
     Daftar Pustaka 

 

 

Agustin, C., & Singh, J. (2005). Curvilinear effects of consumer loyalty determinants 

in relational exchanges”. Journal of Marketing Research,, Vol. 42 No. 1, pp. 

96-108. 

Akter, S., D'ambra, J., & Ray, P. (2010). Service quality of health platforms: 

development and validation of a hierarchical model using PLS. Electronic 

Markets, , Vol. 20 No 3-4, pp. 209-227. 

Akter, S., D'Ambra, J., & Ray, P. (2013). Development and validation of an instrument 

to measure user perceived service quality of health. Information & 

Management, Vol. 50 No. 4, pp. 181-195. 

Al Arabiya News English. Largest-number-of-Umrah-pilgrims-came-from-Egypt-Pa- 

            kistan-.html. 18 November 2016. http;//englishh.alarabiya.net/en/perspective/a 

            nalysis/2016/11/18/Largest number-of-Umrah-pilgrims-came-from-Egypt-Pa- 

            kistan-html. 

Al-Nasser, M., Yusof, R., Islam, R., & Al-Nasser, A. (2013). E-service quality and its 

effect on consumer’s perceptions trust. American Journal of Economics and 

Business Administration, Vol. 5 No. 2, pp. 47-55. 

Altarez, Copo, A. R., Laddaran, A. T., Mejia, L. D., Policapio, I., & Yao, A. M. (2003). 

Elementari Statistics: A Modern Approach. Philippines: Rex Bookstore Inc. 

Aminee, A. (1998). Consumers’ True Brand Loyalty: The Central Role of 

Commitment,”. Journal of Strategic Marketing, 6, pp. 305-319. 

Ananth, A., Ramesh, R., & Prabaharan, B. (2010). Service quality gap analysis in 

private sector bank – a customer perspective. Indian Journal Of Commerce And 

Management Studies, 2, 245-252. 

Arikunto, S. (2006). Prosedur Penelitian: Suatu Pengantar Praktik. Jakarta: Rineka 

Cipta. 

Atika, Febrianti, & Sari. (2015). Cara Melakukan Penelitian Ilmiah. Malang: 

Universita Negeri Malang. 

Azhagan, & Nagarajan. (2011). Analytical Study On Retail Service Quality Of 

Organized Retail Sector In Trichy. Amet Journal Of Management, 75-83. 



Ball, D., Coelho, P. S., & Machas, A. (2004). The role of communication and trust in 

explaining customer loyalty: An extension to the ECSI model. Europan Journal 

of Marketing,, Vol. 38 No. 9/10, pp. 1272-1293. 

Barber, N., Goodman, R. J., & Goh, B. K. (2010). Restaurant consumers repeat 

patronage: a service quality concern. International Journal of Hospitality 

Management, Vol. 30 No. 2, pp. 329-336. 

Berman, B., & Evans, J. R. (2001). Ritel Management: A Strategic Approach” (8 ed.). 

New Jersey:: Prentice Hall. 

Berry, L. L., Parasuraman, A., & Zeithaml, V. A. (1988). The service quality puzzle. 

Business Horizon, Vol. 31 No. 5, pp. 35-43. 

Berry, L. L., Seiders, K., & Grewal, D. (2002). Understanding service convenience. 

Journal of Marketing, 1-17. 

Bland, L. (1997). Good guys, bad guys. The Sydney Morning Herald, pp. 1. 

Bloemer, De Ruyter, & Wetzels, M. (1998). Linking perceived service quality and 

Service Loyalty: A multi-dimensional perspective. Journal of Marketing, 1082-

1106. 

Blut, M., Beatty, S. E., Evanschitzky, H., & Brock, C. (2014). The impact of service 

characteristics on the switching costs-customer loyalty link. Journal of 

Retailing, Vol. 90 No. 2, pp. 275-290. 

Bolton, R. N., & Drew, J. H. (1991). A multi-stage model of customers’ assessments 

of service quality and value. Journal of Consumer Research, 375-84. 

Boulding, W., A, K., R, S., & V, A. Z. (1993, February). A Dynamic Process Model of 

Service Quality: From Expectations to Behavioral Intentions. Journal of 

Marketing Research, Vol. 30, pp. 7-27. 

