D. S. (2025). Permodelan Persamaan Struktural.

Fina Sunardiyah, Pawito, A. M. I. N. (2022). Pengaruh Komunikasi Interpersonal,
Kampanye Sosial Media dan Citra Organisasi terhadap Kepuasan Konsumen di
Bea Cukai Surakarta. Jurnal Ilmu Komunikasi, 20(2).
https://doi.org/https://doi.org/10.31315/jik.v20i2.6615

Gil, 1., Helvacioglu, E. T., & Sarach, S. (2023). Service Quality, Outpatient
Satisfaction and Loyalty in Community Pharmacies in Turkey: A structural
Equation Modeling Approach. Exploratory Research in Clinical and Social
Pharmacy, 12. https://doi.org/10.1016/j.rcsop.2023.100361

Hatta Setiabudhi, S.E, M. A., Suwono, S.E, M. S., Yudi Agus Setiawan, S.S, M. ., &

Xiv



Syahrul Karim, M. S. (2024). Analisis Data Kuantitatif dengan SmartPLS 4 (1. P.
H. H. Duari (ed.)). Borneo Novelty Publishing.
https://ebooks.borneonovelty.com/media/publications/588838-analisis-data-
kuantitatif-dengan-smartpl-29069ce4.pdf

Hielvita, L. (2022). Meningkatkan Kepuasan Pelanggan dengan Peran Komunikasi
Interpersonal yang Tepatdan Waktu Tunggu. Journal of Social Science, 6(1).
https://ejournal.asaindo.ac.id/index.php/eduturisma/article/view/1251/758

Imam, G., & Kusumadewi, K. A. (2023). Partial Least Square Konsep, Teknik dan
Aplikasi menggunakan Progam Smart PLS 4.0. Yoga Pratama.

Indriana, K., & Prastyorini, J. (2024). Pengaruh Kepemimpinan Terhadap Kinerja
Karyawan Melalui Kepuasan kerja Karyawan PT Anugerah Tirta Samudera.
https://doi.org/https://doi.org/10.52310/jbhorizon.v7i11.140

Irwanda, A. A. I. A. A. P. (2024). Pengaruh Komunikasi Interpersonal Customer
Service Terhadap Loyalitas Nasabah Bank Syariah Indonesia KCP Tanah Tinggi.
14(1). https://doi.org/https://doi.org/10.56745/statement.v1411.329

Karuniawan, I. K. V. A., & Santika, I. W. (2023). Peran Kepuasan Pelanggan Dalam
Memediasi Pengaruh Kualitas Layanan Terhadap Loyalitas Pelanggan. E-Jurnal
Manajemen Universitas Udayana, 12(9), 995.
https://doi.org/10.24843/ejmunud.2023.v12.109.p06

Kwik Cynthia Yuliani, L. L. (2022). Pengaruh E-Banking, Kualitas Pelayanan dan
Kualitas Komunikasi Terhadap Loyalitas Nasabah (Studi Kasus Nasabah Bank
BCA Kota Semarang). 1.
https://www.ejournal.stiepena.ac.id/index.php/fokusemba/article/view/630

Ma, G., & Ma, J. (2022). The Impact of Airport Facility Service Quality on Brand
Experience and Passenger Satisfaction: Considering the Mediating Role of Brand
Engagement. Future Transportation, 2(2), 501-521.
https://doi.org/10.3390/futuretransp2020028



Oliver, L, R. (1999). Whence consumer loyalty ? Journal of Marketing, 63(Special
Issue 1999), 33-44.

Parasuraman, A., Zeithamel, V. A., & Berry, L. L. (1988). SERVQUAL: A Multiple-
Item Scale for Measuring Consumer Perceptions of Service Quality. Journal of
Retailing, 64(1), 12-37.

Phuong Nguyen. (2022). Service-DominantLogic: A Model of Service Satisfaction and
Its Antecedents. https://doi.org/10.24018/ejbmr.2022.7.3.1404

Radarsurabaya. (2026). NPelabuhan Tanjung Perak Surabaya Catat 132 Ribu
Penumpang Saat Mudik dan Balik Lebaran, Balikpapan Tertinggi.

