DAFTAR PUSTAKA

Agarwal, S., Erramilli, M. K., & Dev, C. S. (2003). Market Orientation and
Performance in Service Firms: Role of Innovation. Journal of Services
Marketing, 68-82.

Akbaba, A. (2006). Measuring Service Quality in The Hotel Industry: A Study in A
Business Hotel in Turkey. International Management of Hospitality
Management, 1170-192.

Arifin, C. (2019, Agustus 21). Bisnis. Retrieved October 2, 2020, from Tribunbisnis:
https://www.tribunnews.com/bisnis/2019/08/21/persaingan-bisnis-hotel-
makin-sengit-pemain-harus-cepat-beradaptasi?page=2

Aruda, W. (2009). Brand Communication: The Three Cs. Wiley InterScience, 409-
416.

Atalay, M., Anafarta, N., & Sarvan, F. (2013). The Relationship Between Innovation
and Firm Performance: An Empirical Evidence from Turkish Automotive
Supplier Industry. Procedia Social and Behavioral Sciences, 226-235.

Badan Pusat Statistik. (2020, February 3). Press Release. Retrieved September 30,
2020, from Badan Pusat Statistik:
https://www.bps.go.id/pressrelease/2020/02/03/1711/jumlah-kunjungan-
wisman-ke-indonesia-desember-2019-mencapai-1-38-juta-kunjungan-.html

Badan Pusat Statistik. (2020). Tingkat Penghunian Kamar Hotel 2019. Badan Pusat
Statistik.

Barata, A. A. (2003). Dasar-Dasar Pelayanan Prima. Jakarta: PT Elex Media
Komputindo.

Canina, L., Enz, C. A., & Harrison, J. S. (2005). Agglomeration Effects and Strategic
Orientations: Evidence From The U.S. Lodging Industry. Academy of
Management Journal, 565-581. Retrieved September 14, 2020

Chang, C. M. (2014). Achieving Service Excellence: Maximizing Enterprise
Performance through Innovation and Technology (Service Systems and
Innovations in Business and Society). The Service Systems and Innovations in
Business and Society Collection, 1-125.

Chen, M.-H. (2011). The Response of Hotel Performance to International Tourism
Development and Crisis Events. International Journal of Hospitality
Management, 200-212.

164



Chinomona, R. (2016). Brand Communication, Brand Image, and Brand Trust as
Antecedents of Brand Loyalty in Gauteng Province of South Africa. African
Journal of Economic and Management Studies, 7(1), 124-139.

Chuwiruch, W., Jhundra-Indra, P., & Boonlua, S. (2016). Service Excellence Strategy
and Firm Performance: A Study on Hotel Businesses in Thailand. BU
Academic Review, 15, 144-160.

Danjuma, I., & Rasli, A. (2012). Imperatives of Service Innovation and Service
Quality for Customer Satisfaction: Perspective on Higher Education. Procedia
- Social and Behavioral Sciences, 347-352.

de Farias, S. A. (2010). Internal Marketing (IM): A Literature Review and Research
Propositions for Service Excellence. Brazilian Business Review, 7, 99-115.

Denizci, B., & Li, X. (2009). Linking Marketing Efforts To Financial Outcome: an
Exploratory Study in Tourism and Hospitality Contexts. Journal of
Hospitality and Tourism Research, 33, 211-226.

DiAntonio, W. (2020, April 9). Brand Management. Retrieved September 21, 2020,
from Reputation 911: https://reputation911.com/communicating-your-brand-
to-your-audience/

Edvardsson, B., & Enquist, B. (2011). The Service Excellence and Innovation Model:
Lessons From IKEA and Other Service Frontiers. Total Quality Management,
22, 535-551.

Eisawi, D. A., Sekhon, H., & Tanna, S. (2012). Innovation as a Determinant for
Service Excellence in Banking. International Journal of e-Education, e-
Business, e-Management and e-Learning, 2, 336-338.

Elliott, R., & Boshoff, C. (2005). The Utilisation of The Internet to Market Small
Tourism Businesses. South African Journal of Business Management, 91-104.