Bowen, J. T., & Chen McChin, S. L. (2015). Transitioning loyalty programs: a 

commentary on the relationship between customer loyalty and customer 

satisfaction. International Journal of Contemporary Hospitality Management, 

Vol. 27 No. 3, pp. 415-430. 

Bowen, J., & Shoemaker, S. (1998). Loyalty: a strategy commitment. Cornell H.R.A. 

Quarterky, Vol. 2 pp.12-25. 

Brady, M. K., & Cronin, J. J. (2001). Some new thoughts on conceptualizing perceived 

service quality: a hierarchical approach. Journal of Marketing, Vol. 65, pp. 34-

49. 



Bunghez, C. L. (2016). The Importance of Tourism to a Destination's Economy. 

Journal of Eastern Europe Research in Business & Economics. 

Caro, L., & Garcia, J. (2008). Developing a multidimensional and hierarchical service 

quality model for the travel agency industry. Tourism Management, Vol. 29 

No. 4, pp. 706-720. 

Cengiz, E., Ayyildiz, H., & Bünyamin, E. (2007). Effects of image and advertising 

efficiency on customer loyalty and antecedents of loyalty: Turkish banks 

sample. Banks and Bank Systems, 2(1), 56-71. 

Chaudhuri, & Holbrook, M. B. (2001). The chain of effects from brand trust and brand 

affect to brand performance: The role of brand loyalty. Journal of Marketing, 

Vol. 65 No. 2, pp. 81-93. 

Chuang, P. T. (2010). Incorporating disservice analysis to enhance perceived service 

quality. Industrial Management & Data Systems, Vol. 110 No.3, pp. 1-2. 

Chun, N. (2010). Middle Class Size in the Past, Present, and Future: A Description of 

Trends in Asia. Manila: Asian Development Bank. 

Clark, G. J. (1992). Quality in finance. Management Services, 24-6. 

Cronin, J. J., & Taylor, S. A. (1994). SERVPERF versus SERVQUAL: reconciling 

performance-based and perceptions-minus-expectations measurement of 

service quality. Journal of Marketing.  

Davies, M. (1996). Image Problems with Financial Services: Some Consideration for 

Improvement. Management Decisions, 34(2), 64-71. 

Day, G. S. (1969). A two-dimensional concept of brand loyalty. Journal of Advertising 

Research, Vol. 9 No. 3, pp. 29-35. 

Delgado, E., & Munuera, J. L. (2001). Brand Trust In The Context Of Consumer 

Loyalty. European Jornal Of Marketing, Vol. 35 No 11/12, pp.1238-1238. 

Demirci-Orel, F., & Kara, A. (2015). Assessing the role of service quality of retail self 

checkouts on customer satisfaction and loyalty: empirical evidence from an 

emerging market. in Robinson, L. (Ed.), Marketing Dynamism & Sustainability: 

Things Change, Things Stay the Same, (hal. p. 226). Baltimore: Springer 

International Publishing. 

Devlin, J. F., Gwynne, A. L., & Ennew, C. T. (2002). The antecedents of service 

expectations. Service Industries Journal, Vol. 22 No. 4, pp. 117-152. 

Dhar, S. K., Hoch, S. J., & Kumar, N. (2001). Effective category management depends 

on the role of the category. Journal of Retailing, 165-184. 



Dick, A. S., & Basu, K. (1994). Customer loyalty: toward an integrated conceptual 

framework. Journal of Academy of Marketing Science, Vol. 22 No. 2, pp. 99-

113. 

Dymshits, M. (2007). Basics of loyalty: Afragment of the book “customer loyalty: 

Repurchase arrangements. Marketer, 6, pp. 35-39. 

Finn, D. W., & Lamb, C. J. (1991). An Evaluation of the SERVQUAL Scales in a 

Retailing Setting. Advances in Consumer Research, 18(1), 483-490. 

Florence, K., & Catherine, V. (2012). How store brands build retailer brand image. 

International Journal of Retail & Distribution Management, 528-543. 

Franke, R. H. (1988). Quality service pays off. Trust and Estates, Vol. 127 No. 9, pp. 

22-8. 

