
58 
 

REFERENCES 

Abbasi, S., Khalid, W., Azam, M. & Riaz, A. (2010). Determinants of customer 

satisfaction in hotel industry of Pakistan. European Journal of Scientific 

Research. 48. 97-105 

Ali, J. A. & Ahliyya, A. (2012). The impact of service quality on tourist satisfaction 

in Jerash. Interdisciplinary Journal of Contemporary Research in Business.  

Vol 3, (12), 64-187. 

Badan Pusat Statistik (2017). Jumlah Hotel Menurut Kabupaten/Kota di Provinsi 

Nusa Tenggara Timur, 2015-2017. Retrieved from http://www.ntt.bps.go.id/,  

Badan Pusat Statistik (2019). Jumlah Wisatawan Mancanegara dan Domestik 

(Jiwa), 2016-2018. Retrieved from http://www.ntt.bps.go.id/,  

Badan Pusat Statistik (2019). “Kupang Municipality in Figures 2020”. Catalog BPS 

1102001.5371 retrieved from http://www.bps.go.id/.  

Badan Pusat Statistik (2019). “Statistik Objek Daya Tarik Wisata 2018”. Catalog 

BPS 8401017 retrieved from  http://www.bps.go.id/. 

Badan Pusat Statistik (2020). Persentase Jumlah Tamu Asing dan Domestik Hotel 

Bintang menurut Bulan (persen), 2018-2019. Retrieved from 

http://www.ntt.bps.go.id/,  

Blešiæ, I., Ivkov-Dzigurski, A., Stankov, U., Stamenkoviæ, I., & Bradiæ, M. (2011). 

Research of expected and perceived service quality in hotel Management. 

Revista de Turism: Studii si Cercetari in Turism. 

Chiguvi, D.  (2016). Effectiveness of cellphone banking on service quality in 

commercial banks in Botswana. International Journal of Science and 

Research (IJSR), Vol. 5, (8); pp1334 -1345 

Cousins, J., Lillicrap, D., Weekes, S. (2014). Food and Beverage Service. Hodder 

Education. 

Davis B., Lockwood, A., Alcott, P., Pantelidis, I. (2018). Food and Beverage 

Management. Routledge. 

Dessler, G. (2015). Fundamentals of Human Resource Management, 4th Edition. 

Global Edition, Pearson International.  

Dimitriou, C.K. (2017). Understanding and dealing with service failures in tourism 

and hospitality. In E. Koc (eds). Service Failure and Recovery in Tourism and 

Hospitality: A Practical Manual. (9-26). Center of Agriculture and 

Bioscience International 

Dmitrovic, T., Cvelbar, L., Kolah, T., Brencic, M., Ograjensek, I & Zabkar, V. 

(2009). Conceptualizing tourist satisfaction at the destination Level. 

http://www.ntt.bps.go.id/
http://www.ntt.bps.go.id/
http://www.bps.go.id/
http://www.bps.go.id/
http://www.ntt.bps.go.id/


59 
 

International Journal of Culture, Tourism and Hospitality Research. 3 (2). 

116 – 126. 

Elshaer, A.M., & Marzouk, A.M. (2019). Labour in the Tourism and Hospitality 

Industry: Skills, Ethics, Issues and Rights. Routledge. 

Ferreira, A. P. (2016). Training and Development in organizations: Start at the 

Beginning. In C. Machado, & J. P. Davim (Eds.) MBA: Theory and 

Application of Business and Management Principles (105-121). 

Gewerbestrasse: Springer International Publishing Switzerland. DOI: 

10.1007/978-3-319-28281-7_4 

Ford, R. C., Sturman, M. C., & Heaton, C. P. (2012). Managing Quality Service in 

Hospitality: How Organizations Achieve Excellence in the Guest Experience. 

Delmar, Cengage Learning. 

Forozia, A., Zadeh, M. & Gilani, M. (2013). Customer satisfaction in hospitality 

industry: Middle-East tourists at 3-star hotels in Malaysia. Research Journal 

of Applied Sciences, Engineering and Technology. 5, (17), 4329-4335. 

Gallarza, M., Saura, I. G. & Moreno, F. A. (2013). The quality-value-satisfaction-

loyalty chain: relationships and impacts. Tourism Review. 68, 3-20. 

Hayes, D.K., Miller, A.A., Ninemeier, J.D. (2014). Foundation of Lodging 

Management. Pearson Education Limited. 

Islam, M. J., Mustafi, M. A. A., Azmi, T., Ahmed, F. (2016). Measuring the effect 

of retail service quality dimensions on customer satisfaction and loyalty: The 

study on the super shop in Bangladesh. International Journal of Scientific & 

Engineering Research, 7, (8), 215–233. 

Kandampully J., Juwaheerm T.D. & Hu, H.H (2011). The influence of a hotel firm’s 

quality of service and image and its effect on tourism customer loyalty. 

International Journal of Hospitality & Tourism Administration. 12, (1), 21-

42. 

