DAFTAR PUSTAKA

Ali, J. F., I. Ali, K. u. Rehman, A. K. Yilmaz, N. Safwan, and H. Afzal. 2010.
Determinants of consumer retention in cellular industry of Pakistan.
African Journal of Business Management 4 (12).

Anestia, C. 2013. Operator Fokus Tekan Potensi Churn Rate 2013 [cited 5
November 2013]. Available from
http://www.indonesiafinancetoday.com/read/42957/%200perator-Fokus-
Tekan-Potensi-Churn-Rate.

Armstrong, G., and P. Kotler. 2009. Marketing: An Introduction. 9th ed. United
State of America: Perason Education.

Arnould, Price, and Zinkhan. 2005. Consumers. 2nd ed. Singapore: Mc-Graw Hill.

Bakar, A. 2010. Analisis Pengaruh Customer Satisfaction, Switching Cost, dan
Trust In Brand Terhadap Customer Retention. Skripsi Program Sarjana
Universitas Diponegoro.

Bakrie, A. 2013. Industri Telekomunikasi Raup Rp 100 Triliun 2012 [cited 5
November 2013]. Available from
http://v2.bakrieglobal.com/news/read/1406/%20Industri- Telekomunikasi-
Raup-Rp100-Triliun.

Bambang. 2013. Terjadi Perang Harga Antar-Operator Telekomunikasi 2007
[cited 5 November 2013]. Available from
http://www.antaranews.com/berita/76161/terjadi-perang-harga-antar-
operator-telekomunikasi.

Bhutto, N. A., S. M. Azhar, I. H. Sarki, R. A. Khuhro, and I. Arshaad. 2012. The
Impact of Customer Satisfaction ond Switching Barriers on Customer
Loyalty in Pakistani Mobile Telecommunication Services Journal of
Management Research 4 (4).

Blery, E., N. Batistatos, I. Perifanos, G. Remoundaki, and M. Retsina. 2009.
Service quality and customer retention in mobile telephony. Journal of
Targeting, Measurement and Analysis for Marketing 17 (1).

Cooper, D., and P. S. Schindler. 2006. Metode Riset Bisnis. 9th ed. Vol. 2. Jakarta:
PT Media Global Edukasi.


http://www.indonesiafinancetoday.com/read/42957/%20Operator-Fokus-Tekan-Potensi-Churn-Rate
http://www.indonesiafinancetoday.com/read/42957/%20Operator-Fokus-Tekan-Potensi-Churn-Rate
http://v2.bakrieglobal.com/news/read/1406/%20Industri-Telekomunikasi-Raup-Rp100-Triliun
http://v2.bakrieglobal.com/news/read/1406/%20Industri-Telekomunikasi-Raup-Rp100-Triliun
http://www.antaranews.com/berita/76161/terjadi-perang-harga-antar-operator-telekomunikasi
http://www.antaranews.com/berita/76161/terjadi-perang-harga-antar-operator-telekomunikasi

Dwyer, F. R., and J. F. Tanner. 2009. Business Marketing: Connecting Strategy,
Relationship, and Learning. 4th ed. Singapore: McGraw Hill.

Dzisah, W. E. 2013. Retention of Mobile (Cell) Phone Subscriber of Millicom
Ghana Limited (Tigo) In Adabraka-Accra, Ghana. Journal of
Contemporary Issues in Business Research 2 (3).

Evelina, N., H. D. Waloejo, and S. Listyorini. 2012. Pengaruh Citra Merek,
Kualitas Produk, Harga, Dan Promosi Terhadap Keputusan Pembelian
Kartu Perdana Telkom Flexi. Diponegoro Journal of Social and Politic 2

(D).

Ferrel, O. C., and M. D. Hartline. 2008. Marketing Strategy. 4th ed. United States
of America: Thompson South-Western.

Griffin, J. 2003. Customer Loyalty: Menumbuhkan & Mempertahankan Kesetiaan
Pelanggan. edited by D. K. Y. Jakarta: Erlangga.

