DAFTAR PUSTAKA

Antari,Santika dan  Mahardika.(2017).Peran  Kualitas Layanan dalam
Meningkatkan Kepuasan dan Loyalitas Pelanggan Studi Pada The Shanti
Residences and Resorts Bali. Hal 51-64.

Anggraini, L., dan Alfian. (2018). Pengaruh Customer Relationship Management
Dan Kualitas Pelayanan Terhadap Loyalitas Nasabah Kredit Komersil
Pada Bank Nagari Sumatera Barat Cabang Painan

Apreviadizy, P., & Puspitacandri, A. (2014). Perbedaan Stres Ditinjau dari Ibu
bekerja dan Ibu Tidak Bekerja. Jurnal Psikologi Tabularasa, 9(1).

Aryani, D., & Rosinta, F. (2010). Pengaruh Kualitas Layanan terhadap Kepuasan
Pelanggan dalam Membentuk Loyalitas Pelanggan. Jurnal Ilmu
Administrasi Dan  Organisasi. 17(2):114-126.

Atmawati, R., & Wahyuddin, M. (2004). Analisis pengaruh kualitas pelayanan
terhadap kepuasan konsumen pada Matahari Departement Store di Solo
Grand Mall.

Bacon-Shone, J. (2013). Introduction to quantitative research methods. Graduate
School, The University of Hong Kong.

Butcher, K. (2001).Evaluative and relational influences on service
loyalty.International Journal of Service Industry Management.12(4): 310-
207

Cahyani, Rizkan, & Jasma, (2019). Hubungan Antara Kualitas Layanan Dengan
Kepuasan Konsumen di Rumah Cantik Amanie Kebun Tebeng Kota
Bengkulu. 2, hal 75-83.

Cassidy, A. (2019). Pengaruh Service Quality Terhadap Buyback Intention
Dengan Variabel Mediasi Customer Satisfaction Pada Starbucks Square
Surabaya. Agora, 7(2), 287078.

Chinomona, R. &amp; Sandada, M. (2013). Customer Satisfaction, Trust, and
Loyalty as Predictors of Customer Intention to Re-Purchase South African
Retailing Industry.Mediterranean Journal of Social Sciences.4(14):437-
446.

Chinomona, R., & Dubihlela, D. (2014). Does customer satisfaction lead to
customer trust, loyalty and repurchase intention of local store brands? The
case of gauteng province of South Africa. Mediterranean Journal of Social
Sciences. 5(9): 23-32. https://doi.org/10.5901/mjss.2014.v5n9p23.

92



Coad, A., Jack, L., & Kholeif, A. (2016). Strong Structuration Theory in
Accounting Research Alan Coad, Lisa Jack and Ahmed Kholeif.

Dewi. (2017). Analisis Kualitas Layanan Dengan Metode SERVQUAL dan Zone
of Tolerance.

Espejel, J., Fandos, C., & Flavian, C. (2008). Consumer satisfaction: A key factor
of consumer loyalty and buying intention of a PDO food product. British
Food Journal, 110(9): 865-881. https://doi.org/10.1108/00070700810
900585.

Famiyeh, S., Kwarteng, A., & Asante-Darko, D. (2018). Service quality, customer
satisfaction and loyalty in automobile maintenance services. Journal of
Quality in Maintenance Engineering.

Fatona. (2010). Kualitas Jasa Yang Mempengaruhi Loyalitas dan Relevansinya
Terhadap Kepuasan. 1:41-46.

Ghozali, & Latan. (2014). Partial Least Squares Jonsep, Teknik dan Aplikasi
menggunakan program SmartPLS 3.0 untuk penelitian empiris.

Guerriero, & &Guido. (2011). Opreational Research in the Management of the
Operating Theatre.

Hair, J. F., Sarstedt, M., Hopkins, L., & Kuppelwieser, V. G. (2014). Partial least
squares structural equation modeling (PLS-SEM): An emerging tool in
business  research.  European  Business Review.26(2):106-121.
https://doi.org/10.1108/EBR-10-20130128

https://kbbi.web.id/stres

https ://lifestyle.kompas.com/read/2011/09/29/07021233/Kecemasan.dan.Depresi
.Capai.11.6.Persen.

