
  

56 

 

DAFTAR PUSTAKA 

1Agung Dwi Hermawan, Agung Dwi Hermawan, Ageng Pratiwi Ageng Pratiwi, and Yudhitia 

Dian Putra Yudhitia dian Putra. “Analisis Pengaruh Kualitas Layanan Terhadap Kepuasan 

Dan Loyalitas Nasabah Pt Bank Bukopin Cabang Jember.” JISIP (Jurnal Ilmu Sosial Dan 

Pendidikan) 5, no. 4 (2021): 1657–61. https://doi.org/10.58258/jisip.v5i4.2609. 

Aini, Mey Dwi Nur, and Rini Safitri. “Peran Kepuasan Memediasi Kualitas Pelayanan Dan 

Customer Relationship Management Terhadap Loyalitas Nasabah.” Jurnal Tabarru’: 

Islamic Banking and Finance 5, no. 2 (2022): 513–25. 

https://doi.org/10.25299/jtb.2022.vol5(2).11245. 

Alfiyah, Siti, Perbankan Syariah, Ekonomi dan bisanis islam, and Uin Khas Jember. “Analisis 

Konseptual Customer Relationship Management (CRM) Dalam Meningkatkan Kepuasan 

Nasabah Bank Jatim KC Bangkalan.” Jurnal Akuntansi Keuangan Dan Bisnis 2, no. 4 

(2025): 1077–81. https://jurnal.ittc.web.id/index.php/jakbs/index. 

Amwaluna. “Jurnal Ekonomi Dan Keuangan Syariah,” n.d. 

https://doi.org/https://search.crossref.org/?q=amwaluna+unisba. 

Anggraini, Dini, Fannisa Carlyna Tamrin, Program Studi Manajemen, Fakultas Ekonomi, and 

Universitas Riau Kepulauan Batam. “PENGARUH CUSTOMER RELATIONSHIP 

MANAGEMENT, NILAI NASABAH KEPERCAYAAN NASABAH DAN KUALITAS 

PELAYANAN TERHADAP LOYALITAS NASABAH PADA PT BANK BUKOPIN 

CABANG BATAM” 8 (n.d.). https://www.journal.unrika.ac.id/index.php/equi. 

Ansya, Novan, Agus Sunarno, and Sutono Sutono. “Pengaruh Customer Relationship 

Management (Crm), Kualitas Pelayanan Dan Citra Perusahaan Terhadap Loyalitas 

Melalui Kepuasan Nasabah Sebagai Variabel Intervening.” Jurnal Ilmiah Manajemen, 

Ekonomi, & Akuntansi (MEA) 9, no. 3 (2025): 1704–22. 

https://doi.org/10.31955/mea.v9i3.6479. 

Ajzen, I. (1991). The theory of planned behavior. Organizational Behavior and Human Decision 

Processes, 50(2), 179–211. 

Brando, Alan, Dikdik Saleh Sadikin, Meta Andriani, and R. Bambang Budhijana. “Strategi 

Penguatan Persepsi Nasabah: Pengaruh CRM Terhadap Kualitas Hubungan Dan Customer 

Lifetime Value Di PT. Bank Mandiri (Persero), Tbk Area Jakarta Tebet Supomo.” Jurnal 

Keuangan Dan Perbankan 21, no. 2 (2025): 167–78. 

https://doi.org/10.35384/jkp.v21i2.652. 

Al-Hawari, M. , et al. (2020). (n.d.). Customer decision and loyalty in banking services. 

Buttle, F., & Maklan, S. (2019). Customer Relationship Management: Concepts and Technol

 ogies. Routledge. 

Czímer, Balázs, Miklós Dietz, Valéria László, and Joydeep Sengupta. “Banking Is Radically 

Transforming. Many Banks Can Thrive by Fundamentally Changing the Way That 

Financial Services Are Embedded into Daily Life. The Future of Banks: A $20 Trillion 

Breakup Opportunity,” no. December (2022): 1–13. 

Ghozali, I. (2021). 

