
 

 171 

 
DAFTAR PUSTAKA 

 

Afthanorhan, A., Awang, Z., Rashid, N., Foziah, H., & Ghazali, P. (2019). 
Assessing the effects of service quality on customer satisfaction. 
Management Science Letters, 9(1), 13-24.  

Ahmadi, Arash (2018). Thai Airways: key influencing factors on customers’ word 
of mouth. International Journal of Quality & Reliability Management, (), 
IJQRM-02-2018-0024–. doi:10.1108/IJQRM-02-2018-0024  

 
Algharabat, R., Rana, N. P., Alalwan, A. A., Baabdullah, A., & Gupta, A. (2019). 

Investigating the Antecedents of Customer Brand Engagement and 
Consumer-based Brand Equity in Social Media. Journal of Retailing and 
Consumer Services, 1-13. 

Arash Ahmadi, (2018) "Thai Airways: key influencing factors on customers’ 
word of mouth", International Journal of Quality & Reliability Management, 
https://doi.org/10.1108/ IJQRM-02-2018-0024 

Berry, L.L., Seiders, K. and Grewal, D. (2002), “Understanding service 
convenience”, Journal of Marketing, Vol. 66, July, pp. 1-17. 

Birud Sindhav , Jonna Holland , Amy Risch Rodie , Phani Tej Adidam & Louis G. 
Pol (2006) The Impact of Perceived Fairness on Satisfaction: Are Airport 
Security Measures Fair? Does it Matter?, Journal of Marketing Theory and 
Practice, 14:4, 323-335 

Bogicevic V, Yang W, Bilgihan A, Bujisic M. Airport service quality drivers of 
passenger satisfaction. Tourism Review. 2013;68(4):3-18. doi: http://dx.doi. 
org/10.1108/TR-09-2013-0047  

Carr, C. 2007. The FAIRSERV model: Consumer reactions to services based on a 
multidimensional evaluation of service fairness. Decision Sciences 38(1): 
107–130. 

Chang, K.-C., Chen, M.-C., Hsu, C.-L. and Kuo, N.-T. (2010), "The effect of 
service convenience on post-purchasing behaviours", Industrial 
Management & Data Systems, Vol. 110 No. 9, pp. 14201443. 

Chang, Y.H. and Yeh, C.H. (2002), “A survey analysis of service quality for 
domestic airlines”, European Journal of Operational Research, Vol. 139 No. 
1, pp. 166-177.  



 

 172 

Cheng, Y., Wei, W., & Zhang, L. (2020). Seeing Destinations through Vlogs: 
Implications for Leveraging Customer Engagement Behavior to Increase 
Travel Intention. International Journal of Contemporary Hospitality 
Management, 32 (10), 3227-3248. 

Christopher L. Carr. (2007). The FAIRSERV Model: Consumer Reactions to 
Services Based on a Multidimensional Evaluation of Service Fairness. 

Clark, M.N., M.T. Adjei, and D.N. Yancey. 2009. The impact of service fairness 
perceptions on relationship quality. Services Marketing Quarterly 30(3): 
287–302. https://doi.org/10.1080/1533296090 2993577. 

Faiyetole A. A., “Pre-flight Considerations , In-flight Services , and Post-flight 
Receptions : Factors Influencing Passengers ’ International Airline Choices 
PREFLIGHT CONSIDERATIONS , IN-FLIGHT SERVICES , AND 
POST-FLIGHT Ayodele Adekunle Faiyetole ( corresponding author,” J. Air 
Transp. Stud., vol. 9, no. April, 2018. 

Gupta, S., Pansari, A., & Kumar, V. (2017). Global customer engagement. Journal 
of International Marketing, 26(1), 4–29. 

Gursoy, D., Chen, M.H. and Kim, H.Y. (2005), “The US airlines relative 
positioning based on attributes of service quality”, Tourism Management, 
Vol. 26 No. 1, pp. 57-67. 