Safitri Firdaus, & Youmil Abrian. (2025). A Quantitative Study on the Influence of
Authenticity and Employee Helpfulness on Customer Delight at The Balcone
Hotel & Resort. Journal of Multidimensional Management, 2(1), 114-119.
https://doi.org/10.63076/jomm.v2il.26

Saputra, K. A., & Sugiati, G. A. (2023). The Role of Customer Satisfaction Mediates
The Effect of Service Quality on Customer Loyalty in Online Transportation.
Jurnal Ekonomi & Bisnis JAGADITHA, 10(2), 192-199.
https://doi.org/10.22225/1.10.2.2023.192-199

Setiono, B. A., & Hidayat, S. (2022). Influence of Service Quality with the Dimensions
of Reliability, Responsiveness, Assurance, Empathy and Tangibles on Customer
Satisfaction. International Journal of Economics, Business and Management
Research, 06(09), 330-341. https://doi.org/10.51505/ijebmr.2022.6924

Setyadi, B., Helmi, S., & Syed Ismail bin Syed Mohamad. (2023). Customer
Satisfaction Mediates the Influence of Service Quality on Customer Loyalty in
Islamic Banks. [International Journal of Islamic Business and Economics
(IJIBEC), 7(1), 25-36. https://doi.org/10.28918/ijibec.v7i1.6924

Shibeika, A. M. (2025). The Effect of Employee Service Quality on Customer Loyalty
in the Saudi Retail Sector. Journal of Service Science and Management, 18(05),
350-372. https://doi.org/10.4236/jssm.2025.185023

Shipra Agarwal. (2024). CRM and Customer Loyalty: The Mediating Role of Frontline



Employee’s Performance in Banking Sector. 4(2).
https://jier.org/index.php/journal/article/view/884/751

Siti Fatimah, Mukhammad Idrus, Afiah Mukhtar, Karta Negara Salam, & Ismawati
Ismawati. (2022). Study On Service Quality On Customer Satisfaction And
Loyalty. Jurnal Manajemen, 26(3), 512-532.
https://doi.org/10.24912/jm.v26i3.938

Situmorang, I. R. G. V. M. W. (2025). The Impact of Service Quality and Price
Customer Loyalty in Medan City for Wendy’s Medan Products. Jurnal
Manajemen Bisnis Eka Prasetya, 11. https://www.researchgate.net/profile/Irvan-
Situmorang/publication/396279068

Sofyani, H. (2025). Penggunaan Teknik Partial Least Square (PLS) dalam Riset
Akuntansi Berbasis Survei. Reviu Akuntansi Dan Bisnis Indonesia, 9(1), 80-94.
https://doi.org/10.18196/rabin.v9i1.26199

Sorso, H. (2024). Staff Responsiveness and Communication on Passenger Satisfaction:
Bases for Passenger Service Satisfaction Framework. Journal of Interdisciplinary
Perspectives, 2(7). https://doi.org/10.69569/jip.2024.0211

Susanto, P. C., Arini2, D. U., Yuntina3, L., Panatap, J., Soehaditama4, & Nuraeni5.
(2024). Konsep Penelitian Kuantitatif: Populasi, Sampel, dan Analisis Data
(Sebuah Tinjauan Pustaka). 3.

Usman, A., Azis, Y., Harsanto, B., & Azis, A. M. (2023). The Impact of Service
Orientation and Airport Service Quality on Passenger Satisfaction and Image:
Evidence from Indonesia. Logistics, 7(4).
https://doi.org/10.3390/logistics 7040102

Yum, K., & Yoo, B. (2023). The Impact of Service Quality on Customer Loyalty
through Customer Satisfaction in Mobile Social Media. Sustainability

(Switzerland), 15(14). https://doi.org/10.3390/sul51411214



Yusuf Jaya Saputra, Sayyid Ahmad, & Maudhy Satyadharma. (2023). Pengaruh
Kualitas Jasa Layanan Terminal Pelabuhan Terhadap Kepuasan Penumpang
Kapal Feri di Pelabuhan Penyeberangan Baubau. Wawasan : Jurnal Ilmu
Manajemen, Ekonomi Dan Kewirausahaan, 1(3), 204-217.
https://doi.org/10.58192/wawasan.v1i3.1082



