
 
 

86 

 Rima Firmaya Sari, 2024  

ANALISIS PENGARUH ELEMEN BRAND IMAGE, SERVICE QUALITY DAN PRODUCT QUALITY 

TERHADAP INDIHOME CUSTOMER SATISFACTION DI DKI JAKARTA    

UPN Veteran Jakarta, Fakultas Ekonomi dan Bisnis, S1 Manajemen 

[www.upnvj.ac.id - www.library.upnvj.ac.id - www.repository.upnvj.ac.id]  

 

  

DAFTAR PUSTAKA 

Ananda Dwitha Yuniar, Ichsan Rahmanto, Layung Paramesti Martha, Meidi Saputra, 

Safira Hasna, Astrida Fitri Nuryani, Luhung Achmad Perguna, Ninuk Sholikhah 

Akhiroh, & Prawinda Putri Anzari Pratinjau 36 Halaman. (2021). Book Chapter 

Literasi Digital: Tren, Tantangan Dan Peluang. Cipta Media Nusantara. 

Https://Books.Google.Co.Id/Books?Id=Be5neaaaqbaj 

Andi Juanna, Umin Kango, Tineke Wolok, Irwan Yantu, & Rober R. Winerungan. 

(2021). Analysis Of The Effect Of Customer Experience, With Customer 

Satisfaction. 

Andra Tersiana. (2018). Metode_Penelitian. 

Https://Books.Google.Co.Id/Books?Id=Rml2dwaaqbaj 

Armstrong, G., Kotler, P., & Oliver Opresnik, M. (2020a). Marketing Fourteenth Edition 

Global Edition. Www.Pearson.Com/Mylab/Marketing 

Benny Hutahayan. (2023). Kepemimpinan_Dan_Inovasi. 

Https://Www.Google.Co.Id/Books/Edition/Kepemimpinan_Dan_Inovasi/Vmdkea

aaqbaj?Hl=Id&Gbpv=0 

Berger-Grabner, D., & De Gruyter Oldenbourg. (2021). Strategic Retail Management 

And Brand Management. 

Bimaruci, H., Havidz, H., Rizky Mahaputra, M., & Ilhamalimy, R. R. (2021). Model Of 

Purchasing Decisions And Customer Satisfaction: Analysis Of Brand Image And 

Product Quality (Marketing Management Literature Review). 1(6). 

Https://Doi.Org/10.38035/Dijefa.V1i6 

Binalam Charo. (2022, December 22). Layanan Internet Down, Indihome Mendadak 

Trending Di Twitter. Ninna. Https://Www.Ninna.Id/Layanan-Internet-Down-

Indihome-Mendadak-Trending-Di-Twitter/ 

Chernev, A. (2017). Strategic Brand Management. Cerebellum Press. 

Www.Chernev.Com 

Christopher Lovelock, Jochen Wirtz, & Jacky Mussry. (2022). Pemasaran Jasa 

Manusia,Teknologi,Strategi (Jiang Yulin, Ed.; Ninth Edition). World Scientific 

Publishing Co. Inc. 

Daniel W. Baack, Barbara Czarnecka, & Donald Baack. (2019). International Marketing 

(Matthew Waters, Ed.). Sage Publications Ltd. 

Dian Kusuma Wardani. (2020). Pengujian Hipotesis (Deskriptif, Komparatif Dan 

Asosiatif). In 2020. 



87 
 

 

 Rima Firmaya Sari, 2024  

ANALISIS PENGARUH ELEMEN BRAND IMAGE, SERVICE QUALITY DAN PRODUCT QUALITY 

TERHADAP INDIHOME CUSTOMER SATISFACTION DI DKI JAKARTA    

UPN Veteran Jakarta, Fakultas Ekonomi dan Bisnis, S1 Manajemen 

[www.upnvj.ac.id - www.library.upnvj.ac.id - www.repository.upnvj.ac.id]  

 

Https://Www.Google.Co.Id/Books/Edition/Pengujian_Hipotesis_Deskriptif_Kom

parati/6loxeaaaqbaj?Hl=Id&Gbpv=0 

Diaz Pranita, Ernie Tisnawati Sule, & Dwi Kartini, U. K. (2022). Co-Creation Model 

For Competitive Marine Tourism Destination / Model Kreasi Bersama Pada 

Destinasi Wisata Bahari. 

Https://Www.Google.Co.Id/Books/Edition/Co_Creation_Model_For_Competitive

_Marine/J3pjeaaaqbaj?Hl=Id&Gbpv=0 

Ekasari, S., Tannady, H., Gunawan, E., Nawangwulan, I. M., & Anantadjaya, S. P. 

(2023). Analysis Of Indihome Customer Satisfaction Improvement Through Service 

Quality And Brand Image. 