Imam Munandar, and Tika Nirmala Sari. “Pengaruh Kualitas Pelayanan Dan Customer 

 
 



  

57 

 

Relationship Management (CRM) Terhadap Keputusan Pembelian Pelanggan Pada CV 

Mars Global Group.” Jurnal Ekonomi, Bisnis Dan Manajemen 2, no. 1 (2023): 16–26. 

https://doi.org/10.58192/ebismen.v2i1.573. 

Indonesia, Bank. Laporan Perekonomian Provinsi Jawa Timur, Mei 2024. Bank Indonesia. Vol. 

01, 2024. 

Ismail, M. (2021). Service quality dimensions: Tangibles, reliability, responsiveness, 

assurance, and empathy. Edunity 

Kbbank api, (2025) AR KB Bukopin Tahun Buku 2022 

Kotler, P. , & A. G. (2020). (n.d.). . Principles of Marketing (18th ed.). Pearson. 

Kumar, V. , & R. W. (2022). (n.d.). Customer Relationship Management: Concept, Strategy, 

and Tools. . 

Kasmir. (2021). (n.d.). Bank dan Lembaga Keuangan Lainnya 

.Kim L Jindabot T Yeo S 2024 SERVQUAL: A multiple-item scale for measuring consumer 

 perceptions of service quality. Journal of Service Research. 

M. Nur Rianto Al Arif & Titin Nurasiah. “CUSTOMER RELATIONSHIP MANAGEMENT 

DAN PENGARUHNYA TERHADAP LOYALITAS NASABAH BANK: STUDI PADA 

BANK MUAMALAT INDONESIA M. Nur Rianto Al Arif & Titin Nurasiah UIN Syarif 

Hidayatullah Jakarta.” Esensi Jurnal Bisnis Dan Manajemen 5, no. 1 (2019): 51–64. 

M, Mochtar Luthfi, Muh Fajar MS, Hermawaty RK, Mahyus Mahyus, and Muliati Muliati. 

“The Impact of Relational Marketing and Service Quality on Customer Loyalty: A 

Comprehensive Analysis.” PINISI Discretion Review 7, no. 1 (2023): 187. 

https://doi.org/10.26858/pdr.v7i1.57518. 

Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of relationship marketing. 

 Journal of Marketing, 58(3), 20–38. 

Nikmah, H., Susbiyani, A., Martini, N. N. P., & Qomariah, N. (2022). The Role of Price , 

Promotion and Quality Of Service in Improving Honda Motorcycle Customer 

Satisfaction and Loyalty. SSRG International Journal of Economics and Management 

Studies, 9(1), 14–23. https://doi.org/10.14445/23939125/IJEMS-V9I1P103 

Nursaid, Purnomo, S. H., & Qomariah, N. (2020). The Impact of Service Quality and 

Institutional Image on the Satisfaction and Loyalty of Master of Management Students. 

1st Borobudur International Symposium on Humanities, Economics and Social Sciences 

(BIS-HESS 2019). https://doi.org/10.2991/assehr.k.200529.033 

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

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple-item scale 

 for measuring consumer perceptions of service quality. Journal of Retailing, 64(1), 12-

 40. 

Panday, Rorim, and Muhammad Fadhli Nursal. “The The Effect of Service Quality and 

Customer Satisfaction on Customer Loyalty.” Jurnal Manajemen Strategi Dan Aplikasi 

Bisnis 4, no. 1 (2021): 171–80. https://doi.org/10.36407/jmsab.v4i1.300. 

https://doi.org/10.14445/23939125/IJEMS-V9I1P103
https://doi.org/10.2991/assehr.k.200529.033


  

58 

 

“Pengaruh Kualitas Pelayanan Dan Citra Perusahaan Terhadap Loyalitas Pelanggan Melalui 

Kepuasan Pelanggan Sebagai Variable Intervening Pada Bank KB Bukopin MT Haryono 

Jakarta,” n.d. 

Pinaraswati, Sandra, and Agustiawan Djoko Baruno. “Impact of Customer Relationship 

Management and Service Quality To Customer Loyalty Showroom ‘Mujur Mobil.’” 

