
54 

 

54 

 

DAFTAR PUSTAKA 

 

Ahmadi, Mirzam Arqy. "Manajemen Strategi Dalam Meningkatkan Loyalitas 

Nasabah Bank." Jurnal Manajemen Perbankan Keuangan Nitro 7.1 (2024): 15-

25. 

Ahmad, T., Khan, M. N., & Rahman, S. (2023). Impact of digital transformation on 

customer orientation and service innovation. Journal of Business Research, 

157, 113611. 

Anisa, R. (2016). Manajemen Kerelasian Pelanggan Dalam Menciptakan Kepercayaan 

Pelanggan Di Bank Mandiri Bandung. Jurnal Kajian Komunikasi, 4(1), 43-50. 

Ayu, N., Pitasari, A., & Surya Perdhana, M. (2018). Kepuasan Kerja Karyawan : Studi 

Literatur. Diponegoro Journal of Management, 7(4), 1–11.  

Azwar, S. (2012). Reliabilitas dan Validitas. Pustaka Pelajar.  

Azwar, S. (2017). Metode Penelitian Psikologi. Pustaka Pelajar. 

Azwar, S. (2019). Metode Penelitian psikologi (Edisi II). Pustaka Belajar. 

Azwar, S. (2021). Penyusunan Skala Psikologi. Pustaka Pelajar. 

Bank Mandiri. (2021). Laporan Keberlanjutan 2021: Sustainability Report 2021. 

Diakses pada tahun 2024 dari situs web Bank Mandiri: 

https://www.bankmandiri.co.id 

Bettencourt, L. A., & Brown, S. W. (1997). Contact employees: Relationships among 

work environment, customer orientation, and service performance. Journal of 

Retailing, 73(1), 39–61 

Bettencourt, L.A., Gwinner, K.P., & Meuter, M.L. (2001). A Comparison of Attitude, 

Personality, and Knowledge Predictors of Service-Oriented Organizational 

Citizenship Behaviors. Journal of Applied Psychology, 86(1), 29-41. 

Birowo, M. A. (2021). Melati di taman keberagaman: Praktik kepemimpinan inklusif 

di Indonesia dan Australia (Digital eds.). (L. Irawati, Penyunt.). PT Grasindo. 

Brady, M. K., & Cronin, J. J. (2001). Customer orientation: Effects on customer 

service performance. Journal of Retailing, 77(4), 515–535. 

Bourne, L., & Walker, D. H. T. (2006). Visualising stakeholder influence: A 

conceptual model. Management Decision, 37(1), 5-21. 

Cardona Mora, J. N. (2014). Continuous Improvement Strategy. European Scientific 

Journal, 10(34), 117–126. 

DeVellis, R. F. (2016). Scale development: Theory and applications (4th ed.). Sage 

Publications. 

Donavan, D. T., Brown, T. J., & Mowen, J. C. (2004). Internal benefits of service-

worker customer orientation: Job satisfaction, commitment, and organizational 

citizenship behaviors. Journal of marketing, 68(1), 128-146. 

Gremler, D. D. (1996). Service Loyalty: Its Nature, Importance, and Implications. 

Advancing Service Quality: A Global Perspective/International Service 

Quality Association.  

Ghorbanhosseini, H. (2012). The effect of practical skill-based education on customer 

service effectiveness. Procedia - Social and Behavioral Sciences, 46, 4276–

4280. 

Gravetter, F., & Forzano, L. (2018). Research Methods for the Behavioral Sciences 

6th Edition. Cengage Learning. 

https://www.bankmandiri.co.id/


55 

 

55 

 

Grönroos, C. (2007). Service management and marketing: Customer management in 

service competition. Wiley. 

Gounaris, S. (2008). Antecedents of internal marketing practice: Some preliminary 

empirical evidence. International Journal of Service Industry Management, 

19(3), 400–434. 

Hajjat, M. (2002). Customer orientation: construction and validation of the CUSTOR 

scale. Marketing Intelligence & Planning, 20(7), 428-441. 

Hartline, M. D., & Ferrell, O. C. (1996). The management of customer-contact service 

employees: An empirical investigation. Journal of marketing, 60(4), 52-70. 

Hennig-Thurau, T. (2004). Customer orientation of service employees: Its impact on 

customer satisfaction, commitment, and retention. International Journal of 

Service Industry Management, 15(5), 460–478. 

Hinkin, T. R. (1998). A brief tutorial on the development of measures for use in survey 

questionnaires. Organizational Research Methods, 1(1), 104–121 

Homburg, C., Müller, M., & Klarmann, M. (2011). When should the customer really 

be king? On the optimum level of salesperson customer orientation in sales 

encounters. Journal of marketing, 75(2), 55-74. 

