
 
 

References: 

Aigbedo, H., and Parameswaran, R. 2004. Importance-performance analysis for 

improving quality of campus food service. International Journal of Quality & 

Reliability Management, 21, 876-896.  

Andaleeb, S.S., and Conway, C. (2006), Customer satisfaction in the restaurant industry: 

an examination of the transaction-specific model. Journal of Service Marketing, 20, 

3-11. 

Auty, S. (1992). Consumer choice and segmentation in the restaurant industry. The 

Service Industries Journal, 12 (3), 324-339. 

Babbie, E & Mouton, J (2001), The practice of social research. South African edition. 

Cape Town. Oxford university press. 

Bearden, W.O. and Teel, J.E. (1983), “Selected determinants of consumer satisfaction 

and complaints reports”, Journal of Marketing Research, Vol. 20, February, pp. 21-8. 

Bitner, M.J. (1992), “Servicescapes: the impact of physical surroundings on customers 

and employees”, Journal of Marketing, Vol. 56, April, pp. 57-71. 

Bitner, M.J. and Hubbert, A.R. (1994), “Encounter satisfaction versus overall satisfaction 

versus quality”, in Andaleeb, S.S., and Conway, C. (2006), Customer satisfaction in 

the restaurant industry: an examination of the transaction-specific model. Journal of 

Service Marketing, 20, 3-11. 

Choi, TY & Chu, R (2001), Determinant of hotel guests’ satisfaction and repeat 

patronage in the Hong Kong hotel industry. International Journal of Hospitality 

Management 3(20):277-297. 

Clark, MA & Wood, RC. (1999), Consumer Loyalty in the Restaurant Industry: A 

preliminary exploration of the issues. British Food Journal 4 (101): 317-326. 

Darley, J.M. and Gilbert, D.T. (1985), “Social psychological aspects of environmental 

psychology”, in Lindzey, G. and Aronson, E. (Eds), Handbook of Social Psychology, 

3rd ed., Random House, Inc., New York, NY, pp. 949-91. 

Dayang Nailul Munna Abang Abdullah, and Francine Rozario (2009), “Influence of 

Service and Product Quality towards Customer Satisfaction: A Case Study at the 

Staff Cafeteria in the Hotel Industry”, Journal of World Academy of Science, 

Engineering and Technology 53 2009. 

Dick, A. S. and Basu, K. (1994) Customer loyalty: towards an integrated framework. 

Journal of the Academy of Marketing Science, Vol. 22(2), pp. 99–113 in Francis 

Buttle (2004), Customer Relationship Management, Elsevier Butterworth-

Heinemannt, Oxford. 

Dube, L., Renaghan, L. M., & Miller, J. M. (1994). Measuring customer satisfaction for 

strategic management. Cornell Hotel and Restaurant Administration Quarterly, 

35(1), 39-48. 



 
 

Fornell, C., Johnson, M.D., Anderson, E.W., Cha, J. and Everitt-Bryant, B. (1996), “The 

American Customer Satisfaction Index: nature, purpose, and findings”, Journal of 

Marketing, Vol. 60 No. 4, pp. 7-18. 

Francis Buttle (2004), Customer Relationship Management, Elsevier Butterworth-

Heinemannt, Oxford. 

Goch, L. (1999), “The 51% niche market”, Best’s Review; Life/Health Edition, Vol. 99, 

pp. 40-3. 

Grewal, D., Monroe, K.B. and Krishnan, R. (1998), “The effects of price-comparison 

advertising on buyers’ perceptions of acquisitions value, transaction value, and 

behavioral intentions”, Journal of Marketing, Vol. 62 No. 2, pp. 46-59. 

Hensley, R.L., and Sulek, J. (2007), Customer satisfaction with waits in multi-stage 

services. Journal of Managing Service Quality, 17, 152-173. 

Heskett, J.L., Jones, T.O., Loveman, G.W., Sasser, W.E. & Schlesinger, L.A. 1994. 

Putting the service-profit chain to work, Harvard business review, 72(2):164-174. 

March/April. 

Jones, T., Sasser, W. and Earl, W. Jr (1995), “Why satisfied customers defect”, Harvard 

Business Review, Vol. 73 No. 6, pp. 88-99. 

Jordaan, Y & Prinsloo, M. (2001), Grasping Service Marketing. Pretoria. 

GrapevineNews. 

Kivela, J., Inbakaran, R., & Reece, J. (1999). Consumer research in the restaurant 

environment, part 2: Research design and analytical methods. International Journal 

of Contemporary Hospitality Management, 11 (6), 269-286. 

Kurzt, DL & Clow, KC. (1998), Service Marketing. New York. John Wiley. 

Lee, S. S. (2004). College student’s perception and preference of brand name foodservice 

in university dining operations. Unpublished masters thesis, Oklahoma State 

University, Stillwater, Oklahoma, United States. 

Lee, YL & Hing, N. (1995), Measuring quality in restaurant operations: an application of 

the SERVQUAL instrument. International journal of Hospitality Management 4(14): 

293-310. 

Lewis, R.C. and Shoemaker, S. (1997), “Price-sensitivity measurement: a tool for the 

hospitality industry”, Cornell Hotel and Restaurant Administration Quarterly, Vol. 

38, April, pp. 44-7. 

Malhotra (1996), Marketing Research,  Prentice-Hall International, Inc.  London, in Prof. 

Hatane (2011:9), bahan pelatihan UPH, Fakultas Ekonomi – Magister 

Management UPH. 

Masrun (1979), Analisis Item,  Fakultas Psikologi UGM, in Prof. Hatane (2011:9), 

bahan pelatihan UPH, Fakultas Ekonomi – Magister Management UPH. 