Fendy Tjiptono, & Gregorius Chandra. (2020). Pemasaran Strategik (4th Ed.). Cv Andi 

Offset. 

Hadi, P., & Nastiti, H. (2021a). Pengaruh Kualitas Produk Dan Kualitas Pelayanan 

Terhadap Kepuasan Pelanggan Indihome (Vol. 2). 

Hasril, R. R., Yuliniar, Y., & Pinem, D. B. (2021). Pengaruh Harga, Kualitas Produk, 

Dan Citra Merek Terhadap Kepuasan Pelanggan Notebook Lenovo. In Prosiding 

BIEMA (Business Management, Economic, and Accounting National Seminar) 

(Vol. 2, pp. 1170-1184). 

Ikhbal, S., Safira, Y., & Sanjaya, V. F. (2021). The Effect Of Service Quality And 

Product Quality On Indihome Customer Satisfaction In Bandar Lampung City. 

Journal Economics Business, 2. Https://Doi.Org/10.33830/Tjeb.V2i2 

Ilham Kamaruddin, Titik Juwariah, Tuti Susilowati, Mardiana, Suprapto, Hastuti 

Marlina, Siti Maisyaroh Bakti Pertiwi, Meti Agustini, Agus Supriyadi, Andi 

Pramesti Ningsih, & Maryani Setyowati. (2022). 

Metodologi_Penelitian_Kesehatan_Masyarak. Get Press. 

Https://Www.Google.Co.Id/Books/Edition/Metodologi_Penelitian_Kesehatan_M

asyarak/Yg2veaaaqbaj?Hl=Id&Gbpv=0 

Imam Ghozali. (2018). Aplikasi Analisis Multivariate Dengan Program Ibm Spss 25. 

Universitas Diponegoro . 

Imam Machali. (2021). Panduan Praktis Merencanakan,Melaksanakan Dan Analisis 

Dalam Penelitian Kuantitatif. 

Iman Supriadi. (2020). Metode_Riset_Akuntansi. Deepublish. 

Juliana, Amelda Pramezwary, Arifin Djakasaputra, & Sri Aprianti Tarigan. (2020). 

Dasar_Dasar_Pemasaran. 

Https://Www.Google.Co.Id/Books/Edition/Dasar_Dasar_Pemasaran/Wizmeaaaqb

aj?Hl=Id&Gbpv=0 

 



88 
 

 

 Rima Firmaya Sari, 2024  

ANALISIS PENGARUH ELEMEN BRAND IMAGE, SERVICE QUALITY DAN PRODUCT QUALITY 

TERHADAP INDIHOME CUSTOMER SATISFACTION DI DKI JAKARTA    

UPN Veteran Jakarta, Fakultas Ekonomi dan Bisnis, S1 Manajemen 

[www.upnvj.ac.id - www.library.upnvj.ac.id - www.repository.upnvj.ac.id]  

 

Juniar Rosalina Tanjung, & Sarli Rahman. (2023). Pengaruh Kualitas Pelayanan, 

Kualitas Produk Dan Kepercayaan Terhadap Kepuasan Dan Loyalitas Pelanggan 

Indihome Pt. Telkom Indonesia Pekanbaru. Jurnal Bansi, 3. 

Kevin Lane Keller, & Vanitha Swaminathan. (2020). Strategic Brand  Management : 

Building, Measuring, And  Managing Brand Equity (Fifth Edition). Pearson 

Education Limited . 

Leon G. Schiffman, & Joe Wisenblit. (2019). Consumer Behavior. 

Mark Giles. (2022, June 2). Fixed Broadband Network Performance In Indonesia 

Falling Further Behind Regional Peers. Ookla. 

Https://Www.Ookla.Com/Articles/Indonesia-Fixed-Broadband-Network-

Performance-Q3-Q4-2021-2 

Meithiana Indrasari. (2019). Pemasaran Dan Kepuasan Pelanggan. 

Https://Www.Google.Co.Id/Books/Edition/Pemasaran_Dan_Kepuasan_Pelanggan

/Pyfcdwaaqbaj?Hl=Id&Gbpv=1&Dq=Marketing++Menurut+Para+Ahli&Printsec

=Frontcover 

Mertayasa, P., Gusti, I., Ketut, A., Pengaruh, G., Produk, K., Citra, D., Ayu, G., & 

Giantari, K. (2020). Pengaruh Kualitas Produk Dan Citra Merek Terhadap 

Kepuasan Pelanggan Dan Dampaknya Terhadap Komunikasi Word Of Mouth. 

Mila Sari, Ady Purwoto, Viyan Septiyana Achmad, Darius Arkwright, & Sartika. (2023). 

Penelitian_Operasional. 