Business and Accounting Research (IJEBAR) Peer Reviewed-International Journal 7, no. 

2 (2023): 2023. https://jurnal.stie-aas.ac.id/index.php/IJEBAR. 

Putri & Yuliana. “Pengaruh Kualitas Pelayanan Terhadap Kepuasan Dan Loyalitas Nasabah 

Bank. Jurnal Manajemen Dan Bisnis.,” n.d. 

https://doi.org/https://journal.universitasbumigora.ac.id/index.php/mab/article/view/2516 

Purnomo, D. D., Restu, P. A., Irawan, D., & Qomariah, N. (2023). THE INFLUENCE OF 

SERVICE QUALITY, BRAND IMAGE, AND CUSTOMER SATISFACTION ON 

CUSTOMER LOYALTY OF BEKAM THERAPY CENTER JEMBER. International 

Journal of Management Science and Information Technology (IJMSIT), 3(2), 157–164. 

https://doi.org/http://journal.lembagakita.org/index.php/IJMSIT/article/view/1309 

Prasodjo & Oswari. “Pengaruh Kualitas Pelayanan Terhadap Loyalitas Nasabah Perbankan. 

Bisnis-Net Jurnal Ekonomi Dan Bisnis.,” n.d. 

https://doi.org/https://jurnal.dharmawangsa.ac.id/index.php/bisnet/article/view/6399?utm

_source=chatgpt.com. 

Qomariah, N. (2015). Bank dan Lembaga Keuangan Lain. Cahaya Ilmu. 

Qomariah, N. (2016). Marketing Adactive Strategy. Cahaya Ilmu. 

https://www.researchgate.net/publication/326623130_MARKETING_ADACTIVE_ST

RATEGY 

Qomariah, N., & Ambarwati, I. U. (2022). Efforts to Increase Patient Loyalty at Blambangan 

Hospital Banyuwangi. ICBAE 2022. https://doi.org/10.4108/eai.10-8-2022.2320849 

Qomariah, N., Budiastuti, A., Sanosra, A., Susbiani, A., & Satoto, E. B. (2020). Building 

Student Satisfaction and Loyalty Based on Service Quality and Institutional Image. SSRG 

International Journal of Economics and Management Studies (SSRG-IJEMS), 7(9), 24–

33. https://doi.org/10.14445/23939125/IJEMS-V7I9P103 

Qomariah, N., Firdaus, R., & Herlambang, T. (2023). Peran Kualitas Layanan, Kepercayaan, 

Dan Kepuasan Dalam Meningkatkan Loyalitas Nasabah Koperasi. PROSENAMA 2023, 

3, 121–131. 

Rahman, Hifzhil, Ratih Hurriyati, and Henny Hendrayati. “The Effect of Customer 

Relationship Management on Customer Engagement” 7, no. 2 (2024): 538–43. 

https://doi.org/10.2991/978-94-6463-443-3_70. 

Ramdhony, M. Taqdir Ali. “Pengaruh Customer Relationship Management Dan Kualitas 

Pelayanan Terhadap Loyalitas Nasabah (Studi Pada Nasabah Bank NTB Syariah Cabang 

Gerung).” Kompeten: Jurnal Ilmiah Ekonomi Dan Bisnis 3, no. 5 (2025): 1123–36. 

https://doi.org/10.57141/kompeten.v3i5.181. 

Rongcai, R E N, W U Guoxiong, and C A I Ming. “No Aplikasi Manajemen Hubungan 

https://doi.org/http:/journal.lembagakita.org/index.php/IJMSIT/article/view/1309
https://www.researchgate.net/publication/326623130_MARKETING_ADACTIVE_STRATEGY
https://www.researchgate.net/publication/326623130_MARKETING_ADACTIVE_STRATEGY
https://doi.org/10.4108/eai.10-8-2022.2320849
https://doi.org/10.14445/23939125/IJEMS-V7I9P103


  

59 

 

Pelanggan (Customer Relationship Management CRM) Dalam Era Digital: Analisis 

Literatur Tentang Keuntungan Dan Implementasi,” n.d. 

https://doi.org/https://doi.org/10.31004/jptam.v7i3.9819. 