Friedman, & Kelman. (2007). Effort as Investment: Analyzing the Response to 

Incentives. Working Paper, Harvard University. 

Fullerton. (2005). The service quality–loyalty relationship in retail services: does 

commitment matter? . Journal Of Retailing And Consumer Services, 99-111. 

Furchan, A. (2004). Pengantar Penelitian dalam Pendidikan. Yogyakarta: Pustaka 

Pelajar. 

Gagliano, K. B., & Hatchote, J. (1994). Customer Expectations and Perceptions of 

Service Quality in Retail Apparel Specialty Stores. Journal of Services 

Marketing, 8(1), pp. 60-69. 

Ganesh, Arnold, M. J., & Reynolds, K. E. (2000). Understanding thecustomer base of 

service providers: an examination of the differences between switchers and 

stayers. Journal of Marketing, 65–87. 

Gera, R. (2011). Modelling the service antecedents of favourable and unfavourable 

behaviour intentions in life insurance services in India: An SEM study. 

International Journal of Quality and Service Sciences, , Vol. 3 No. 2, pp. 225 

– 242. 

Getty, J. M., & Thompson, K. M. (1994). “The relationship between quality, 

satisfaction, and recommending behaviour in lodging decision. Journal of 

Hospitality & Leisure Marketing, Vol. 2 No. 3,pp. 3-22. 

Ghozali, I. (2011). Structural Equation Modeling Metode Alternatif Dengan Partial 

Least Square (PLS). Semarang: Badan Penerbit Universitas Diponegoro. 

Githiri, E. M. (2015). Factors affecting customer service delivery: a case of standard 

chartered bank Kenya. doctoral dissertation. Nairobi. 



Grewal, D., Baker, J., Levy, M., & Voss, G. B. (2003). The effects of wait expectations 

and store atmosphere evaluations on patronage intentions in service-intensive 

retail stores. Journal Of Retailing, 259-268. 

Griffin, J. (2003). Customer Loyalty. Jakarta: Erlangga. 

Griffin, J. (2005). Customer loyalty. Jakarta: Erlangga. 

Griffin, J. (2010). Customer Loyalty How To Earn it, How Keep It I. Kentucky: 

McGrawHill. 

Hadi, A., & Haryono. (2005). Metodologi Penelitian Pendidikan. Bandung: Pustaka 

Setia. 

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2011). PLS-SEM: INDEEd A SILVER 

BULLET. The Journal of Marketing Theory and Practice. 

Hair, J. F., W, C., Babin, B. J., & Anderson, R. E. (2010). Multivariate Data Analysis, 

(Seventh Edition ed.). Pearson Prentice Hall. 

Hannan, Suharjo, B., Kirbrandoko, & Nurmalina, R. (2014). Effect of Customer 

Satisfaction, Trust, Information Sharing,Switching Barrier and Relationship 

Bond on Customer Loyalty of Professional Services Company:Empirical Study 

on Independent Surveyor Services Industry in Indonesia. Proceedings Book of 

ICETSR. Malaysia: PAK Publishing Group Growing Knowledge For Future. 

Hanning, T., Gwinner, K. P., & Gremler, D. D. (2002). Understanding Relationship 

Marketing Outcomes an integration of Relational Benefits and Relationship 

Quality. Journal of Service Research, 33(4), 487-510. 

Headly, D. E., & Choi, B. (1992). Achieving service quality through gap analysis and 

a basic statistical approach. Journal of Services Marketing, Vol. 6 No.1, pp. 5-

14. 

Hinson, R., Mohammed, A., & Mensah, R. (2006). Determinants of Ghanaian bank 

service quality in a universal banking dispensation. Banks and Bank Systems, 

Vol. 1, No. 2. 

Hunter, V. L. (1998). Measure customer loyalty for complete picture of ROI. Business 

Marketing, Vol. 83 No. 3, pp.18. 

Hurriyati, R. (2005). Bauran Pemasaran Dan Loyalitas Konsumen. Bandung: 

Alfabeta. 

Hussein. (2015). Modul Ajar: Penelitian Bisnis dan Manajemen Menggunakan Partial 

Least Squares (PLS) dengan SmartPLS 3.0. Malang: Universitas Brawijaya. 



