
94 

 

 

 

DAFTAR PUSTAKA 

 

 

Auh, S., Bell, S. J., McLeod, C. S., & Shih, E. (2007). Co-production and 

customer loyalty in financial services. Journal of Retailing, 83(3), 359–370. 

   

Auh, S., Menguc, B., Katsikeas, C. S., & Jung, Y. S. (2019). When Does 

Customer Participation Matter? An Empirical Investigation of the Role of 

Customer Empowerment in the Customer Participation–Performance Link. 

Journal of Marketing Research, 56(6), 1012–1033. 

https://doi.org/10.1177/0022243719866408 

 

Brodie, R. J., Fehrer, J. A., Jaakkola, E., & Conduit, J. (2019). Actor engagement 

in networks: Defining the conceptual domain. Journal of Service Research, 

22(2), 173–188. 

 

Cheung, M. W. L., Chan, W., & Wong, H. (2024). Structural Equation Modeling: 

A Practical Guide. Wiley. 

 

Dong, B., & Sivakumar, K. (2017). Customer participation in services: domain, 

scope, and boundaries. Journal of the Academy of Marketing Science, 45(6), 

944–965. https://doi.org/10.1007/s11747-017-0524-y 

 

Dong, B., Sivakumar, K., Evans, K. R., & Zou, S. (2015). Effect of Customer 

Participation on Service Outcomes: The Moderating Role of Participation 

Readiness. Journal of Service Research, 18(2), 160–176. 

https://doi.org/10.1177/1094670514551727 



95 

 

 

 

Dwinita Laksmidewi. (2014). Partisipasi Pelanggan, Anteseden Dan Pengaruhnya 

Terhadap Kualitas Jasa: Perspektif Service-Dominant Logic. Jurnal 

Manajemen, 11(2), 22–37. 

 

Eisingerich, A. B., Auh, S., & Merlo, O. (2014). Acta Non Verba? The Role of 

Customer Participation and Word of Mouth in the Relationship Between 

Service Firms’ Customer Satisfaction and Sales Performance. Journal of 

Service Research, 17(1), 40–53. https://doi.org/10.1177/1094670513490836 

 

Ettah, N. P., & Pondaag, J. J. (2019). Pengaruh Kepercayaan, Kepuasan 

Konsumen Dan Kualitas Pelayanan Terhadap Loyalitas Konsumen Dalam 

Pembelian Mobil Pada PT . Hasjrat Abadi Manado. Jurnal Emba, 7(3), 

3069–3078. 

 

Ferdinand, A. (2016). Metode Penelitian Manajemen (5th ed.). Universitas 

Diponegoro. 

 

Fitriani, D., & Novitaningtyas, I. (2022). Pengaruh Moderasi Brand Image 

terhadap Hubungan antara Promosi dan Loyalitas pada Pelanggan 

ShopeeFood di Magelang (Vol. 3, Issue 2). 

 

Ghozali, I. (2017). Aplikasi Analisis Multivariate Dengan Program IBM SPSS 24 

(8th ed.). Badan Penerbit Universitas Diponegoro. 

 

Ghozali, I. (2018). Aplikasi Analisis Multivariate Dengan Program IBM SPSS 25 

(9th ed.). Badan Penerbit Universitas Diponegoro. 



96 

 

 

 

Ghozali, I. (2021). Aplikasi Analisis Multivariate Dengan Program IBM SPSS 26 

(10th ed.). Badan Penerbit Universitas Diponegoro. 

 

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2020). Multivariate 

Data Analysis (8th ed.). Cengage Learning. 

 

Handayani, S. (2020). Metode Penelitian Kualitatif: Teori dan Praktik. 

Deepublish. 

Hidayat, R. (2020). Metodologi Penelitian: Teori dan Praktik. Prenadamedia 

Group. 

 

Hongdiyanto, C., & Liemena, K. (2021). The Mediation Effect of Customer 

Satisfaction in Relationship between Product Quality and Service Quality 

towards Customer Loyalty In Fuzee Sushi. FIRM Journal of Management 

Studies, 6(2), 172–182. 

 

Jaakkola, E., & Alexander, M. (2014). The role of customer engagement behavior 

in value co-creation: a service system perspective. Journal of Service 

Research, 17(3), 247–261. 

 

Kotler, P., & Keller, K. L. (2009). Manajemen Pemasaran. Edisi 13. Alih Bahasa 

Benyamin Molan. Jakarta: Erlangga. 

 

Lejeune, T., Dehon, C., & De Boeck, P. (2020). Outlier Detection in Multivariate 

Data: A Review. Statistical Modelling, 20(3), 1–20. 

https://doi.org/https://doi.org/10.1177/1471082X20908056 



97 

 

 

 

Liung, H., & Syah, T. Y. R. (2017). Pengaruh Kualitas Layanan Terhadap 

Kepuasan dalam Meningkatkan Loyalitas di Moderasi Harga. Jurnal 

Ekonomi, 8 (2)(9). 

 

Nambisan, S., & Baron, R. (2009). Virtual customer environments: Testing a 

model of voluntary participation in value co-creation activities. Journal of 

Product Innovation Management, 26(4), 388–406. 

 

Nguyen-Phuoc, D. Q., Su, D. N., Tran, P. T. K., Le, D. T. T., & Johnson, L. W. 

(2020). Factors influencing customer’s loyalty towards ride-hailing taxi 

services – A case study of Vietnam. Transportation Research Part A: Policy 

and Practice, 134, 96–112. https://doi.org/10.1016/j.tra.2020.02.008 

 

Oliver, R. L., Rust, R. T., & Varki, S. (1997). Customer delight: foundations, 

findings, and managerial insight. Journal of Retailing, 73(3), 311-336. 