Ghozali, I., & Latan, H. (2015). Konsep, Teknik, Aplikasi Menggunakan SMart PLS
3.0. Semarang: BP Undip.

Gouthier, M., Giese, A., & Bartl, C. (2012). Service Excellence Models: A Critical
Discussion and Comparison. Journal of Service Theory and Practice, 447-
464.

Hair, J. F., Black, W., Babin, B. J., & Anderson, R. E. (2010). Multivariate Data
Analysis: A Global Perspective. United Kingdom: Pearson.

165



Haktanir, M., & Harris, P. (2005). Performance Measurement Practice in An
Independent Hotel Context: A Case Study Approach. International Journal of
Contemporary Hospitality Management, 39-50.

Hariandja, E. S. (2011). The Relationship Between Service Innovation Marketing
Communication and Performance in Hospitality Industries - A Conceptual
Framework. Proceeding of Industrial Engineering and Service Science, 403-
408.

Hariandja, E. S. (2016). Achieving Service Excellence through Dynamic Marketing
Capability Moderated by Marketing Communication in Hospitality Industries
- A Conceptual Model. International Conference on Law, Business, and
Social Justice (pp. 1-10). Yogyakarta: Business School Universitas Pelita
Harapan.

Hariandja, E. S. (2016). Service Excellence through Dynamic Marketing Capability.
Advances in Economics, Business and Management Research, 437-443.

Hariandja, E. S. (2016). Service Innovation Capability and Innovation Performance in
Distribution Store: A Conceptual Framework. Advances in Economics,
Business and Management Research, 278-282. Retrieved September 9, 2020

Hariandja, E. S. (2016). The Interaction Between Dynamic Marketing Capability and
Service Innovation Capability on Performance. 1st Global Conference on
Business, Management and Entreupreuneurship (GCBME-16 ) (pp. 403-408).
Paris: Atlantis Press.

Hariandja, E. S., Simatupang, T., Nasution, R. A., & Larso, D. (2014). Dynamic
Marketing and Service Innovation for Service Excellence. Gadjah Mada
International Journal of Business, 143-166.

Harvey, S. (2018, March 27). Marketing. Retrieved September 21, 2020, from Fabrik:
https://fabrikbrands.com/establish-your-brand-communications-strategy/

Henrike, H.-W., & Schultz, C. (2014). The Impact of Health Care Professionals’
Service Orientation on Patients’ Innovative Behavior. Health Care
Management Review, 329-339. Retrieved September 14, 2020

Hou, J. J. (2008). Toward a Research Model of Market Orientation and Dynamic
Capabilities. Social Behavior and Personality, 36, 1251-1268.

Hussein, A. S. (2015). Penelitian Bisnis dan Manajemen Menggunakan Partial Least
Squares (PLS) dengan SmartPLS 3.0. Malang: Universitas Brawijaya.

166



Iddrisu, A., Nooni, I, Fianki, & Mensah, K. (2015). Assesing The Impact of Service
Quality on Customer Loyalty: A Case Study of The Cellular Industry of
Ghana. British Journal of Marketing Studies, 3, 15-30.

Ivankovi¢, G., & Jerman, M. (2011). Comparative Analysis of Budgeting in The
Slovene Hotel Industry. Tourism and Hospitality Management, 91-100.

Jati, B. D., & Ngatno. (2016). Pengaruh Orientasi Pasar dan Inovasi Jasa terhadap
Kinerja Pemasaran Melalui Keunggulan Bersaing pada Hotel Non Bintang di
Kota Semarang. Jurnal llmu Administrasi Bisnis, 5, 173-180.

KBBI. (2020, November 15). Pelayanan. Retrieved from kbbi.web.id:
https://kbbi.web.id/

Kola, O., & Akinyele, S. (2010). Evaluation of Effectiveness of Marketing
Communication Mix Element in Nigerian Service Sector. Pakistan Journal of
Social Sciences, 7, 76-80.