Hadi, P., D. Zain, M. Rahayu, dan M. Ismail. 2011. Relationship Marketing:
Pengaruhnya Terhadap Retensi Pelanggan (Studi pada Restoran di
Surabaya). Jurnal Aplikasi Manajemen, VVol.9 No.2

Hartatik, and L. Othman. 2010. Analisis Hambatan Berpindah (Switching Barrier)
Kartu Prabayar simPATI Telkomsel. Jurnal Aplikasi Bisnis 1 (1).

Ika, A. 2013. Telekomunikasi Seluler Jadi Kebutuhan Dasar Kelas Menengah
2011 [cited 7 November 2013]. Available from
http://www.indonesiafinancetoday.com/read/18938/Telekomunikasi-
Seluler-Jadi-Kebutuhan-Dasar-Kelas-Menengah.

Indosat. 2013. Laporan Tahunan Indosat 2013 2013 [cited 5 November 2013].
Available from
http://www.indosat.com/About Us/Investor Relations/Annual Report.

Iryanita, Y. S. R. 2013. Analisis Pengaruh Citra Merek, Persepsi Harga, dan
Persepsi Kualitas Produk Terhadap Keputusan Pembelian. Diponegoro
Journal of Management 2 (2).

Istijanto. 2009. Aplikasi Praktis Riset Pemasaran. Jakarta: PT Gramedia Pustaka
Utama.


http://www.indonesiafinancetoday.com/read/18938/Telekomunikasi-Seluler-Jadi-Kebutuhan-Dasar-Kelas-Menengah
http://www.indonesiafinancetoday.com/read/18938/Telekomunikasi-Seluler-Jadi-Kebutuhan-Dasar-Kelas-Menengah
http://www.indosat.com/About_Us/Investor_Relations/Annual_Report

Kim, B. 2010. An empirical investigation of mobile data service continuance:
Incorporating the theory of planned behavior into the expectation—
confirmation model. Expert Systems with Applications 37.

Kotler, P., and K. L. Keller. 2012. Marketing Management. 12th ed. United State
of America: Pearson Education.

Kuncoro, M. 2009. Riset untuk bisnis dan ekonomi : bagaimana meneliti dan
menulis tesis. 3 ed. Jakarta: Erlangga.

Kuntjara. 2007. Analisis Faktor-Faktor yang Mempengaruhi Minat Beli Ulang
Konsumen. Tesis Program Pasca Sarjana Universitas Diponegoro.

Kurtulus, K., and A. Okumus. 2010. Consumers’ Price Perceptions as A
Segmentation Criteria: An Emerging Market Case. Istanbul University
Journal of the School of Business Administration 39 (1).

Leliana, and R. T. Suryandari. 2008. Persepsi Harga Dalam Perilaku Belanja
Konsumen. Jurnal Bisnis & Manajemen 4 (2).

Looy, B. V., P. Gemmen, and R. V. Dierdock. 2003. Services Management. 2nd
ed. England: Pearson Education.

Lovelock, C. H., J. Wirtz, and P. Chew. 2009. Essentials of Services Marketing.
1st ed. Singapore: Prentice Hall.

Lucas, R. W. 2009. Customer Service: Skill For Success. 4th ed. New York:
McGraw-Hill.

Maholtra, N. 2009. Riset Pemasaran: Pendekatan Terapan. Edisi Bahasa
Indonesia: PT Indeks.

Martins, R. C., L. F. Hor-Meyll, and J. B. Ferreira. 2013. Factors Affecting Mobile
Users’ Switching Intentions: A Comparative Study between the Brazilian
and German Markets. Brazilian Administration Review 10 (3).

Mokadikwa, T. 2008. Factors influencing customer churn rate and retention in the
mobile market. Master Thesis Durban University of Technology.

Molapo, M. E., and G. Mukwada. 2011. The Impact of Customer Retention
Strategies in the South African Cellular Industry: The Case of the Eastern
Free State. International Journal of Business, Humanities and Technology
1(2).