Ilieska. (2013). Customer Satisfaction Index — as a Base for Strategic Marketing
Management. TEM Journal. 2(294): 327-331. www.temjournal.com.

Ishag, M. I., Bhutta, M. H., Hamayun, A. A., Danish, R. Q., & Hussain, N. M.
(2014). Role of Corporate Image, Product Quality and Customer Value in
Customer Loyalty: Intervening Effect of Customer Satisfaction. Journal of
Basic and Applied Scientific Research. 4(4): 89-97. file:///C:/Users/Steven
Chin/Downloads/J. Basic. Appl. Sci. Res., 4(4)89-97, 2014.pdf.

Izogo, E.E, and Ike-Elechi Ogba, (2015) .Service quality, customer satisfaction

and loyalty in automobile repair services sector. International Journal of
Quality & Reliability Management.32(3): 250-269 .

93


https://kbbi.web.id/stres
https://lifestyle.kompas.com/read/2011/09/29/07021233/Kecemasan.dan.Depresi.Capai.11.6.Persen
https://lifestyle.kompas.com/read/2011/09/29/07021233/Kecemasan.dan.Depresi.Capai.11.6.Persen

Jimanto & Kunto. (2014). Pengaruh Service Quality Terhadap Loyalitas
Pelanggan Dengan Customer Satisfaction Sebagai Variabel Intervening
Pada Ritel Bioskop the Premiere Surabaya. Jurnal Manajemen Pemasaran
Petra. 2(1): 1-7.

Keller, & Kotler. (2015). Marketing Management (pp. 1-709). Pearson.

Kenyon, G. N., & Sen, K. C. (2015). The perception of quality: Mapping product
and service quality to consumer perceptions. In The Perception of Quality:
Mapping Product and Service Quality to Consumer Perceptions.

Kodu. (2013). Harga, Kualitas Produk Dan Kualitas Pelayanan Pengaruhnya
Terhadap Keputusan Pembelian Mobil Toyota Avanza.

Kotler, & Armstrong. (2015). Principles of Marketing (pp. 1-669). Pearson.

Kusumawati, A. (2011). Analysing The Influence Of Experiential Marketing On
Customer Satisfaction and Loyalty: The case of Hypermart Malang Town
Square (MATOS). Jurnal Manajemen Pemasaran Modern.3(1):75-86.

Lenggogeni, L., & Ferdinand, A. T. (2016). FAKTOR-FAKTOR YANG
MEMPENGARUHI KEUNGGULAN BERSAING DALAM UPAYA
MENINGKATKAN KEPUTUSAN PEMBELIAN. Diponegoro Journal of
Management, 5(3), 840-851.

Mackenzie, N., & Knipe, S. (2006). Paradigms, Methods and Methodology.
Issues in Educational Research.16(3):213-23.

Makrygiannakis, G., &amp; Jack, L. (2018). Designing a conceptual methodology
for designing a conceptual methodology for structuration research.
Meditari Accountary Research

Mayasari, D., & Rahardjo, S. (2018). Peranan Aspek Ekonomis Pariwisata Kota
Bogor Terhadap Pendapatan Asli Daerah. National Conference of
Creative Industry, September, 5-6. https://doi.org/10.30813/ncci.v0i0.1
196.

Meesala, A., & Paul, J. (2018). Service quality, consumer satisfaction and loyalty
in hospitals: Thinking for the future. Journal of Retailing and Consumer
Services, 40, 261-269.

Mularsih, H., & Aritonang, L. (2018). Profil Kualitas Layanan Jasa Pendidikan
Tinggi Perguruan Tinggi Swasta Di Jakarta. Jurnal Muara Ilmu Ekonomi
Dan Bisnis. 1(2): 57. https://doi.org/10.24912/jmieb.v1i2.896.

Oliver, (1999). 1999 Oliver whence consumer loyalty.pdf. 63, 33-44.