Ihtiyar, A., Ahmad, F. S., & Osman, M. H. (2014). An integrated 

framework:intercultural competence, service quality and customer satisfaction 

in grocery retailing. Procedia Social and Behavioral Sciences, Vol. 109, pp. 

492-496. 

Jogiyanto, H. (2011). Konsep dan Aplikasi Structural Equation Modeling : Berbasis 

Varian Dalam Penelitian Bisnis. Yogyakarta: Unit Penerbit dan Percetakan. 

Julander, C., Magi, A., Jonsson, J., & Lindqvist, A. (1997). Linking customer 

satisfaction to financial performance dat. in Edvardsson et al. (Eds) Advancing 

Service Quality: A Global Perspective, Quiz 5, Conference Processing (hal. 

pp.301-10.). Sweden: University of Karlstad. 

Kandampully, & Suhartono. (2000). Customer loyalty in the hotel industry: the role of 

customer satisfaction and image. International Journal of Contemporary 

Hospitality Management, Vol. 12 Issue: 6, pp. 346-351. 

Karjaluoto, H., Jayawardhena, C., Pihlstrom, M., & Leppaniemi, M. (2015). Effects of 

service quality, trust, and perceived value on customer loyalty: the case of 

mobile subscribers. in Robinson, L. (Ed.), Proceedings of the 2009 Academy of 

Marketing Science (AMS) Annual Conference, (hal. p. 179). New Orlean: 

Springer International Publishing. 

Kelley, L., Davies, S., & Kangis, P. (2002). Service quality for customer retention in 

the UK steel industry: old dogs or new tricks? ” European Business Review, 

Vol 14, No. 4, pp. 276-286. 

Khandeparkar, K., & Abhishek. (2017). Influence of media context on humorous 

advertising effectiveness. Marketing Intelligence & Planning, Vol. 35 No. 2, 

pp. 259-276. 

Kim. (2015). How  to Choose the Level Of Signicicance: A Pedagogical Note.MPRA. 

Kirillov, A. V., Vinichenko, M. V., Melnichuk, A. V., Melnichuk, Y. A., & Lakina, Y. 

(2015). Higher education institutions grading: Administrative and support 

personnel. International Journal of Economics and Financial Issues, 5(3S), 

173-182. 

Kirmani, A., & Wright, P. (1989). Money talks: perceived advertising expense and 

expected product quality. Journal of Consumer Research, Vol. 16 No. 3, pp. 

344-353. 

Kiyani, T. M., Niazi, M., Rizvi, R. A., & Khan, I. (2012). The relationship between 

brand trust customer satisfaction and customer loyalty (evidence from 

automobile sector of Pakistan). , Interdisciplinary Journal of Contemporary 

Research in Business, Vol. 4 No. 1, pp. 498-502. 



Kotler, P. (2003). Marketing Management (11th ed. ed.). Upper Saddle River, New 

Jersey: Prentice Hall, Inc. 

Kotler, P., & Armstrong, G. (2001). Prinsip-prinsip Pemasaran, Jilid 1, Edisi ke 

Delapan, Alih bahasa Damos Sihombing. Jakarta: Erlangga. 

Kotler, P., & Armstrong, G. (2012). Principles of Marketing (14th Edition ed.). United 

States: Pearson. 

Kotler, P., & Keller, K. L. (2012). Marketing management. Boston: Prentice Hall. 

Krisyantono. (2012). Teknik Praktis Riset Komunikasi. Jakarta: Prenada. 

Kumar, M., Kee, F. T., & Manshor, A. T. (2009). Determining the relative importance 

of critical factors in delivering service quality of banks. Managing Service 

Quality, Vol. 19, No. 2, pp. 211-228. 

Kursunluoglu, E. (2014). Shopping centre customer service: creating customer 

satisfaction and loyalty. Marketing Intelligence & Planning, Vol. 32 No. 4, pp. 

528-548. 

Lassar, W., Manolis, C., & Winsor, R. (2000). Service quality perspectives and 

satisfaction in private banking. Journal of Services Marketing, Vol. 14 No. 3, 

pp. 244-271. Vol. 58 No. 1, pp. 125-131. 

Latan, H., & Ghazali, I. (2012). Partial Least Squares : Konsep, Teknik dan Aplikasi. 