Homburg, C., Wieseke, J., & Bornemann, T. (2009). Implementing the marketing 

concept at the employee-customer interface: The role of customer need 

knowledge. Journal of Marketing, 73(4), 64–81. 

Ismanto, H., & Mutmainah, L. (2020). The influence of service quality and access to 

microfinance on customer welfare in Sharia microfinance institutions. 

International Journal of Economics, Business and Accounting Research 

(IJEBAR), 4(2), 163–173.  

Karatepe, O. M. (2011). Customer orientation, work-family conflict, and work 

outcomes: A study of frontline employees in the hotel industry. International 

Journal of Hospitality Management, 30(2), 294–300. 

Kelley, S. W. (1992). Developing customer orientation among service employees. 

Journal of the academy of Marketing Science, 20(1), 27-36. 

Kohli, A. K., Jaworski, B. J., & Kumar, A. (1993). MARKOR: a measure of market 

orientation. Journal of Marketing research, 30(4), 467-477. 

Lemon, K. N., & Verhoef, P. C. (2016). Understanding customer experience 

throughout the customer journey. Journal of Marketing, 80(6), 69-96. 

Liao, H., & Chuang, A. (2004). A multilevel investigation of factors influencing 

employee service performance and customer outcomes. Academy of 

Management journal, 47(1), 41-58. 

Liden, R.C., Wayne, S.J. Zhao, H., & Henderson, D. (2008). Servant leadership: 

Development of a multidimensional measure and multi-level assessment. 

Leadership Quarterly, 19, 161-177. 

Lytle, R. S., Hom, P. W., & Mokwa, M. P. (1998). SERV*OR: A managerial measure 

of organizational service orientation. Journal of Retailing, 74(4), 455–489. 

Mohammad Muzahir Akbar and Noorjahan Parvez.2009.”Impact of Service 

Quality,Trust,and Customer Satisfaction on Customer Loyalty.ABAC.Dhaka 

Bangladesh. 

Mujiasih, E. (2016). Hubungan antara komitmen afektif dengan kompetensi orientasi 

Layanan pelanggan (customer service orientation) pada pramuniaga. Jurnal 



56 

 

56 

 

Psikologi Undip, 15(2), 134-142.  

Mukhtar, S., Ismail, H., Hasan, F. S. M., & Muhammad, M. Z. (2012). Employee’s 

personality and customer oriented behavior in the customer service sector. 

Asian Journal of Social and Human Sciences, 1(1), 1–8. 

Narver, J. C., & Slater, S. F. (1990). The effect of a market orientation on business 

profitability. Journal of Marketing, 54(4), 20–35. 

Nkaiwuatei, S. H. (2012). Organizational Learning and Continuous Improvement 

among Commercial Banks in Kenya (Doctoral dissertation, University of 

Nairobi). 

Nurlia. (2018). Strategi Pelayanan dengan Konsep Service Excellent. Meraja Journal, 

1(2), 17–30. 

Outama, S., & Sari, D. H. (2017). Pengaruh Fasilitas dan Kualitas Pelayanan Terhadap 

Kepuasan Nasabah PT. Bank Mandiri di Sampit. Jurnal Terapan Dan Bisnis, 

3(1), 59–63. 

Parasuraman, A. (1990). Delivering quality service: Balancing customer perceptions 

and expectations. Free Press. 

Purwantoro, G. (2017). The Effect Of Entrepreneur Orientation, Market Orientation, 

And Technology Orientation To Innovation Of Products And Quality Products 

(Empirical Study at Convection SMEsin the village of Tritunggal, Lamongan 

District). MAGISTRA: Journal of Management, 1(2), 1-21. 

Priyatno, D. (2013). Analisis Korelasi Regresi dan Multivariate dengan SPSS. Gava 

Media. Psikoborneo, 5(1), 130 – 137. 

PT Bank Mandiri Tbk. (2024, 2 Juli). Bank Mandiri menjadi bank nasional dengan 

penghargaan terbanyak pada FinanceAsia Award 2024, bukti keunggulan, 

inovasi, dan komitmen keberlanjutan. Bank Mandiri. Diakses pada 9 Januari 

2025,dari,https://www.bankmandiri.co.id/en/pressdetail?primaryKey=316979

654&backUrl=/press#:~:text=Jakarta%20%2D%202%20JULI%202024.,Juni

%202024%20di%20Hong%20Kong 

PT Bank Mandiri Tbk. (2023). Products. Bank Mandiri. Diakses pada 9 Januari 2025, 

dari https://www.bankmandiri.co.id/en/produk3 

Risma Rahmawati, R., & Nabhan, F. (2024). Peran Customer Orientation dan Islamic 

Work Environment dalam Meningkatkan Job Performance. JIEM: Journal of 

Islamic Entrepreneurship and Management, 4(1), 21–32.  