Moyo Talak, and M. Albert. 2013. Customer Retention Strategies by mobile
phone Service providers in Zimbabwe: Case of Masvingo City. IOSR
Journal of Business and Management 9 (4).

Mutarom, I. 2013. Ambisi Axis Masuk Tiga Besar Operator 2012 [cited 5
November 2013]. Available from
http://www.tempo.co/read/news/2012/03/20/072391548/ Ambisi-Axis-
Masuk-Tiga-Besar-Operator.

Nakhleh, H. M. A. 2012. The Relationship Between Customer Relationship
Marketing Tactics, Relationship Quality and Customer's Loyalty In Mobile
Communication Industry. Academic Research International 3 (2).

Novianti, S. Suryoko, and H. S. Nugraha. 2013. Pengaruh Kepuasan Pelanggan
dan Hambatan Berpindah Terhadap Retensi Pelanggan Kartu Prabayar
SImPATI di Wilayah Semarang. Jurnal llmu Administrasi Bisnis 2 (2).

Nurfarhana, A. 2012. Pengaruh Kualitas Pelayanan dengan oyalitas Pelanggan.
Skripsi Program Sarjana Universitas Indraprasta PGRI.

Ojo, O. 2010. The Relationship Between Service Quality and Customer
Satisfaction in theTelecommunication Industry: Evidence From Nigeria.
Broad Research in Accounting, Negotiation, and Distribution 1 (1).

Oyeniyi, J. O., and J. A. Abiodun. 2010. Switching Cost and Customers Loyalty in
the Mobile Phone Market: The Nigerian Experience. Business Intelligence
Journal 3 (1).

Palupi, D. H. 2013. Para Kampiun Pencetak Loyalitas Pelanggan 2006 2006
[cited 20 November 2013]. Available from
http://202.59.162.82/swamajalah/sajian/details.php?cid=1&id=4115.

Peighambari, K. 2007. Developing and Testing a Model for Explaining Customer
Retention Formation. Master Thesis of Lulea University of Technology.

Peter, J. P., and J. C. Olson. 2010. Consumer Behavior and Marketing Srategy. 9th
ed. Singapore: Mc-Graw Hill.

Purwanto, D. 2013. Waspadai "Meledaknya” Pengguna Seluler Indonesia 2012
[cited 7 November 2013]. Available from
http://tekno.kompas.com/read/2012/01/13/16375542/Waspadai.Meledakny
a.Pengguna.Seluler.Indonesia.



http://www.tempo.co/read/news/2012/03/20/072391548/Ambisi-Axis-Masuk-Tiga-Besar-Operator
http://www.tempo.co/read/news/2012/03/20/072391548/Ambisi-Axis-Masuk-Tiga-Besar-Operator
http://202.59.162.82/swamajalah/sajian/details.php?cid=1&id=4115
http://tekno.kompas.com/read/2012/01/13/16375542/Waspadai.Meledaknya.Pengguna.Seluler.Indonesia
http://tekno.kompas.com/read/2012/01/13/16375542/Waspadai.Meledaknya.Pengguna.Seluler.Indonesia

Qian, S., S. Peiji, and Y. Quanfu. 2011. An Integrated Analysis Framework for
Customer Value, Customer Satisfactory, Switching Barriers, Repurchase
Intention and Attitudinal Loyalty: Evidences from China Mobile Data
Services. Management Science and Engineering 5 (3).

Rahadian, S. S. 2006. Analisis Pengaruh Loyalitas Pelanggan dan Perilaku
Mencari Variasi Terhadap Perpindahan Merek. Tesis Program Pasca
Sarjana Universitas Diponegoro.

Ranaweera, C., and J. Prabhu. 2003. The Influence of Satisfaction, Trust and
Switching Barriers on Customer Retention in a Continuous Purchasing
Setting. International Journal of Service Industry Management 14 (4).

Riduwan, and E. A. Kuncoro. 2008. Cara Menggunakan dan Memaknai Analisis
Jalur (Path Analysis). Bandung: Alfabeta.