Semarang: Undip. 

Lin , M., & Lee, B. Y. (2012). The influence of website environment on brand loyalty: 

brand trust and brand affect as mediators. International Journal of Electronic 

Business Management, Vol. 10 No. 4, pp. 308-321. 

Lin, H. T. (2010). Fuzzy application in service quality analysis: an empirical study. 

Expert Systems with Applications, Vol. 37 No. 1, pp. 517-526. 

Lind, Marchal, & Wathern. (2010). Statistical Techniques in Business and. America, 

Newyork: McGraw-Hill. 

Loncaric, C., Prodan, M. P., & Dlacic, J. (2017). Co-Creating Tourist Experiences To 

Enhance Customer Loyalty And Travel Satisfaction. Tourism in Southern and 

Eastern Europe, Vol. 4 pp. 321-334. 

Lovelock, & Wirtz. (2011). Pemasaran Jasa Perspektif edisi 7. Jakarta: Erlangga. 

Lu, Y., Zhang, L., & Wong, B. (2009). A multidimensional and hierarchical model of 

mobile service quality. Electronic Commerce Research and Applications, Vol. 

8 No. 5, pp. 228-240. 



Malhotra, N. K. (2007). Marketing Research. Prentince Hall.: Pearson. 

Malhotra, N. K. (2010). Marketing Research. An Applied Orientation. Pearsn 

Education. 

Margono. (2004). Metodologi Penelitian Pendidika. Jakarta: Rineka Cipta. 

Martinelli, & Balboni. (2012). Retail service quality as a key activator of grocery store 

loyalty. Service Industries Journal, 2233-2247. 

Matzler, K., Grabner-Kauter, S., & Bidmon, S. (2008). Risk aversion and brand loyalty: 

the mediating role of brand trust and brand affect. Journal of Product & Brand 

Management, Vol.17 No. 3, pp. 154–162. 

Meesala, A., & Paul, J. (2018). Service quality, consumer satisfaction and loyalty in 

hospitals: hinking for the future. Journal of Retailing and Consumer Services, 

Vol. 40, pp. 261-269. 

Mehta, S. C., Lalawani, A. K., & Han, S. L. (2000). Service quality in retailing: relative 

efficiency of alternative measurement scales for different product-service 

environments. International Journal of Retail & Distribution Management,, 

62-72. 

Mersha, T., Sriram, V., Yeshanew, H., & Gebre, Y. (2012). Perceived service quality 

in Ethiopian retail banks. Thunderbird International Business Review, Vol. 54, 

No. 4, pp.551-565. 

Mohammed, Y. (2017, Juni 25). saudi-arabia. Diambil kembali dari 

www.arabnews.com: http://www.arabnews.com/node/1120051/saudi-arabia 

Morgan, R., & Hunt, S. (1994). The commitment-trust theory of relationship 

marketing. Journal of Marketing, Vol. 58 No. 3, p. 20. 

Mosadeghard, A. M. (2014). Factors influencing healthcare service quality. 

International Journal of Health Policy and Management, Vol. 3 No. 2, pp. 77-

89. 

Musyokal, S. T., Ochieng, I., & Nzioki, P. M. (2016). Factors affecting provision of 

quality service in the public health sector: a case of Nyahururu district hospital, 

Kenya. International Journal of Management and Economics Invention, Vol. 2 

No. 9, pp. 852-896. 

Nakhai, B., & Naves, J. S. (2009). The challenges of six sigma in improving service 

quality. International Journal of Quality Reliability Management, Vol. 26 

No.7, pp. 663-84. 



Namin, A. (2017). Revisiting customers’ perception of service quality in fast food 

restaurants. Journal of Retailing and Consumer Services, Vol. 34, pp. 70-81. 

Nasution. (2003). Teknik Sampling. Fakultas Kesehatan Masyarakat Universitas 

Sumatera Utara. 

Nazir. (2005). Metode Penelitian. Jakarta: Ghalia Indonesia. 

Ndubisi. (2007). Relationship marketing and customer loyalty. Journal of Marketing 

Intelligence & Planning,, Vol. 25 No. 1, pp. 98-106. 