 
 

McVety, PJ & Ware, BJ. (1990), Fundamentals of Menu Planning. New York. Van 

Nostrand Reinhold. 

Mogelonsky, M. (1998), “Food on demand”, American Demographics, Vol. 20 No. 1, p. 

57. 

Monroe, K. (1989), “The pricing of services”, in Congram, C.A. and Friedman, M.L. 

(Eds), Handbook of Services Marketing, AMACOM, New York, NY, pp. 20-31. 

Mueller, RD, Palmer, A, Mack, R, & McMullan, R. (2003), Service in the restaurant 

industry: an American and Irish comparison of service failures and recovery 

strategies. International Journal of Hospitality Management 4(22): 395-418. 

National Restaurant Association (2003), Restaurant Industry Forecast: Executive 

Summary, National Restaurant Association, Washington, DC. 

Nyer, P. (1999), “Cathartic complaining as a means of reducing consumer 

dissatisfaction”, Journal of Consumer Satisfaction, Dissatisfaction, and Complaining 

Behavior, Vol. 12, pp. 15-25. 

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

settings”, Journal of Retailing, Vol. 57, Fall, pp. 25-48. 

Oliver, R.L. (1987), “An investigation of the interrelationship between consumer 

(dis)satisfaction and complaining reports”, in Andaleeb, S.S., and Conway, C. (2006), 

Customer satisfaction in the restaurant industry: an examination of the transaction-

specific model. Journal of Service Marketing, 20, 3-11. 

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

for measuring consumer perceptions of service quality”, Journal of Retailing, Vol. 64 

No. 1, pp. 12-37. 

Parasuraman, A., Zeithaml, V. and Berry, L. (1994), “Reassessment of expectations as a 

comparison standard in measuring service quality: implications for further research”, 

Journal of Marketing, Vol. 58 No. 1, pp. 111-24. 

Payne-Palacio, J & Theis, M. (2005), Introduction to foodservice. 10
th
 ed. New Jersey. 

Pearson Prentice Hall. 

Pettijohn, L. S., Pettijohn, C. E., & Luke, R. H. (1997). An evaluation of fast food 

restaurant satisfaction: Determinants, competitive comparisons, and impact on future 

patronage. Journal of Restaurant and Foodservice Marketing, 2 (3), 3-20. 

Pierson, BJ, Reeve, WG, & Creed, PG. (1995). ‘The Quality Experience’ in the 

foodservice industry. Food Quality & Preference 6:209-213. 



 
 

Pizam, A & Ellis, T. (1999), Customer Satisfaction & its Measurement in Hospitality 

Enterprises. International Journal of Contemporary Hospitality Management 

7(11):326-342. 

Qu, H. (1997). Determinant factors and choice intention for Chinese restaurant dining: A 

multivariate approach. Journal of Restaurant and Foodservice Marketing, 2 (2), 35-

49. 

Ranaweera, C., & Prabhu, J. (2003). On the relative importance of customer satisfaction 

and trust as determinants of customer retention and positive word of mouth. Journal 

of Targeting, Measurement and Analysis for Marketing, 12 (1), 82. 

Rande, WL (1995), Introduction to professional foodservice. New York. John Wiley. 

Shoemaker, S. (1998). A strategic approach to segmentation in university foodservice. 

Journal of Restaurant and Foodservice Marketing, 3 (1). 

Soriano, D.R. 2002. Customers’ expectations factors in restaurants. The situation in 

Spain. International Journal of Quality & Reliability Management, 19, 1055-1067. 

Spears, MC and Gregoire, MB. (2004), Foodservice organizations. 5
th
 ed. New Jersey. 

Pearson Education.  

Stevens, P., Knutson, B., & Patton, M. (1995) DINESERV: A tool for measuring service 

quality in restaurants. Cornell Hotel and Restaurant Administration Quarterly, 36 (2), 

56-60. 

Struebing, L. (1996). Word-of-mouth recommendations promote service quality. Quality 

Progress, 29 (10), 18. 

Sulek, J. M., & Hensley, R. L. (2004). The relative importance of food, atmosphere, and 

fairness of wait. Cornell Hotel and Restaurant Administration Quarterly, 45 (3), 235-

247. 

Susskind, AM. (2002), I told you so!: Restaurant customers’ word-of-mouth 

communication patterns. Cornell Hotel and Restaurant Administration Quarterly 

2(43):75-86. 

Szymanski, D.M. and Henard, D.D. (2001), “Customer satisfaction: a meta-analysis of 

the empirical evidence”, Journal of the Academy of Marketing Science, Vol. 29 No. 

1, pp. 16-35. 

Teas, K. (1993), “Expectations, performance evaluation, and customers’ perceptions of 

quality”, Journal of Marketing, Vol. 57 No. 4, pp. 18-34. 

Thongsamak, S. 2001. Service quality: Its measurement and relationship with customer 

satisfaction. Research paper. 

Wakefield, KL & Blodgett, JG. 1994. The importance of servicescapes in leisure service 

settings. Journal of Service Marketing 3(8):66-76.  



 
 

Weiss, R. (2003). The relationship between restaurant attributes satisfaction and return 

intent in U.S. theme restaurants. Unpublished master thesis, University of Nevada, 

Las Vegas, United States. 

Yen Nee Ng (2001), A Study of Customer Satisfcation, Return Intention, and Word-Of-

Mouth Endorsement in University Dining Facilities, Thesis. 

Yuksel, A., & Yuksel, F. (2002). Market segmentation based on tourists’ dining 

preferences. Journal of Hospitality & Tourism Research, 26 (4), 315-331. 

Zeithaml, V. and Bitner, M.J. (2003), Services Marketing, 3rd ed., McGraw-Hill Irwin, 

Boston, MA. 