Kominfo. (2019, February 13). Berita Pemerintahan. Retrieved October 20, 2020,
from Kominfo.go.id:
https://www.kominfo.go.id/content/detail/16372/pemerintah-siapkan-
pariwisata-jadi-penyumbang-devisa-terbesar/0/berita

Kompasiana. (2013, Juni 24). Cara Jitu Memberikan Service Excellece di Hotel
kepada Tamu. Retrieved from Manajemen:
https://www.kompasiana.com/faztrack/5528fb5df17e6165258b4596/cara-jitu-
memberikan-service-excellece-di-hotel-kepada-tamu

Kotler, P. (2001). Marketing Management. United States: Pearson.

Kotler, P., Armstrong, G., Wong, V., & Saunders, J. (2005). Principles of Marketing.
Jakarta: Pearson.

Kulluvaara, C., & J., T. (2003). Integrated Marketing Communication and Tourism.
Sweden: BS Thesis, Lulea University of Technology.

Kuo, Y.-K., Kuo, T.-H., & Ho, L.-A. (2014). Enabling Innovative Ability:
Knowledge Sharing as a Mediator. Industrial Management and Data Systems,
696-710. Retrieved September 14, 2020

Kusnandar, V. B. (2019, June 12). Katadata.id. Retrieved September 30, 2020, from
Katadata.id: https://databoks.katadata.co.id/datapublish/2019/06/12/jumlah-
pulau-di-indonesia-berkurang-menjadi-16-ribu

167



Lake, L. (2020, January 05). Brand Marketing. Retrieved from The Balance Small
Business: https://www.thebalancesmb.com/why-is-branding-important-when-
it-comes-to-your-marketing-
2294845#:~:text=In%20developing%20a%?20strategic%20marketing,last%20t
0%20create%20customer%?20loyalty.

Listyarso, A. (2005). Pengaruh Strategi Pemasaran terhadap Kinerja Pemasaran
dan Kinerja Perusahaan dengan Lingkungan Persaingan sebagai Variabel
Moderating (Studi Kasus Perusahaan Jasa Konstruksi Kelas Kecil-Menengah
di Kota Semarang). Semarang: Thesis Universitas Diponegoro.

Mansury, M. A., & Love, J. H. (2008). Innovation, Productivity and Growth in US
Business Services: A Firm-Level Analysis. Technovation, 52-62.

Martyn, E., & Anderson, C. K. (2018). Customer Satisfaction through Service
Excellence: The Importance of Focused Training. Cornell Hospitality Report,
1-14.

Masa'deh, R., Alananzeh, O., Tarhini, A., & Algudah, O. (2018). The Effect of
Promotional Mix on Hotel Performance During The Political Crisis In The
Middle East. Journal of Hospitality and Tourism Technology, 32-47.

Meira, J. V., Falaster, C., & Anjos, S. J. (2018). Innovation and Performance in the
Hotel Industry. Journal of Wuality Assurance in Hospitality and Tourism, 1-
21.

Nurdianasari, R., & Indriani, F. (2017). Studi Mengenai Brand Communication,
Brand Image, dan Brand Trust Serta Pengaruhnya Terhadap Brand Loyalty
pada Produk Hand and Body Lotion Merek Citra. Diponegoro Journal of
Management, 6(4), 1-14.

Nykiel, R. (2001, March 7). News. Retrieved September 14, 2020, from
Hospitalitynet:
https://www.hospitalitynet.org/news/4007318.html?query=promotion%?20in%
20hotel%20industry

O'Cass, A., & Sok, P. (2013). Exploring Innovation Driven Value Creation in B2B
Service Firms: The Roles of The Manager, Employees, and Customers in
Value Creation. Journal of Business Research, 1074-1084. Retrieved
September 14, 2020

Ottenbacher, M. C., & Gnoth, J. (2005). How to Develop Successful Hospitality
Innovation. Cornell Hospitality Quarterly, 205-222. Retrieved September 14,
2020

168



Otterlei, M. (2019, August 26). News. Retrieved September 21, 2020, from Hoist
Group: https://www.hoistgroup.com/hoist-news/2019/08/26/hotel-service-as-
a-system/

Patel, N. (2020, November 13). Marketing. Retrieved from Neilpatel:
https://neilpatel.com/blog/the-only-marketing-strategy-you-need/

Pjero, E. A. (2010). Integrated Marketing Communication and Its Measurement in
Albania Reality. International Review of Business Research Papers, 6, 77-89.