Nguyen, & Pan. (2016). The Influence Of Service Quality On Customer Loyalty 

Intention: A Study in the Vietnam Retail Sector. Asian Social Science, 12. 

Oliver, R. (1981). Measurement and evaluation of satisfaction process in retail settings. 

Journal Of Retailing, 25-48. 

Oliver, R. L. (1999). Whence consumer loyalty. Journal of Marketing, Vol. 63 (Special 

Issue), pp. 33-44. 

Olorunniwo, F., Hsu, M. K., & Udo, G. J. (2006). Service quality, customer satisfaction 

and behavioural intentions in the service factory. Journal of Services 

Marketing,, Vol. 20, No. 1, pp. 59-72. 

Olsen, S. O. (2002). Comparative evaluation and the relationship between quality, 

satisfaction, and repurchase loyalty. Journal of the Academy of Marketing 

Science, Vol. 30 No. 3, pp. 240-249. 

Ostrowski, P. L., O'Brien, T. V., & Gordon, G. L. (1993). Service Quality and 

Customer Loyalty in the Commercial Airline Industry. Journal of Travel 

Research, Vol. 32 No. 2, pp. 16-24. 

Pan, & Zinkhan. (2006). Determinants of retail patronage: a meta-analytical 

perspective. Journal of Retailing, 229-243. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of 

service quality and its implications for future research. Journal of Marketing, 

Vol. 49 No. 4, pp. 41-50. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple-

item scale for measuring consumer perceptions of service quality. Journal of 

Retailing, Vol. 64, No. 1, pp. 5-40. 

Parasuraman, A., Zeithaml, V., & Berry, L. (1988). SERVQUAL: a multiple-item scale 

for measuring consumer perceptions of service quality. Journal of Retailing, 

Vol. 64 No. 1, pp. 12-40. 



Payne, A. (2000). Pemasaran Jasa (The Essence of Service Marketing), Terjemahan 

Fandy Tjiptono, (Edisis 1, Cet.1, ed.). Yogyakarta: Andi. 

Presbury, R., Fitzgerald, A., & Chapman, R. (2005). Impediments to improvements in 

service quality in luxury hotels. Managing Service Quality, Vol. 15 No. 4, pp. 

357-373. 

Pritchard, M. P., Howard, D. R., & Havitz, M. E. (1992). Loyalty measurement: a 

critical examination and theoretical extension. Leisure Sciences, Vol. 14 No. 2, 

pp. 155-164. 

Rahman, & Aziz. (2014). Service quality and behavioural intentions in broadband 

services selection. Marketing Intelligence & Planning, Vol. 32 No. 4, pp. 455-

474. 

Reichheld, F. (1993). Loyalty-based management. Harvard Business Review, Vol 71 

No. 2, pp. 64-73. 

Reichheld, F. F. (2003). The One Number You Need to Grow. Harvard Business 

Review, 485-491. 

Reichheld, F. F., Sasser, J., & W, E. (1990). Zero defections: quality comes to services. 

Harvard Business Review, Vol. 68 No. 5, pp. 105-111. 

Rockney, W. G., & Rinne, H. J. (1986). An empirical investigation into the impact of 

price promotions on retail store performance. Journal of Retailing, 237-266. 

Russel, M. (2005). Marketing education: a review of service quality perceptions among 

international students. International Journal of Contemporary Hospitality 

Management, Vol. 17 No. 1, pp. 65-77. 

Rust, R. T., & Oliver, R. L. (1994). Service Quality: New Directions in Theory and 

Practice. Thousand Oaks, CA: Sage Publications. 

Rust, R. T., Zahorik, A. Z., & Keiningham, T. L. (1996). Service Marketing. New York: 

Harper Collins College Publisher. 

Sajtos, L., Kreis, H., & Brodie, R. (2015). Image, brand relationships and customer 

value: Exploring the moderating role of advertising spending- and labour-

intensity in customer loyalty. Journal of Service Theory and Practice, Vol. 25 

No. 1, pp. 51-74. 

Sanderson, D. C., & Devaney, S. (2017). Occupier satisfaction and its impact on 

investment returns from UK commercial real estate. Journal of Property 

Investment and Finance, Vols 3/5 No. 2, pp. 135-159. 