Robbins, S. P., & Judge, T. A. (2017). Organizational Behavior (17th ed.). Pearson 

Education. 

Rudevska, V. (2022). Customer Orientation of the Bank as the Basis of the Customer-

Oriented Business Model of the Bank. Three Seas Economic Journal, 3(4), 27–

35.  

Sarkar, S. (2009). Employee Empowerment in The Banking Sector. IUP Journal of 

Management Research, 8(9), 48-66. 

Saxe, R., & Weitz, B. A. (1982). The SOCO scale: A measure of the customer 

orientation of salespeople. Journal of Marketing Research, 19(3), 343–351. 

Schriesheim, C. A., Powers, K. J., Scandura, T. A., Gardiner, C. C., & Lankau, M. J. 

(1993). Improving construct measurement in management research: Comments 

and a quantitative approach for assessing the theoretical content adequacy of 

paper-and-pencil survey-type instruments. Journal of Management, 19(2), 



57 

 

57 

 

385–417. 

Schneider, B., White, S. S., & Paul, M. C. (1998). Linking service climate and 

customer perceptions of service quality: Tests of a causal model. Journal of 

Applied Psychology, 83(2), 150–163. 

Schultz, R. J., & Good, D. J. (2000). Impact of the consideration of future sales 

consequences and customer-oriented selling on long-term buyer-seller 

relationships. Journal of Business & Industrial Marketing, 15(4), 200–215. 

Setiawan, H. (2019). Pengaruh kualitas layanan, persepsi nilai Dan kepuasan nasabah 

terhadap loyalitas nasabah bank. Motivasi, 2(2), 207-229.  

Tampubolon, M. P. (2020). Change Management: Manajemen perubahan: Individu, 

tim kerja, organisasi. Mitra Wacana Media.  

Ulya, S. F., Sukestiyarno, Y. L., & Hendikawati, P. (2018). Analisis prediksi quick 

count dengan metode stratified random sampling dan estimasi confidence 

interval menggunakan metode maksimum likelihood. UNNES journal of 

mathematics, 7(1), 108-119. 

Umar, H., & Putro, G. S. (2023). Soft Skill dan Hard Skill terhadap Kinerja: Pengaruh 

dan Penerapan pada Karyawan PT BANK Sulsebar Makassar. Accounting 

Profession Journal (APAJI), 5(2), 139-153. 

Usman, H., & Akbar, P. S. (2006). Pengantar statistika. Jakarta: Bumi Aksara 

Wamburi, A. O., Kibe, L., & Yatich, H. (2024). Influence of customer intimacy 

strategy on organisations’ competitiveness in Tier III commercial banks in 

Kenya. Eastern African Journal of Humanities and Social Sciences, 3(2). 

Wang, C. H., & Tsai, L. F. (2022). Enhancing customer orientation through 

organizational support and knowledge sharing. Service Industries Journal, 

42(1–2), 1–22. 

Widyaningrum, R., & Noor, M. (2020). Pengaruh Kualitas Pelayanan Terhadap 

Kepuasan Nasabah (Customer Experience) Di Bank Bumn Kantor Cabang 

Mikro Area Samarinda. Jurnal Paradigma, 9(2), 99–108. 

Wijayanti, K. A. (2023). Pengaruh Kualitas Pelayanan Terhadap Kepuasan Nasabah 

Studi Kasus Bank Mandiri. Sahmiyya: Jurnal Ekonomi dan Bisnis, 409-417. 

Valenzuela, L., Mulki, J., & Jaramillo, J. F. (2010). Impact of customer orientation, 

inducements and ethics on loyalty to the firm: Customers’ perspective. Journal 

of Business Ethics, 93(2), 277–291. 

Vorhies, D. W. (1998). An investigation of the factors leading to the development of 

marketing capabilities and organizational effectiveness. Journal of Strategic 

Marketing, 6(1), 3–23. 

Zineldin, M. (2006). The royalty of loyalty: CRM, quality and retention. Journal of 

Consumer Marketing, 23 (7), 430-437. 

Zhou, Y., Fan, Y., & Tian, Z. (2021). Internal communication and employee customer 

orientation: The mediating role of employee engagement. International 

Journal of Hospitality Management, 95, 102934. 

 
 

 