94



Panjaitan, J. E., & Yuliati, A. L. (2016). Pengaruh Kualitas Pelayanan Terhadap
Kepuasan Pelanggan Pada JNE Cabang Bandung [The Influence of
Service Quality on Customer Satisfaction at JNE Branch in Bandung].
DeReMa (Development Research of Management): Jurnal Manajemen.
11(2): 265. https://doi.org/10.19166/derema.v11i2.197.

Pariwisata, T. I. I. T. (2011) Konsep dan Trend Health and Wellness Tourism.

Pena, Silva, Tronchin, & Melleiro. (2013). The use of the quality model of
parasuraman, zeithaml and berry in health services. Revista Da Escola de
Enfermagem,47(5):1227-1232.https://doi.org/10.1590/S00806234201300
00500030.

Putri & Budiadi. (2014). Pengaruh Kualitas Layanan Terhadap Kepuasan
Konsumen Rumah Makan Hijau Lamongan. Jurnal Ekonomi Dan Bisnis.

Puung, Fudholi, & Dharmmesta. (2014). Analisis Pengaruh Kualitas Pelayanan
Pada Kepuasan Dan Loyalitas Pelanggan Di Salon Dan SPA.

Qurniawati.A., Lestari.R.B., & Megawati. (2017). Analisis Pengaruh Tangible ,
Reliability, Responsiviness, Assurance dan Empathy Terhadap Kepuasan
Pelanggan Pada Wisata Air Amanzi Waterpark Palembang..

Rahi. (2016). Impact of Customer Value, Public Relations Perception and Brand
Image on Customer Loyalty in Services Sector of Pakistan. Arabian J Bus
Manag Review. https://doi.org/10.4172/2223-5833.52-004.

Retnonongsih, E. (2013). No Title. Dampak Pengelolaan Wisata Agro Terhadap
Kehidupan Sosial &Ekonomi Masyarakat, 1V.

Rezha, F. (2013). Analisis Pengaruh Kualitas Pelayanan Publik Terhadap
Kepuasan Masyarakat (Studi Tentang Pelayanan Perekaman Kartu Tanda
Penduduk Elektronik (E-KTP) Di Kota Depok). Jurnal Administrasi Publik
Mahasiswa Universitas Brawijaya, 1(5):981-990.

Ridha, N. (2017). Paradigma penelitian. Jurnal Hikmah.14(1):62-70.
http://jurnalhikmah.staisumatera-medan.ac.id/index.php/hikmah/article/do
wnload/10/13.

Ristanti, V., Shihab, M. ., & & Rekarti. (2011). Pengaruh Dimensi Kualitas
Pelayanan dan Kepuasan Terhadap Loyalitas Pelanggan.

Rizqy, Warso, & & Fathoni. (2016). Pengaruh Kualitas Pelayanan Terhadap
Kepuasan Konsumen. Vol 2.

Saleem, H., & Sarfraz Raja, N. (2014). The Impact of Service Quality on
Customer Satisfaction, Customer Loyalty and Brand Image: Evidence

95


https://doi.org/10.19166/derema.v11i2.197

from Hotel Industry of Pakistan. IOSR Journal of Business and
Management. 16(1):117-122. https://doi.org/10.9790/487x-1616117122

Saputro, G. B & Siagian, H. (2017). Pengaruh Gaya Kepemimpinan Terhadap
Kinerja Karyawan Melalui Variabel Intervening Motivasi Kerja Di Head
Office Pt Marifood. Agora, 5(2).

Sekaran, U., & Bougie, R. (2016). Reserach Methods for Bussiness A Skill-
Bulding Approach. 1-447.

Sembiring, Suharyono, & Kusumawati. (2014). Pengaruh Kualitas Produk dan
Kualitas Pelayanan Terhadap Kepuasan Pelanggan dalam Membentuk
Loyalitas Pelanggan (Studi pada Pelanggan McDonaldas MT.Haryono
Malang). In Jurnal Administrasi Bisnis S1 Universitas Brawijaya. 15(1):
84504.