SAPUHI. (2018, 10 18). Sejarah. Diambil kembali dari https://www.sapuhi.com/: 

https://www.sapuhi.com/category/corporate/companies/ 

Sawhney, M. (2003). "How to keep your customers satisfied: to learn if end users are 

happy, you have to ask the right people-and the right questions’, CIO, available 

at: 

http://www.cio.com.au/article/16515/how_keep_your_customers_satisfied/. 

(accessed 13 July 2014). 

Sekaran, U. (2006). Research Method For Business. United Kingdom: John Willey & 

Sons. 

Sekaran, U., & Bougie. (2016). Research Methods for Business. United Kingdom: John 

Wiley & Son Ltd. 

Sekaran, U., & Bougie, R. (2010). Research Methods for Business (5 ed.). 

UnitedKingdom: John Wiley & Sons Ltd. 

Shamdasani, & Balakrishnan. (2000). Determinants of relationship quality and loyalty 

in personalized services. Asian Pacific Journal Of Management. 

Sharma, N., & Patterson, P. G. (1999). The impact of communication effectiveness and 

service quality on relationship commitment in consumer, professional services. 

The Journal of Services Marketing, Vol. 13 No.2, pp. 151-170. 

Siddiqi, K. O. (2011, March). Interrelations between service quality attributes, 

customer satisfaction and customer loyalty in the retail banking sector in 

Bangladesh. International Journal of Business and Management, pp, 12–37. 

Sing, Y. K., & Bajpai, A. B. (2008). Research Methodology Techniques and Trend. 

APH. (4th Edition ed.). Publishing Corporation Student, Practice Hall. 

Sirohi, McLaughlin, E. W., & Wittink, D. R. (1998). A Model Of Consumer 

Perceptions And Store Loyalty Intentions For a Supermarket Retailer. Journal 

Of Retailing, 223-245. 

Siu, N. Y., & Cheung, J. T. (2001). A measure of retail service quality. Marketing 

Intelligence and Planning, 88-96. 

Sivadas, E., & Baker-Prewit, J. L. (2000). An examination of the relationship between 

service quality, customer satisfaction, and store loyalty. International Journal 

of Retail & Distribution Management, Vol. 28 No. 2, pp. 73-82. 

Sivapalan, A., & Jebarajakirty, C. (2017). An application of retailing service quality 

practices influencing customer loyalty toward retailers. Marketing Intelligence 

& Planning, Vol. 35 No. 7, pp.842-857. 



Sohail. (2012). The antecedents of relationship marketing and customer loyalty: A 

conceptual framework to determine outcomes. International Conference on 

Economics Business Innovation, IPEDR. 38. Singapore: IACSIT Press. 

Soita, P. W. (2012). Measuring perceived service quality using SERVQUAL: a case 

study of the Uganda health and fitness sector. International Journal Of Business 

and Social Science, 261-271. 

Stewart, R. H. (1992). Service quality from disciplined endeavor. Management 

Accounting, Vol. 70 No. 10, p. 19. 

Sudjana, N. (2004). Penilaian Hasil Proses Belajar Mengajar. Bandung: Remaja 

Rosdakarya. 

Sugiarto. (2016). Metodologi Penelitian Bisnis. Yogyakarta: ANDI OFFSET. 

Sugiyono. (2001). Statistika untuk Penelitian. Bandung: Alfabeta. 

Sugiyono. (2017). Metode Penelitian & Pengembangan Research and Development . 

Bandung: Alfabeta Bandung. 

Suliyanto. (2018). Metode Penelitian Bisnis untuk Skripsi, Tesis, & Disertasi. 

Yogyakarta: ANDI OFFSET. 

Sultan, P., & Yin Wong, H. (2014). An integrated-process model of service quality, 

institutional brand and behavioural intentions: the case of a university. 

Managing Service Quality, Vol. 24 No. 5, pp. 487-521. 

Sultana. (2015). Determinants of service quality and impact of service quality and 

consumer characteristics on channel selection. British Food Journal, Vol. 117 

Iss 8 pp. -. 

Sureshchandar, Rajendran, C., & Anantharaman, R. N. (2002). The relationship 

between service quality and customer satisfaction: a factor specific approach. 

Journal of Services Marketing, Vol. 16 No. 4, pp. 363-379. 