Kim, Y., & Lee, J. (2010). Relationship between corporate image and customer 

loyalty in mobile communications service markets. African journal of 

Business Management, 4, (18), 4035-4041. 

Kinderis, R., Žalys, L., & Žalienė, I. (2011). Paslaugų kokybės vertinimas viešbučių 

versle [Evaluation of service quality in the hotel business, in Lithuanian]. 
Ekonomika ir vadyba: aktualijos ir perspektyvos, 1, 86–100. 

Koc, E. (2017). Introduction: Service failure and recovery. In E. Koc (eds). Service 

Failure and Recovery in Tourism and Hospitality: A Practical Manual. (9-

26). Center of Agriculture and Bioscience International 

Kotler, P., Armstrong, G., Harris, L. C., & Piercy, N. F. (2013). Principles of 

Marketing. Pearson Education Ltd.  



60 
 

Li, H., Ye, Q., Law, R. (2013). Determinants of customer satisfaction in the hotel 

industry: An application of online review analysis. Asia Pacific Journal of 

Tourism Research, 18, (7), 784-802, DOI: 10.1080/10941665.2012.708351 

Markovic, S., & Raspor, S. (2010). Measuring perceived service quality using 

servqual: A case study of the Croatian hotel industry = Merjenje zaznane 

kakovosti storitev s pomočjo modela servqual: primer hrvaške hotelske 

dejavnosti. Management. Vol 5, (3), 297-299. 

MarkSouthy. (2020, January). Having stayed here 3 years ago we had reasonable 

expectations. Not sure if management has changed but this time was 

shocking… [Online Review]. Tripadvisor. 

https://www.tripadvisor.co.id/Hotel_Review-g679582-d1726808-Reviews-

or5-Swiss_Belinn_Kristal_Kupang-

Kupang_West_Timor_East_Nusa_Tenggara.html#REVIEWS  

Meng, S., Liang, G. & Yang, S. (2011). The Relationships of cruise image, 

perceived value, satisfaction, and post-purchase behavioral intention on 

Taiwanese tourists. African Journal of Business Management, 5, 19-29. 

Parasuraman. A. (2014). The Behaviorial Consequenses of Service Quality. New 

Jersey: Prentince Hall. 

Pizam, A. (2017). Hospitality versus tourism and travel industry. In A, Pizam., J, 

Ackles., D, Adams., J, Adams., S, Aldred., J, Allen., R, Allender., T. D, 

Andersson., H, Atkinson., R, Baggio., B, Bai., P, Baldwin., S, Baloglu., D, 

Barrash., J, Barsky., P, Beals., S, Bhuripanyo., D, Biel., K, Birdir … S, Zorn. 

(eds). International Encyclopedia of Hospitality Management. (320-321). 

Elsevier Ltd 

Ramya, M., Kowsalya, A. & Dharanipriya, K. (2019). Service quality and its 

dimension. EPRA International Journal of Research and Development. Vol 4, 

(2), 39-41. 

Republik Indonesia. Kementerian Ketenagakerjaan. (2020). Peraturan Menteri 

ketenagakerjaan Republik Indonesia tentang Penyelenggaraan Pemagangan 

di Dalam Negeri. Reterived from 

https://peraturan.bpk.go.id/Home/Details/145067/permenaker-no-6-tahun-

2020  

Republik Indonesia. Kementerian Pariwisata dan Ekonomi Kreatif. (2013). 

Peraturan Menteri Pariwisata dan Ekonomi Kreatif Republik Indonesia. 

Retrieved from 

https://peraturan.bkpm.go.id/jdih/userfiles/batang/PERMEN%20ttg%20STA

NDAR%20USAHA%20HOTEL.pdf  

Republik Indonesia. Kementerian Perindustrian. (2003). Undang-undang no. 13 

tentang ketenagakerjaan. Retrieved from 

https://kemenperin.go.id/kompetensi/UU_13_2003.pdf  

https://doi.org/10.1080/10941665.2012.708351
https://www.tripadvisor.co.id/Hotel_Review-g679582-d1726808-Reviews-or5-Swiss_Belinn_Kristal_Kupang-Kupang_West_Timor_East_Nusa_Tenggara.html#REVIEWS
https://www.tripadvisor.co.id/Hotel_Review-g679582-d1726808-Reviews-or5-Swiss_Belinn_Kristal_Kupang-Kupang_West_Timor_East_Nusa_Tenggara.html#REVIEWS
https://www.tripadvisor.co.id/Hotel_Review-g679582-d1726808-Reviews-or5-Swiss_Belinn_Kristal_Kupang-Kupang_West_Timor_East_Nusa_Tenggara.html#REVIEWS
https://peraturan.bpk.go.id/Home/Details/145067/permenaker-no-6-tahun-2020
https://peraturan.bpk.go.id/Home/Details/145067/permenaker-no-6-tahun-2020
https://peraturan.bkpm.go.id/jdih/userfiles/batang/PERMEN%20ttg%20STANDAR%20USAHA%20HOTEL.pdf
https://peraturan.bkpm.go.id/jdih/userfiles/batang/PERMEN%20ttg%20STANDAR%20USAHA%20HOTEL.pdf
https://kemenperin.go.id/kompetensi/UU_13_2003.pdf


61 
 

Republik Indonesia. Kementerian Perindustrian. (2006) Peraturan Pemerintah 

Republik Indonesia nomor 31 tahun 2006 tentang Sistem Pelatihan Kerja 

Nasional. Retrieved from  

https://kemenperin.go.id/kompetensi/PP_31_2006.pdf  

Republik Indonesia. Kementerian Wisata, Pos, dan Telekomunikasi. (1986). 