 

Osei-Frimpong, K., & McLean, G. (2018). Examining online social brand 

engagement: A social presence theory perspective. . . Technological 

Forecasting and Social Change, 128(1), 10–21. 

 

Paasi, J. (2016). Customer involvement in innovation in service sector. Open 

Innovation: A Multifaceted Perspective, 1, 373–391. 

https://doi.org/10.1142/9789814719186_0015 

 

Pires, G. D., Stanton, J., & Rita, P. (2006). The internet, consumer empowerment 

and marketing strategies. European Journal of Marketing, 40(9–10), 936–



98 

 

 

 

949. https://doi.org/10.1108/03090560610680943 

 

Prasetyo, Y. T., Tanto, H., Mariyanto, M., Hanjaya, C., Young, M. N., Persada, S. 

F., Miraja, B. A., & Redi, A. A. N. P. (2021). Factors affecting customer 

satisfaction and loyalty in online food delivery service during the COVID-19 

pandemic: Its relation with open innovation. Journal of Open Innovation: 

Technology, Market, and Complexity, 7(1), 1–17. 

https://doi.org/10.3390/joitmc7010076 

 

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/jj.10.2.2023.192-199 

 

Saunders, M., Lewis, P., & Thornhill, A. (2019). Research Methods for Business 

Students (8th ed.). Pearson Education. 

 

Sharma, K., Aswal, C., & Paul, J. (2023). Factors affecting green purchase 

behavior: A systematic literature review. Business Strategy and the 

Environment, 32(4), 2078–2092. 

 

Spreitzer, G. M. (1995). An empirical test of a comprehensive model of 

intrapersonal empowerment in the workplace. American Journal of 

Community Psychology, 23(5), 601–629. 

 

 

 



99 

 

 

 

Srichroen, J., Pitanon, J., Chompu, O., Chinnapha, K., Boonnag, K., 

Pitchayadejanant, K., & Nakapthom, P. (2024). Perception of customer 

experience towards customer loyalty in online food delivery services in 

Thailand: Exploring in Generation Z. Community and Social Development 

Journal, 25(1), 164–174. 

 

Subagio, H., & Logiawan, Y. (2014). Analisa Customer Value Terhadap 

Customer Loyalty Dengan Customer Satisfaction Sebagai Variabel 

Intervening Pada Restoran Bandar Djakarta Surabaya. Jurnal Manajemen 

Pemasaran Petra, 2(No. 1), 1–11. 

 

Suchánek, P., & Králová, M. (2019). Customer satisfaction, loyalty, knowledge 

and competitiveness in the food industry. Economic Research-Ekonomska 

Istrazivanja , 32(1), 1237–1255. 

https://doi.org/10.1080/1331677X.2019.1627893 

 

Supriyadi, S. (2014). Modeling dan Analisis Data: Teori dan Aplikasi 

Menggunakan AMOS. Graha Ilmu. 

 

Tuan, N. M. (2022). Customer readiness–customer participation link in e-services. 

Service Industries Journal, 42(9–10), 738–769. 

https://doi.org/10.1080/02642069.2021.1946517 

 

Vargo, S. L., & Lusch, R. F. (2016). Institutions and axioms: an extension and 

update of service-dominant logic. Journal of the Academy of Marketing 

Science, 44(1), 5–23. https://doi.org/10.1007/s11747-015-0456-3 



100 

 

 

 

Wallenburg, C. M., & Lukassen, P. (2011). Proactive improvement of logistics 

service providers as driver of customer loyalty. European Journal of 

Marketing, 45(3), 438–454. https://doi.org/10.1108/03090561111107267 

 

Widhiastini, N. W., Subawa, N. S., Sedana, N., & Permatasari, N. P. I. (2019). 

Analisis Faktor-Faktor Yang Mempengaruhi Partisipasi Masyarakat Dalam 

Pilkada Bali. Publik (Jurnal Ilmu Administrasi), 8(1), 1. 

https://doi.org/10.31314/pjia.8.1.1-11.2019 

 

Wijono, F. D., & Efrata, T. C. (2023). Strengthening Customer Loyalty through 

Customer Engagement, Customer Experience, and Service Innovation. 

Jurnal Entrepreneur Dan Entrepreneurship, 12(2), 155–168. 

 

Wu, H., Lv, X., Cavusoglu, M., & Cobanoglu, C. (2021). Chinese cruise 

customers loyalty: the impact of customer participation and service personal 

values. Tourism Review, 76(1), 255–276. https://doi.org/10.1108/TR-03-

2019-0085 

 

Yi, H. T., Yeo, C. K., Amenuvor, F. E., & Boateng, H. (2021). Examining the 

relationship between customer bonding, customer participation, and 

customer satisfaction. Journal of Retailing and Consumer Services, 62. 

https://doi.org/10.1016/j.jretconser.2021.102598 

 

Yi, Y., & Gong, T. (2013). Customer value co-creation behavior: Scale 

development and validation. Journal of Business Research, 66(9), 1279–

1284. 



101 

 

 

 

Yim, C. K., Chan, K. W., & Lam, S. S. (2012). Do customers and employees 

enjoy service participation? Synergistic effects of self-and other-efficacy. 

Journal of Marketing, 76(6), 121–140. 

 

Zhang, M., Ren, C., Wang, G. A., & He, Z. (2018). The impact of channel 

integration on consumer responses in omni-channel retailing: The mediating 

effect of consumer empowerment. Electronic Commerce Research and 

Applications, 28, 181–193. https://doi.org/10.1016/j.elerap.2018.02.002 

 

Zhao, X., Jackson, D., & Nguyen, A. (2022). The psychological empowerment 

potential of solutions journalism: Perspectives from pandemic news users in 

the UK. Journalism Studies, 23(3), 356–373. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  