Salehuddin, S., Amri, M., Purwanto, A., & Qomariah, N. (2024). The Influence of Service 

Quality and Product Quality on Indihome Customer Loyalty. Budapest International 

Research and Critics Institute (BIRCI-Journal): Humanities and Social Sciences, 7(1), 

12–21. https://doi.org/https://doi.org/10.33258/birci.v7i1 

Sanosra, A., Satoto, E. B., Ismanto, T., & Qomariah, N. (2022). Ipact of Service Quality and 

Promotion on Satisfaction and Loyalty of Visitors to Red Island Tourism Destinations 

Banyuwangi. Quest Journals Journal of Research in Business and Management, 10(2), 

78–86. 

Santos, Susana, and Helena Martins Gonçalves. “The Consumer Decision Journey: A Literature 

Review of the Foundational Models and Theories and a Future Perspective.” 

Technological Forecasting and Social Change 173 (2021). 

https://doi.org/10.1016/j.techfore.2021.121117. 

Setyawan, A., Putra, A. P., Nurhaliza, D. A., Faradis, M. M., & Qomariah, N. (2023). THE 

ROLE OF SERVICE QUALITY , TRUST AND LOCATION IN INCREASING CAFÉ 

CUSTOMER REPURCHASE. International of Management Science and Information 

Technology (IJMSIT), 3(1), 39–46. 

https://doi.org/https://doi.org/10.35870/ijmsit.v3i1.939 

Sutrisno, Cahyono, D., & Qomariah, N. (2017). ANALISIS KUALITAS PELAYANAN , 

KEPERCAYAAN SERTA CITRA KOPERASI TERHADAP KEPUASAN DAN 

LOYALITAS ANGGOTA. Jurnal Sains Manajemen & Bisnis Indonesia, 7(2), 157–174. 

https://doi.org/10.32528/smbi.v7i2.1230 

Sugiyono. (2022). 

Metode Penelitian Kuantitatif, Kualitatif, dan R&D. 

Bandung: Alfabeta 

Sinaga, Unggul Raga Tua, Gusti Noorlitaria Achmad, and Yohanes Kuleh. “Pengaruh 

Customer Relationship Management Dan Kualitas Pelayanan Terhadap Kepuasan Dan 

Loyalitas Nasabah Pada Bank Konvensional.” Syntax Literate ; Jurnal Ilmiah Indonesia 6, 

no. 5 (2021): 2551. https://doi.org/10.36418/syntax-literate.v6i5.2690. 

Sri Devi, and Irma Yulita Silviany. “Pengaruh Kualitas Pelayanan Terhadap Loyalitas Nasabah 

Bank Syariah Indonesia.” Jurnal Riset Perbankan Syariah, July 15, 2025, 39–48. 

https://doi.org/10.29313/jrps.v4i1.6602. 

Sutanto, Heri, Siti Dyah Handayani, and Susanto Susanto. “Measuring Customer Loyalty and 

Satisfaction of Bank Bantul Using CRM and Service Quality.” JBTI : Jurnal Bisnis : Teori 

Dan Implementasi 12, no. 3 (2021): 172–83. https://doi.org/10.18196/jbti.v12i3.12765. 

Schiffman, L. G., & Wisenblit, J. (2019). Consumer Behavior. Pearson Education 

Sin, L. Y. M. , et al. (2021). (n.d.). CRM dimensions and customer. 

(Solomon, M. R. 2020). (n.d.). Consumer Behavior: Buying, Having, and Being. Pearson. 

https://doi.org/https:/doi.org/10.33258/birci.v7i1
https://doi.org/https:/doi.org/10.35870/ijmsit.v3i1.939
https://doi.org/10.32528/smbi.v7i2.1230


  

60 

 

Soltani, Z. , et al. (2020). (n.d.). ustomer relationship management and customer loyalty: A 

 systematic review. 

sri, irma 2025. (n.d.). Pengaruh Kualitas Pelayanan terhadap Loyalitas Nasabah Bank Syariah 

 Indonesia. 