PbppelbuB, J., Plattfaut, R., Ortbach, K., Malsbender, A., Voigt, M., Niehaves, B., &
Becker, J. (2011). Service Innovation Capability: Proposing a New
Framework. Proceedings of the Federated Conference on Computer Science
and Information Systems, 545-551. Retrieved September 14, 2020

Qoura, O., & Khalifa, G. S. (2013). The Impact of Reputation Management on Hotel
Image among Internal Customers: The Case of Egyptian Hotels. Journal of
Faculty of Tourism and Hotels, 261-274.

Rahmadi, T. (2019, July 20). Berita. Retrieved October 20, 2020, from
Republika.co.id: https://republika.co.id/berita/puxvdz440/tantangan-
pariwisata-indonesia-di-era-jokowi-jilid-ii

Reid, M. (2005). Performance Auditing of Integrated Marketing Communications
(IMC) Actions and Outcomes. Journal of Advertising, 41-54.

Sakti, G. (2019, October 15). Berita. Retrieved September 30, 2020, from
Kemenparekraf.go.id: https://www.kemenparekraf.go.id/post/siaran-pers-
pariwisata-diproyeksikan-jadi-penyumbang-devisa-terbesar-lima-tahun-ke-
depan#:~:text=Jakarta%2C%2015%200ktober%202019%20%2D%20Sektor,
CPQO%20(minyak%20sawit%20mentah).

Sandvik, I. L., & Sandvik, K. (2003). The Impact of Market Orientation on Product
Innovativeness and Business Performance. International journal of research
in, 355-376.

Sangkaworn, C., & Mujtaba, B. G. (2010). Marketing Practices of Hotels and Resorts
in ChiangMai: A Study of Products, Pricing, and Promotional Practices .
Journal of Management and Marketing Research , 1-17.

Santoso, C. A., & Setiawan, R. (2017). Pengaruh Kepemimpinan Transformasional
dan Transaksional serta Motivasi Kerja Terhadap Kinerja Karyawan di PT
Ilwi Abadi Indonesia. AGORA, 5(1), 1-9.

169



Sekaran, U., & Bougie, R. (2016). Research Methods for Business (7 ed.). United
Kingdom: John Wiley&Sons Ltd.

Sikdar, A., & Vel, P. (2010). Getting The Customer Interested in Your Innovation:
Role of Distribution and Promotional Strategies. Business Strategy Series,
158-168.

Singh, S., Darwish, T. K., & Potocnik, K. ( 2016). Measuring Organizational
Performance: A Case for Subjective Measures. British Journal of
Management, Vol. 27, 214-224.

SiteMinder. (2020). SiteMinder: Hotel Insight. Retrieved from trends-advice/hotel-
insights/consumer-behaviour-travel-hotel-technology/:
https://www.siteminder.com/r/trends-advice/hotel-insights/consumer-
behaviour-travel-hotel-technology/

Skinner, H. (2005). Wish You Were Here? Some Problems Associated with
Integrating Marketing Communications When Promoting Place Brands.
Henry Stewart Publications, 299-315.

STAYNTOUCH. (2017, APRIL 20). STAYNTOUCH. Retrieved from How
Consumers Drive Trends In Hospitality Management:
https://www.stayntouch.com/blog/bloghow-consumers-are-driving-change-in-
hospitality-management/

Stojcic, N., Vojvodic, K., & Butigan, N. (2019). Service Innovations and Firm
Performance in the Hospitality Industry: Evidence from Tourism Driven
Economy. Tourism in Southern and Eastern Europe, 5, 679-688.