Muhammad Perkasa Al Hafiz. (2023, February 22). Tahun 2023, Indihome Targetkan 

10,2 Juta Jumlah Pelanggan. Marketeers. Https://Www.Marketeers.Com/Tahun-

2023-Indihome-Targetkan-102-Juta-Jumlah-Pelanggan/ 

Mukhlidah Hanun Siregar, Ratna Susanti, Ratna Indriawati, Yuanita Panma, & Dewi 

Yuliani Hanaruddin. (2022). Metodologi_Penelitian_Kesehatan. 

Mukhtazar. (2020). Prosedur_Penelitian_Pendidikan. Absolute Media. 

Https://Books.Google.Co.Id/Books?Id=Ihhwdwaaqbaj&Lpg=Pr1&Pg=Pr4#V=On

epage&Q&F=False 

Nurul Idzni, S., Saidani, B., & Fadillah Fidhyallah, N. (2021). Pengaruh Brand Image 

Dan Service Quality Terhadap Customer Satisfaction Pengguna Wifi Rumah X (Vol. 

2, Issue 3). Www.Topbrand-Award.Com 

Oryz Agnu Dian Wulandari. (2022). Statistika Untuk Ilmu Sosial. 

Https://Www.Google.Co.Id/Books/Edition/Metode_Riset_Penelitian_Kesehatan_

Sains/Ltpweaaaqbaj?Hl=Id&Gbpv=1&Dq=Menggunakan+Lemeshow&Pg=Pa16

&Printsec=Frontcover 

Pamuji, A., & Fachrodji, A. (2022). The Influence Of Product Quality, Service Quality 

And Brand Trust On Purchase Decisions And Their Implications On Customer 



89 
 

 

 Rima Firmaya Sari, 2024  

ANALISIS PENGARUH ELEMEN BRAND IMAGE, SERVICE QUALITY DAN PRODUCT QUALITY 

TERHADAP INDIHOME CUSTOMER SATISFACTION DI DKI JAKARTA    

UPN Veteran Jakarta, Fakultas Ekonomi dan Bisnis, S1 Manajemen 

[www.upnvj.ac.id - www.library.upnvj.ac.id - www.repository.upnvj.ac.id]  

 

Satisfaction On Indihome Services. European Journal Of Business And 

Management Research, 7(5), 99–102. 

Https://Doi.Org/10.24018/Ejbmr.2022.7.5.1620 

Philip Kotler, & Gary Armstrong. (2020b). Principles Of Marketing [Rental Edition]-

Pearson (2020). British Library. 

Philip Kotler, & Kevin Lane Keller. (2016). Marketing Management (15th Ed.). 

Http://Www.Pearsonmylabandmastering.Com 

Puji Yuniarti, Wiwin Wianti, Ratih Setyo Rini, & Zahra. (2023). 

Metode_Penelitian_Sosial. Pt Nasya Expanding Management. 

Https://Books.Google.Co.Id/Books?Id=Cw7keaaaqbaj&Lpg=Pp1&Pg=Pp1#V=O

nepage&Q&F=False 

Puspasari, A., Nurhayaty, E., Riftiasari, D., Yuniarti, P., Suharyadi, D., & Martiwi, R. 

(2022). International Journal Of Social And Management Studies (Ijosmas) The 

Effect Of Service Quality Perception And Company Image On Customer 

Satisfaction And Their Impact On Customer Loyalty Indihome. International 

Journal Of Social And Management Studies. 

Putri, S. M., Yuliniar, Y., & Sembiring, R. C. (2021). Analisis Brand Switching Pada 

Online Marketplace Shopee Oleh Generasi Z. Konferensi Riset Nasional Ekonomi 

Manajemen Dan Akuntansi, 2(1), 1694-1708. 

Rachmariana Azahro, F., & Djoko Waloejo, H. (2022). Pengaruh Harga Dan Kualitas 

Produk Terhadap Kepuasan Pelanggan Produk Indihome Pt Telkom Kabupaten Pati. 

In Jurnal Ilmu Administrasi Bisnis (Vol. 11, Issue 4). 

Https://Ejournal3.Undip.Ac.Id/Index.Php/Jiab 

Ray, R. S., & Manggabarani, A. S. (2023). Analisis Kepuasan Pelanggan Melalui 

Keputusan Pembelian (Studi Pada Produk Cimory Diary Milk). Journal of Young 

Entrepreneurs, 2(1), 127-142. 

Reza Pahlevi. (2022a, January 10). Perusahaan Telekomunikasi Dengan Aduan 

Konsumen Terbanyak, 2021. Databoks. 