Sri Devi, & Irma Yulita Silviany. (2025). Pengaruh Kualitas Pelayanan terhadap Loyalitas Na

 sabah Bank Syariah Indonesia. Jurnal Riset Perbankan Syariah, 39–48. 

 https://doi.org/10.29313/jrps.v4i1.6602 

Suhartanto, D. , et al. (2021). (n.d.). Customer relationship management and loyalty in banking. 

(switching intention) (Ajzen, I. 2020). (n.d.). The Theory of Planned Behavior. Organizational 

 Behavior and Human Decision Processes. 

Taherdoost, Hamed. “Customer Relationship Management.” EAI/Springer Innovations in 

Communication and Computing, 2023. https://doi.org/10.1007/978-3-031-39626-7_10. 

“The Influence of Service Quality and Customer Relationship Management on Customer 

Loyalty with Satisfaction as an Intervening Variable at Bank Syariah Indonesia KC 

Southeast Aceh,” n.d. 

Tibrani, Tibrani, Dini Anggraini, and Fannisa Carlyna Tamrin. “Pengaruh Customer 

Relationship Management, Nilai Nasabah, Kepercayaan Nasabah Dan Kualitas Pelayanan 

Terhadap Loyalitas Nasabah Pada Pt Bank Bukopin Cabang Batam.” EQUILIBIRIA: 

Jurnal Fakultas Ekonomi 8, no. 1 (2021): 1–11. https://doi.org/10.33373/jeq.v8i1.3495. 

“Transformasi Digital Perbankan: Implikasi Kualitas Layanan Terhadap Loyalitas Pelanggan,” 

n.d. 

Umasugi, S., & Serang, S. (2023). Peran Kualitas Layanan dalam Meningkatkan Kepuasan dan 

 Loyalitas Nasabah. Jurnal Manajemen Dan Bisnis Indonesia, 09, 215–227. 

Wijaya, Evelyn, Asmara Hendra Komara, Pamuji Hari Santoso, Sekolah Tinggi Ilmu Ekonomi 

Pelita Indonesia, and Stie Indragiri Rengat. “Desember 2019 (192-199) Pengaruh 

Customer Relationship Management Dan Service Quality Dalam Upaya Peningkatan 

Kepuasan Dan Loyalitas Nasabah Bank Central Asia Kota Pekanbaru.” Vol. 4. Pamuji 

Hari Santoso, n.d. 

http://www.ejournal.pelitaindonesia.ac.id/ojs32/index.php/KURS/index. 

Wikipedia. “SERVQUAL - Wikipedia.” En.Wikipedia.Org, 2017. 

https://en.m.wikipedia.org/wiki/SERVQUAL%0Ahttps://en.wikipedia.org/wiki/SERVQ

UAL. 

World Bank. A World Bank FINANCE FOR AN EQUITABLE RECOVERY Report, 2022. 

 Zeithaml, V. A. , B. M. J. , & G. D. D. (2020). (n.d.). Services Marketing: Integrating Customer 

 Focus Across the Firm. McGraw-Hill Education. 

Zeithaml, V. A. , B. M. J. , & G. D. D. (2020). S. (n.d.). Marketing: Integrating Customer Focus 

 Across the Firm. McGraw-Hill Education. 

 


	661461a36599ed30d46ed5f1fa91ab60ac2cc8147f31d729e0efb75c8298f41e.pdf
	CamScanner 10-08-26 17.41
	661461a36599ed30d46ed5f1fa91ab60ac2cc8147f31d729e0efb75c8298f41e.pdf
	661461a36599ed30d46ed5f1fa91ab60ac2cc8147f31d729e0efb75c8298f41e.pdf
	CamScanner 10-08-26 17.41
	661461a36599ed30d46ed5f1fa91ab60ac2cc8147f31d729e0efb75c8298f41e.pdf

