REFERENCE

Abdussamad, Z. (2019). Metode penelitian kualitatif. CV. Syakir Media Press.

Ariyanto, A., Ghozali, Z., Munyati, Ambarwati, R., Nelly, Revita, N., Firdaus,
Sudirman, A., & Pratisila, M. (2019). Customer service management.
CV. Eureka Media Aksara.

Chandra, T., Chandra, S., & Hafni, L. (2020). Service quality, customer
satisfaction, and customer loyalty: A theoretical review. International
Journal of Economics and Business Administration, 8(3), 451-465.

DeVito, J. A. (2019). The interpersonal communication book (15th ed.).
Pearson.

Floyd, K. (2020). Interpersonal communication (3rd ed.). McGraw-Hill
Education.

Homburg, C., Ehm, L., & Artz, M. (2021). Complaint handling and interaction
quality in service organizations. Springer

Homburg, C., Klarmann, M., & Schmitt, J. (2020). Customer satisfaction and
loyalty research: Current perspectives. Springer.

Hutabalian, Y. H., & Kalagi, J. S. (2015). The role of customer service in
improving service quality at PT Bank Rakyat Indonesia (Persero) Tbk.
Acta Diurna Komunikasi, 4(3), 1-10.

Imelda, S. (2017). Customer service quality and customer loyalty at Bank BRI
Unit Veteran Banjarmasin. Intekna: Jurnal Teknik dan Niaga, 17(2),
105-111.

Kotler, P., & Keller, K. L. (2022). Marketing management (16th ed.).
Pearson.

Littlejohn, S. W., Foss, K. A., & Oetzel, J. G. (2021). Theories of human
communication (12th ed.). Waveland Press.

Lovelock, C., & Wirtz, J. (2016). Services marketing: People,
technology, strategy (8th ed.). World Scientific.

Matlin, M. W. (2020). Cognition (10th ed.). Wiley.

Miles, M. B., Huberman, A. M., & Saldana, J. (2014). Qualitative data
analysis: A methods sourcebook (3rd ed.). SAGE Publications.

Mukarom, Z. (2024). Teori-teori komunikasi. Prenada Media.

Randi. (2023). Customer service at PT Bank Rakyat Indonesia (Persero) Tbk
Barru Branch. Acta Diurna Komunikasi.

Robbins, S. P., & Judge, T. A. (2022). Organizational behavior (19th ed.).

68



Pearson.

Saat, S., & Mania, S. (2019). Pengantar metodologi penelitian. Pusaka
Almaida.

West, R., & Turner, L. H. (2021). Introducing communication theory: Analysis
and application (7th ed.). McGraw-Hill Education.

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2020). Services marketing:
Integrating customer focus across the firm (7th ed.). McGraw-Hill
Education.

69



	REFERENCE