Sanusi, A. 2011. Metode Penelitian Bisnis. Jakarta: Salemba Empat.

Sari, D. H., and N. Suryadi. 2013. Pengaruh Kepuasan Pelanggan dan Switcing
Barrier terhadap Customer Retention Kartu GSM. 1 (2).

Schiffman, L. G., and L. L. Kanuk. 2010. Consumer Behaviour. 10th ed. United
States of America: Pearson Education.

Sekaran, U. 2006. Metodologi Penelitian Untuk Bisnis. Jakarta: Salemba Empat.

Setianingsih, L. 2012. Pengaruh Kualitas Produk, Kualitas Pelayanan, Harga,
Switching Cost, dan Trust In Brand terhadap Loyalitas Pelanggan (Studi
Kasus: Produk Kartu Seluler GSM Prabayar sSimPATI di Wilayah Jakarta).
Jurnal Bisnis Manajemen 1 (3).

Setiyawati, A. 2009. Studi Kepuasan Pelanggan Untuk mencapai Loyalitas
Pelanggan. Tesis Program Pasca Sarjana Universitas Diponegoro.

Shin, D.-H., and W.-Y. Kim. 2008. Forecasting customer switching intention in
mobile service: An exploratory study of predictive factors in mobile
number portability. Technological Forecasting & Social Change 75.

Suhaji, and H. Sunandar. 2010. Pengaruh Persepsi Kualitas Pelayanan, Kualitas
Produk dan Harga Terhadap Loyalitas Pelanggan Flexi di Kota Semarang
Dengan Intervening Kepuasan Pelanggan. Jurnal Ilmu Ekonomi ASET 12

(1).



Sumantri, S., M. Sulastianan, and S. Riyanto. 2009. Kajian Potensi Pasar Selular
Di Jawa Barat.

Tarmanto, I. S., and Supriyatin. 2013. Pengaruh Produk, Harga dan Tempat
Terhadap Keputusab Membeli Kartu Telepon Prabayar Telkomsel. Jurnal
IImu dan Riset Manajemen 1 (2).

Telkomsel. 2013. Annual Report 2013 2013 [cited 5 November 2013]. Available
from www.telkom.co.id/en/tentang-telkom/annual-report.

Tim Penyusun. 2012. Pedoman Penulisan Skripsi Sarjana Ekonomi. Universitas
Negeri Jakarta (diakses dari http://unj.ac.id/fe pada juni 2013)

Top Brand Award, 2013. Top Brand Index 2013 [cited 2 Maret 2014]. Available
from www.topbrand-award.com

Tung, G.-S., C.-J. Kuo, and Y.-T. Kuo. 2011. Promotion, Switching Barriers, and
Loyalty. Australian Journal of Business and Management Research 1 (2).

Wibowo, A. 2013. Analisis Pengaruh Switching Cost, Attractiveness of
Alternative, Interpersonal Relationship, dan Service Recovery terhadap
repurchase intention GSM XL Prabayar. Skripsi Program Sarjana
Universitas Islam Negeri Syarif Hidayatullah.

Wijayanti, A. 2008. Strategi Meningkatkan Loyalitas Melalui Kepuasan
Pelanggan. Tesis Program Pasca Sarjana Universitas Diponegoro.

Yazid. 2006. Faktor-Faktor yang Mempengaruhi Loyalitas. Jurnal Kajian Bisnis
dan Manajemen Vol.8, No.2.

Zeithaml, V. A., M. J. Bitner, and D. D. Gremler. 2009. Services Marketing:
Integrating Customer Focus Across the Firm. 5th ed. New York: Mc-Graw
Hill.

Zhang, X., and Y. Feng. 2009. The Impact of Customer Relationship Marketing
Tactics On Customer Loyalty. Master’s Thesis Halmstad University.


http://www.telkom.co.id/en/tentang-telkom/annual-report‎
http://unj.ac.id/fe