Peraturan Usaha dan Penggolongan Hotel. Retrieved from 

https://peraturan.bkpm.go.id/jdih/userfiles/batang/Kepmenparpostel_37_198

6.pdf  

Robbins, S., Judge, T. A., Millet, B., & Boyle, M. (2013). Organizational 

Behaviour. Melbourne: Pearson Higher Education. 

Ruiz-alba, J. L., Bermúdez-González, G., Rodríguez-Molina, M. A. & Blanca, M. 

J. (2014). Internal market orientation: An empirical research in hotel sector. 

International Journal of Hospitality Management, 38, 11-19 

Sadeh, E., Asgari, F., Mousavi, L. & Sadeh, S. (2012). Factors affecting tourist 

satisfaction and its consequences. Journal of Basic and Applied Scientific 

Research, 2, (2), 1557-1560. 

Saltik, I. A., Avci, U., & Çalışkan, U. (2017). Staff training for service failures and 

recovery. In E. Koc (eds). Service Failure and Recovery in Tourism and 

Hospitality: A Practical Manual. (9-26). Center of Agriculture and 

Bioscience International. 

Snell, S., & Bohlander, G. (2013). Managing Human Resource. South-Western, 

Cengage Learning. 

Tao, F. (2014). Customer relationship management based on increasing customer 

satisfaction. International Journal of Business and Social Science. Vol. 5 (No. 

5). 256-263 

Teng, C. C. (2013). Developing and evaluating a hospitality skill module for 

enhancing performance of undergraduate hospitality students. Journal of 

Hospitality, Leisure, Sport, & Tourism Education, 13, (1), 78-86. 

https://doi.org/10.1016/j.jhlste.2013.07.003  

Walker, J.R. (2017). Introduction to Hospitality. Pearson Education Limited. 

Waqanimaravu, M., & Arasanmi, C.N. (2020) Employee training and service 

quality in the hospitality industry, Journal of Foodservice Business Research, 

23, (3), 216-227, DOI: 10.1080/15378020.2020.1724850  

Weng, M. (2016). Study on the influencing factors of hotel customer satisfaction. 

International Conference on Computer and Information Technology 

Application (ICCITA). DOI: https://doi.org/10.2991/iccita-16.2016.22 

Wescott, F. (2011). The Importance of Training. Journal of Housing & Community 

Development, 68 (3), 10–17 

https://kemenperin.go.id/kompetensi/UU_13_2003.pdf
https://kemenperin.go.id/kompetensi/UU_13_2003.pdf
https://kemenperin.go.id/kompetensi/UU_13_2003.pdf
https://peraturan.bkpm.go.id/jdih/userfiles/batang/Kepmenparpostel_37_1986.pdf
https://peraturan.bkpm.go.id/jdih/userfiles/batang/Kepmenparpostel_37_1986.pdf
https://doi.org/10.1016/j.jhlste.2013.07.003
https://dx.doi.org/10.2991/iccita-16.2016.22


62 
 

Xia, W., Jie, Z., Chaolin, G., & Feng, Z. (2009). Examining antecedents and 

consequences of tourist satisfaction: A structural modelling approach. 

Tsinghua Science and Technology, 14, (3), 397-406. DOI: 

http://dx.doi.org/10.1016/S1007-0214(09)70057-4 

Zen. (2019, February). Bad experience. Low respond staff waiting for more than 30 

minutes to serve. Is time worth here? Pengalaman yang buruk. Staff… 

[Online Review]. Tripadvisor. https://www.tripadvisor.co.id/Hotel_Review-

g679582-d1726808-Reviews-or5-Swiss_Belinn_Kristal_Kupang-

Kupang_West_Timor_East_Nusa_Tenggara.html#REVIEWS 

http://dx.doi.org/10.1016/S1007-0214(09)70057-4
https://www.tripadvisor.co.id/Hotel_Review-g679582-d1726808-Reviews-or5-Swiss_Belinn_Kristal_Kupang-Kupang_West_Timor_East_Nusa_Tenggara.html#REVIEWS
https://www.tripadvisor.co.id/Hotel_Review-g679582-d1726808-Reviews-or5-Swiss_Belinn_Kristal_Kupang-Kupang_West_Timor_East_Nusa_Tenggara.html#REVIEWS
https://www.tripadvisor.co.id/Hotel_Review-g679582-d1726808-Reviews-or5-Swiss_Belinn_Kristal_Kupang-Kupang_West_Timor_East_Nusa_Tenggara.html#REVIEWS