Hansemark, O.C. and Albinson, M. (2004), “Customer satisfaction and retention: 
the experiences of individual with employees”, Managing Service Quality, 
Vol. 14 No. 1, pp. 40-57. 

Hollebeek, L. D., Glynn, M. S., & Brodie, R. J. (2014). Consumer Brand 
Engagement in Social Media: Conceptualization, Scale Development and 
Validation. Journal of Interactive Marketing, 1-17. 

Iriqat, R. A. M., & Abu-Daqar, M. A. M. (2017). The Impact of Customer 
Relationship Management on Long-term Customers' Loyalty in the 
Palestinian Banking Industry. International Business Research, 10(11), 139–
147. https://doi.org/10.5539/ibr.v10n11p139 

Kaura, V. (2013), "Service Convenience, Customer Satisfaction, and Customer 
Loyalty: Study of Indian Commercial Banks", Journal of Global Marketing, 
Vol. 26 No. 1, pp. 18-27. 

Kaura, V., Durga Prasad, C. S. and Sharma, S. (2015), "Service quality, service 
convenience, price and fairness, customer loyalty, and the mediating role of 
customer satisfaction", International Journal of Bank Marketing, Vol. 33 No. 
4. 



 

 173 

Kaura, V., Prasad, C. S. D. and Sharma, S. (2014), "Impact of Service Quality, 
Service Convenience and Perceived Price Fairness on Customer Satisfaction 
in Indian Retail Banking Sector", Management and Labour Studies, Vol. 39 
No. 2, pp. 127-139. 

Kotler, P and Keller, K. L. 2012. Marketing Management.14th Edition. New 
Jersey. Published by Prentice Hall  

Kozinets, R. V., De Valck, K., Wojnicki, A. C., & Wilner, S. J. S. (2010). 
Networked narratives: Understanding word-of-mouth marketing in online 
communities. Journal of Marketing, 74(2), 71–89. 

Kumar, V. and Pansari, A. (2016), “Competitive advantage through engagement”, 
Journal of Marketing Research, Vol. 53 No. 4, pp. 497-514. 

Kumar, V., Aksoy, L., Donkers, B., Venkatesan, R., Wiesel, T. and Tillmanns, S. 
(2010), “Undervalued or overvalued customers: capturing total customer 
engagement value”, Journal of Service Research, Vol. 13 No. 3, pp. 297-
310. 

 
Leckie C. , Munyaradzi W. Nyadzayo, Lester W. Johnson, (2017) "Promoting 

brand engagement behaviors and loyalty through perceived service value 
and innovativeness", Journal of Services Marketing 

 
Marketing Science Institute (2012). Understanding Customer Experience and 

Behaviour. Research Priorities 2010-2012, 4. 
 
Maxi Bergel, Phillip Frank and Christian Brock. The role of customer engagement 

facets on the formation of attitude, loyalty and price perception.  

Mayumartiana, T., Aulia, A., Octora, Y., Setiawan, E.B. (2019). The Effect of 
Price Fairness and Service Convenience on Customer Satisfaction and Its 
Impact on Customer Loyalty (Case Study: Indonesia AirAsia),  

Nguyen, B., Klaus, P., 2013. Retail fairness: exploring consumer perceptions of 
fairness towards retailers' marketing tactics. J. Retail. Consum. Serv. 20 (3), 
311–324. 

Omar,  N.  A.,  Wel,  C.  A.  C.,  Aziz,  N.  A., andAlam,  S.  S.  (2013).  
Investigating The Structural  Relationship  Between  Loyalty  Programme  
Service  Quality,  Satisfaction And  Loyalty  For Retail Loyalty 
Programmes: Evidence From Malaysia. Measuring Business Excellence, 
17(1), 33–50. https://doi.org/10.1108/13683041311311356 



 

 174 

Parasuraman, A., Zeithaml, V.A., Berry, L.L., 1988. SERVQUAL: a multiple 
item scale for measuring consumer perception of service quality. J. Retail. 
64 (1), 12–37. 