Shpétim, C. (2012). Exploring the Relationships among Service Quality,
Satisfaction,Trust, and Store Loyalty among Retail Customers. Journal of
Competitiveness. (4)4:16-35.

Situmorang & Nasari, (2019) Sistem, J., Universitas, I., Utama, P., & Utama, U.
P. (n.d.). Analisis kepuasan konsumen terhadap layanan spa dengan
servqual (studi kasus : pt. royal amadeus). December 2018, 521-528.

Sudarti, K., & & Atika, I. (2013). Menciptakan Kepuasan & Loyalitas Pelanggan
Melalui citra & Service Recovery.

Sugiyono. (2015). Metode Penelitian Pendidikan Pendekatan Kuantitatif ,
Kualitatif, dan R&D. Bandung : Alfabeta.

Sullivan, G. M., & Artino, A. R. (2013). Analyzing and Interpreting Data From
Likert-Type Scales. Journal of Graduate Medical Education. 5(4):541-542.
https://doi.org/10.4300/jgme-5-4-18.

Suratno, Margono, & Puspaningrum, &. (2016). Pengaruh Service Quality
Terhadap Customer Value, Trust Dan Loyalitas Pengguna Jasa PT. Jasa
Raharja (Persero) Jakarta.

Suyono, D. (2016). Keefektifan Teknik Relaksasi untuk Menurunkan Stres
Akademik Siswa SMA. Jurnal Pendidkan Humaniora. 4(2):115-120.

Tao. (2014). Customer Relationship Management based on Increasing Customer
Satisfaction. International Journal of Business and Social Science.

Thio, S. (2001). Membangun Service Quality Untuk Mencapai Kepuasan
Konsumen Di Industri Hospitality. Jurnal Manajemen Dan Kewirausahaan.
3(1):61-71. https://doi.org/10.9744/jmk.3.1.pp.61-71.

96



Tjahjaningsih, Hayuningtias, Laili, (2019). Peran kualitas layanan dan citra
dalam meningkatkan loyalitas. 308-313.

Tresiya, D., Djunaidi, D., & Subagyo, H. (2019). Pengaruh Kualitas Pelayanan
Dan Kenyamanaan Terhadap Kepuasan Konsumen (Studi Pada
Perusahaan Jasa Ojek Online Go-Jek Di Kota Kediri). JIMEK : Jurnal
IImiah Mahasiswa Ekonomi. 1(2):208. https://doi.org/10.30737/jimek.v1i2
.310.

Utami, I. A. I. S., & & Jatra, I. M. (2015). Pengaruh Kualitas Layanan Terhadap
Kepuasan Pelanggan Restoran Baruna Sanur.

Utami, V. P., Rosalina, L., Tata, J., & Fpp, K. (2019). Persepi Konsumen
Terhadap Kualitas Pelayanan Salon Kecantikan di Kecamatan Tampan
Kota Pekanbaru. 3(22): 202-213.

Verriana, R. I., & Anshori, M. Y. (2017). Pengaruh Kualitas Layanan (Service
Quality) Terhadap Loyalitas melalui kepuasan Mahasiswa NU Surabaya

Wirtz & Lovelock. (2018). Essentials of Service Marketing. Pearson.

Wijayanto, K. (2015). Pengaruh kualitas pelayanan terhadap kepuasan dan
loyalitas nasabah bank. Jurnal Manajemen Dayasaing, 17(1), 38-45.

Yadi. (2015). Pengaruh Kualitas Layanan Terhadap Kepuasan Pelanggan Pada
Family Fitness Di Samarinda. hal 217-230.

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2008). Services marketing:
Integrating customer focus across the firm. New Delhi: Tata McGraw-
Hill.

Zulfiyani, L., & Indra, N. E. (2015). Persepsi Atlet Terhadap Tingkat Kelelahan
Pada Multistage Fitness Test Dan Yo-Yo Intermittend Recovery Test Di
Timbasket Putra Sma Negeri 4 Yogyakarta. Program Studi llmu Olahraga,
Fakultas lImu Keolahragawan. Medikora .16(2):1-13. https://journal.uny
.ac.id/index.php /medikora/article/ view/7938.

97