Taleghani, Gilaninia, S., & Mousavian, S. J. (2011). The Role of Relationship 

Marketing in Customer Orientation Process in the Banking Industry with focus 

on Loyalty. International Journal of Business and Social Science, 2(19), pp. 

155-166. 

Teeroovengadum, V., Kamalanabhan, T. J., & Seebaluck, A. K. (2016). Measuring 

service quality in higher education: development of a hierarchical model 

(HESQUAL). Quality Assurance in Education, Vol. 24 No. 2, pp. 244-258. 

TePeci, M. (1999). Increasing brand loyalty in the hospitality industry. nternational 

Journal of Contemporary Hospitality Management, Vol. 11 No.5, pp. 223-229. 



Thu Ha, Hue Minh, Chi Anh, & Matsui. (2015). Retailer Service Quality and Customer 

Loyalty: Empirical Evidence in Vietnam. Asian Social Science, 11, 4. 

Toh, R. S., Hu, M. Y., & Withiam, H. (1993). Service: the key to frequent guest 

program. Cornell Hotel and Restaurant Administration Quarterly, Vol. 34 No. 

3, pp. 66-72. 

Trang. (2006). Service quality, Satisfaction and Loyalty of customer supermarket in 

Hochiminh. Journal Of Science And Technology Development, 10. 

Wang, Y., Lo, H., & Hui, Y. V. (2003). The antecedents of service quality and product 

quality and their influences on bank reputation: evidence from banking industry 

in China. Managing Service Quality, Vol. 13, pp. 1. 

Wanjau, K. N., Muiruri, B. W., & Ayodo, E. (2012). Factors affecting provision of 

service quality in the public health sector: a case of Kenyatta national hospital. 

International Journal of Humanities and Social Science, Vol. 2 No. 13, pp. 114-

125. 

Watson, I. G., Beck, J., Henderson, C., & Palmatier, R. (2015). Building, measuring, 

and profiting from customer loyalty. Journal of the Academy of Marketing 

Science, Vol. 43 No. 6, pp. 790-825. 

Westbrook, R. A. (1981). Sources of consumer satisfaction with retail outlets. Journal 

of Retailing, 68-85. 

Wilson. (1995). An integrated model of buyer-seller relationships. Journal Of The 

Academy Of Marketing Science, 335-45. 

Wong, A., & Sohal, A. (2003). Service quality and customer loyalty perspectives on 

two levels of retail relationship. Journal of service marketing, 17(5), 495-513. 

Wong, A., & Zhou, L. (2006). Determinants and outcomes of relationship quality: a 

conceptual model and empirical investigation. Journal of International 

Consumer Marketing, Vol. 18, Issue 3, pp. 81–105. 

Wong, K., & Kwong, K. (2013). Partial least squares structural equation modelling 

(PLS-SEM) techniques using SmartPLS:. Marketing Bulletin, 24. 

Yang, L., Chou, T., & Ding, J. (2012). Evaluating service quality of mobile application 

stores: a comparison of three telecommunication companies in Taiwan. 

International Journal of Innovative, Computing, Information & Control, Vol. 

8 No. 4, pp. 2563-2580. 

Yezli, Yassin, Y. M., Attar, A. A., Al-Jahdali, E. A., & Alotaibi, B. M. (2017). Umrah. 

An Opportunity for mass gatherings health research. Saudi Medical Journal. 



Yuen, E. F., & Chan, S. S. (2010). The effect of retail service quality and product 

quality on customer loyalty. Journal of Database Marketing & Customer 

Strategy Management, Vol. 17 No. 3, pp. 222-240. 

Zeithaml, V. A. (1988). Consumer Perceptions of Price, Quality, and Value: A Means-

End Model and Synthesis of Evidence. Journal of Marketing, Vol. 52 No. 3, 

pp. 2-22. 

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The behavioral consequences 

of service quality. The Journal of Marketing, Vol. 60 No. 2, pp. 31-46. 

Zeithaml, V. A., Bitner, M. J., & Gremier, D. D. (2006). Service Marketing: Integrating 

Customer Focus Across The Firm-4/E, (3rd ed ed.). New York, NY.: McGraw-

Hill. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 