Https://Databoks.Katadata.Co.Id/Datapublish/2022/01/10/Ylki-Indihome-Dan-

Telkomsel-Paling-Banyak-Dikeluhkan-Konsumen 

Reza Pahlevi. (2022b, June 10). Apjii: Penetrasi Internet Indonesia Capai 77,02% Pada 

2022. Databoks. Https://Databoks.Katadata.Co.Id/Datapublish/2022/06/10/Apjii-

Penetrasi-Internet-Indonesia-Capai-7702-Pada-2022 

Ridwan Rasyid, Gustina, & Ika Yuanita. (2022). Kontribusi Kualitas Pelayanan Dan 

Kualitas Produk Terhadap Kepuasan Pelanggan Indihome Di Kota Padang. 

Prosiding Seminar Nasional Manajemen Dan Ekonomi, 1. 

https://ejournal3.undip.ac.id/Index.Php/Jiab


90 
 

 

 Rima Firmaya Sari, 2024  

ANALISIS PENGARUH ELEMEN BRAND IMAGE, SERVICE QUALITY DAN PRODUCT QUALITY 

TERHADAP INDIHOME CUSTOMER SATISFACTION DI DKI JAKARTA    

UPN Veteran Jakarta, Fakultas Ekonomi dan Bisnis, S1 Manajemen 

[www.upnvj.ac.id - www.library.upnvj.ac.id - www.repository.upnvj.ac.id]  

 

Rinayanti Pelealu, D. (2021). Analisis Customer Loyalty Yg Diprediksi Oleh Servqual, 

Service Innovation Dan Brand Image Melalui Customer Satisfaction. In Analisis 

Customer Loyalty Yg Diprediksi Oleh Servqual … (Vol. 10). 

Sabrina Sihombing. (2022). Pengantar_Metode_Analisis_Multivariat. Pt Nasya 

Expanding Management. 

Https://Books.Google.Co.Id/Books?Id=U7oaeaaaqbaj&Lpg=Pp1&Pg=Pr4#V=On

epage&Q&F=False 

Setiawan, B., Rahma, A., Tri, E., Rudijanto, D., Wardhana, W., Handayati, P., Rofiudin, 

M., & Barizi, D. A. (2022). The Effect Of Service Quality On Indihome Customer 

Satisfaction At Pt. Telkom Akses Malang. International Journal Of Economics And 

Management Research , 3. Https://Ijemr.Politeknikpratama.Ac.Id/Index.Php/Ijemr 

Siska. (2021). Sprituality Konsep Dalam S.C.C.O.R.E Model Dan Implementasinya 

Pada Prediksi Kecenderungan Kecurangan Akuntansi Pada Organisasi Pengelola 

Zakat. 

Https://Www.Google.Co.Id/Books/Edition/Sprituality_Konsep_Dalam_S_C_C_O

_R_E_Mod/M0zieaaaqbaj?Hl=Id&Gbpv=0 

Sitanggang, J. M., Sinulingga, S., & Fachruddin, K. A. (2019). Analysis Of The Effect 

Of Product Quality On Customer Satisfaction And Customer Loyalty Of Indihome 

Atpt Telkom Regional 1 Sumatera, Medan, North Sumatra, Indonesia. In American 

International Journal Of Business Management (Aijbm (Vol. 2, Issue 3). 

Slamet Riyanto, & Andi Rahman Putera. (2022). Metode Riset Penelitian Kesehatan & 

Sains. Cv Budi Utama. 

Https://Books.Google.Co.Id/Books?Id=Ltpweaaaqbaj&Lpg=Pp1&Pg=Pr4#V=On

epage&Q&F=False 

Sofiana, H., & Prihandono, D. (2019). Management Analysis Journal Customer 

Satisfaction As The Mediating Influence Of Service Recovery, Perceived Quality, 

And Price Fairness On Indihome Triple Play Services To Customer Loyalty. In 

Management Analysis Journal (Vol. 8, Issue 3). Http://Maj.Unnes.Ac.Id 

Sugeng Adji Soenarso. (2021, August 14). World Bank: Penetrasi Fixed Broadband Di 

Indonesia Cuma 4% . Industri Kontan. Https://Industri.Kontan.Co.Id/News/World-

Bank-Penetrasi-Fixed-Broadband-Di-Indonesia-Hanya-4?Page=All 

Wahyuddin S, Perdana Wahyu Santosa, Nono Heryana, Lita Lokollo, & Rida Ristiyana. 

(2023). Metodologi Penelitian Kuantitatif: Dengan Aplikasi Ibm Spss. 

Https://Www.Google.Co.Id/Books/Edition/Metodologi_Penelitian_Kuantitatif_D

engan/Nz3reaaaqbaj?Hl=Id&Gbpv=0 

Yuliana Misna Rahayu, Rokhmad Budiyono, & Meida Rachmawati. (2020). Analisis 

Pengaruh Kualitas Produk, Kualitas Pelayanan, Dan Customer Value Terhadap 

Kepuasan Pelanggan Indihome Di Pt Telkom Semarang. Jurnal Capital,3  