Park, Jin-Woo; Robertson, Rodger; Wu, Cheng-Lung (2006). Modelling the 
Impact of Airline Service Quality and Marketing Variables on Passengers’ 
Future Behavioural Intentions. Transportation Planning and Technology, 
29(5), 359–381.doi:10.1080/03081060600917686  

Rajaguru, R. (2016). Role of value for money and service quality on behavioural 
intention: A study of full service and low cost airlines. Journal of Air 
Transport Management. 53, 114–122.  

Seiders, K., and L. Berry. 1998. Service fairness: What it is and why it matters. 
Academy of Management Executive 12(2): 8–20. 

Seiders, K., and L. Berry. 1998. Service fairness: What it is and why it matters. 
Academy of Management Executive 12(2): 8–20. 

Sindhav, Birud; Holland, Jonna; Rodie, Amy; Adidam, Phani; Pol, Louis 
(2006). The Impact of Perceived Fairness on Satisfaction: Are Airport 
Security Measures Fair? Does it Matter?. The Journal of Marketing Theory 
and Practice, 14(4), 323–335. doi:10.2753/mtp1069-6679140406  

 
Taheri, B., Jafari, A. and O’Gorman, K. (2014), “Keeping your audience: 

presenting a visitor engagement scale”, Tourism Management, Vol. 42, pp. 
321-329. 

Taheri, B., Jafari, A. and O’Gorman, K. (2014), “Keeping your audience: 
presenting a visitor engagement scale”, Tourism Management, Vol. 42, pp. 
321-329. 

Taheri, Babak; Jafari, Aliakbar; O'Gorman, Kevin (2014). Keeping your audience: 
Presenting a visitor engagement scale. Tourism Management, 42(), 321–
329.doi:10.1016/j.tourman.2013.12.011  

 
Vivek, S.D., Beatty, S., Dalela, V. and Morgan, R. (2014), “A generalized 

multidimesional scale for measuring customer engagement”, Journal of 
Marketing Theory and Practice, Vol. 22 No. 4, pp. 401-420. 

 
Wong, F. Y., & Sidek, Y. (2008a). Influence of brand loyalty on consumer 

sportswear. International Journal of Economics and Management, 2(2), 
221–236. 

Zeelenberg, M., & Pieters, R. (2004). Beyond valence in customers' 
dissatisfaction: a review and new findings on behavioral response to regret 



 

 175 

and disappointment in failed services. Journal of Business Research, 57(4), 
445–455. https://doi.org/10.1016/S0148-2963(02)00278-3 

Zeithaml,   V.A.,   &   Bitner,   M.J.   (2001). Services   Marketing: Integrating 
Customer Focus Across the Firms. Boston: Tata-McGraw Hill 

 
 
http://hubud.dephub.go.id/hubud/website/Maskapai.php?id=121 
 
https://databoks.katadata.co.id/datapublish/2016/09/09/lion-air-raja-maskapai-

indonesia 
 
https://databoks.katadata.co.id/datapublish/2022/02/03/tertinggi-selama-2021-

penumpang-pesawat-domestik-ri-naik-1434 
 
https://ekonomi.bisnis.com/read/20210309/98/1365644/lion-air-raja-pasar-rute-

domestik-2020-garuda-posisi-empat 
 
https://money.kompas.com/read/2014/05/24/1946068/Negara.Kepulauan.Keterga

ntungan.Indonesia.Akan.Pesawat.Sangat.Tinggi 
 
https://regional.kompas.com/read/2022/01/12/120808478/sejarah-penerbangan-

indonesia-dari-maskapai-belanda-hingga-garuda-indonesia?page=all  
 

https://www.lionair.co.id/tentang-kami 
 
https://www.cnnindonesia.com/gaya-hidup/20221114162024-269-873578/lion-

air-dan-wings-air-dinobatkan-jadi-maskapai-terburuk-di-dunia 
 

 