Suendro, G. (2010). Analisis Pengaruh Inovasi Produk Melalui Kinerja Pemasaran
untuk Mencapai Keunggulan Bersaing Berkelanjutan (Studi Kasus pada
Industri Kecil dan Menengah Batik Pekalongan). Jurnal Sains Pemasaran
Indonesia, 9, 230-243.

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

Sugiyono. (2017). Metode Penelitian Kuantitatif, Kualitatif dan Kombinasi (Mixed
Methods). Bandung: Alfabeta.

Summerfield, R. (2014, June). Feature. Retrieved from Financier Worldwide
Magazine: https://www.financierworldwide.com/the-importance-of-an-
effective-marketing-strategy#.X65ZBsgzY 2w

170



Tajeddini, K. (2010). Effect of Customer Orientation and Entrepreneurial Orientation
on Innovativeness: Evidence from the hotel industry in Switzerland. Tourism
Management, 221-231.

Taouab, O., & Issor, Z. (2019). Firm Performance: Definition and Measurement
Model. European Scientific Journal, 93-106.

Thomas, A., Darroch, J., & Galvin, W. (2001). Marketing and Service Orientation of
Law Firms. Marketing Intelligence and Planning, 103-111.

Trilyo. (2018, September 3). Retrieved from trilyo.com:
https://www.trilyo.com/blog/what-are-the-major-differences-between-chain-
and-independent-
hotels/#:~:text=Chain%20Hotels%3A%20A%20chain%20hotel,'chain%?2Daff
iliated'%20hotel.&text=They%20can%20be%20total%200r,their%20administ
ration%2C%20marketing%20and%20pr

Tsang, S., Terkawi, A. S., & Royse, C. F. (2017). Guidelines for Developing,
Translating, and Validating a Questionnaire in Perioperative and Pain
Medicine. Sandi Journal of Anaesthesia, 80-89.

Wang, Y.-J., Wu, C. (., & Yuan, J. (. (2010). Exploring Visitors’ Experiences and
Intention to Revisit a Heritage Destination: The Case for Lukang, Taiwan.
Journal of Quality Assurance in Hospitality & Tourism, 162-178.

Winter, S., & Sundqvist, S. (2008). IMC Strategies in New High Technology Product
Launches. Marketing Intelligence and Planning, 191-215.

Wirtz, J., & Lovelock, C. H. (2017). Essentials of Services Marketing. England:
Pearson. Retrieved September 4, 2020

Wirtz, J., & Zeithaml, V. (2018). Cost-Effective Service Excellence. Journal of The
Academy of Marketing Science, 59-80.

Wong, K. K.-K. (2013). Partial Least Square Structural Equation Modeling (PLS-
SEM) Techniques Using SmartPLS. Marketing Bulletin, 1-32.

Xue, M., & Harker, P. (2002). Customer Efficiency: Concept and Its Impact on E-
Business Management. Journal of Service Research, 4, 253-267.

Yohannes, M. (2020, Maret 20). Retrieved from Traveloka:
https://www.traveloka.com/id-id/explore/tips/klasifikasi-jenis-jenis-hotel-
acc/27223

171



Yohannes, M. (2020, January 24). Destination. Retrieved September 30, 2020, from
Traveloka: https://www.traveloka.com/id-id/explore/destination/keindahan-
alam-indonesia-yang-mendunia-acc/19116

Yunanto, M., Setiono, W., & Medyawati, H. (2012). Responsibilites and Excellent
Service on Customer Satisfaction: Case Study of DKI Islamic Bank.
International Conference on Management and Education Innovation, 37-196.

Zehir, C., Sahin, A., Kitapci, H., & OzSahin, M. (2011). The Effects of Brand
Communication and Service Quality In Building Brand Loyalty Through
Brand Trust; The Empirical Research On Global Brands. Procedia Social and
Behavioral Sciences, 1218-1231.

Zhou, L., Ye, S., Pearce, P. L., & Wu, M.-Y. (2014). Refreshing Hotel Satisfaction
Studies by Reconfiguring Customer Review Data. International Journal of
Hospitality Management, 1-10.

172



