DAFTAR REFERENSI

Ahmad, S.Z, F Jabeen, and M Khan. "Entrepreneurs choice in business venture:
Motivations for Choosing home-stay accommodation businesses in
Peninsular Malaysia." International Journal of Hospitality Management,
36, 2014: 31-40.

Ajzen, lcek. "The Theory of Planned Behavior." Organizational Behavior and

Human Decision Processes., 1991.

Aksoy, L. "How do you measure what you can't define?" Journal of Service
Management, 2013: 356-381.

Almomani, H. Q. "Relationship Quality as Predictor of B2B Customer Loyalty in
the Pharmaceutical Sector: Evidence from Jordan. ." Journal of
Relationship Marketing, 18(2),, 2019:108-123. .

Amaro, S, L Andreu, and S Huang. "Millenials’ intentions to book on airbnb."

Current Issues in Tourism; 22(18),, 2018: 2284-2298.

Anderson, E.W. "Customer satisfaction and price tolerance.” Marketing Letters,
7(3),, 1996: 265-274.

Anderson, W.D, and M.L Patterson.” "Effects of Social Value Orientations on
Fairness Judgments.* The Journal-of Social Psychology, 148(2), 2008: 223—
246.

Appel-Meulenbroek, Rianne. "Managing “keep> factors of office tenants to raise

satisfaction and loyalty. ." Property Management. 26., 2008: 43-55.

Avci, G, and C McDonald. "Chipping away at the fortress: Unions, immigration
and the transnational labour market." International Migration, 38(2),, 2000:
191-213.

Berry, L.L, J.S Conant, and A Parasuraman. "A framework for conducting a
services marketing audit." Journal of the Academy of Marketing Science,
19(3), 1991: 255-268.

143



Bettencourt, L.A, and S.W Brown. "Contact employees: Relationships among
workplace fairness, job satisfaction and prosocial service behaviors."
Journal of Retailing, 73(1),, 1997: 39-61.

Bloemer, J.M.M, and H.D.P Kasper. "The complex relationship between consumer
satisfaction and brand loyalty.” Journal of Economic Psychology, 16(2),
1995: 311-329.

Borjas, G. J. "Economic theory and international migration.” International
Migration Review, 23(3), 1989: 457—485.

Bosse, D.A, R.A Phillips, andJ.S Harrison. “Stakeholders, reciprocity, and firm
performance.” Strategic Management Journal, 30(4), 2009: 447-456.

Cachon, Rodriquez, Gabriel, Prado Roman Camilo, Angel Zuniga Jose, and
Vicente. "“The Relationship between Identification and Loyalty in a Public
University: Are There Differences between (the Perceptions) Professors and
Graduates?”.".. European Research on Management and Business
Economics, 2019: 122-128.

Calonius, H. "A buying process model. Proceedings of the XVI1 annual conference
of the European Marketing Academy on innovative marketing ." A
European perspective ( University of Bradford), 1988: 86-103.

Chandrashekaran, M, K Rotte; S.S Tax, and R Grewal. “Satisfaction Strength and
Customer Loyalty.™ Journal of Marketing Research, 44(1), 2007: 153-163.

Chen, Yu-Hsin, and Ching-Jui-Keng. "Utilizing the Push-Pull-Mooring-Habit
framework to explore users’ intention to switch from offline to online real-

person English learning platform.” Internet Research, 2018.

Chiou, J.S, and C.C Shen. "The effects of satisfaction, opportunism, and asset
specificity on consumers' loyalty intention toward internet portal sites."

International Journal of Service Industry Management, 17(1),, 2006: 7-22.

Churchill, G.A, and C Suprenant. "An Investigation into the Determinants of
Customer Satisfaction." Journal of Marketing Research, 19(4), 1982: 491.

144



Cronin, J.J, and S.A Taylor. "Measuring service quality: A reexamination and
extension." Journal of Marketing, 56(3), 1992: 55.

Crosby, L.A, K.R Evans, and D Cowles. "Relationship Quality in Services Selling:
An Interpersonal Influence Perspective." Journal of Marketing, 54(3), 1990:
68-81.

D.A, Ningsih, Imron A, and Triwiyanto T. "Hubungan Persepsi tentang Kualitas
dan Pelayanan Pendidikan dengan Kepuasan Orang Tua siswa Sekolah
Menengah Kejuruan Negeri.” Jurnal Administrasi dan Manajemen
Pendidikan.Velume I Nomor 2 Juni 2018, 2018: 245-254.

Dann, G.M.S. "Anomie, ego-enhancement and tourism.” Annals of Tourism
Research,4(4), 1977: 184-194.

Dann, G.M.S: "Tourist motivation an appraisal.” Annals of Tourism Research, 8(2,
1981: 187-219.

Day, G. A Two-Dimensional Concept of Brand Loyalty. 1976.

Dick, A.S, and K Basu. "Customer Loyalty: Toward an Integrated Conceptual
Framework. ." Journal of the Academy of Marketing Science, 22(2), n.d.

Dominici, G, and R Guzzo. "Customer Satisfaction in the Hotel Industry: A Case

Study from Sicily.” International Journal of Marketing Studies, 2(2), 2010.

Dwyer, FR, PH Schurr,-and Oh-S. "Developing Buyer-Seller Relationships."
Journal of Marketing. 1987;51(2),-1987: 11-27.

Folger, R, and M.A Konovsky. “"EFFECTS OF PROCEDURAL AND
DISTRIBUTIVE JUSTICE ON REACTIONS TO PAY RAISE
DECISIONS." Academy of Management Journal, 32(1),, 1989: 115-130.

Fornell, C. "A national customer Satisfaction BAROMETER: The Swedish
Experience." Journal of Marketing, 56(1),, 1992: 6.

Fournier, S. "Secrets of Customer Relationship Management: It’s All about How
You Make Them Feel." Journal of Services Marketing 16(7) (NY:
McGraw-Hill 2001), 2002: 700-703.

145



Garbarino, Ellen, Johnson, and Mark. "The Different Roles of Satisfaction, Trust,

and Commitment in Customer Relationships." Journal of Marketing., 1999.

Ghozali, Iman, and Hengky Latan. Partial Least Squares. Konsep, Teknik dan
Aplikasi menggunakan Program SmartPLS 3.0. edisi 2. Semarang: Penerbit
Universitas Diponegoro, 2018.

Gounaris, S. P. "Trust and commitment influences on customer retention: insights
from business-to-business services.” Journal of Business Research, 58(2),,
2005: 126-140.

Griffin, Jill. Customer Loyalty : Menumbuhkan dan-Mempertahankan Kesetiaan
Pelanggan. Jakarta : Erlangga., 2003.

Gronroos, C. " Relationship approach to marketing in service contexts: The
marketing and organizational behavior interface.” Journal of Business
Research, 20(1), 1990: 3-11.

Gummesson, E. " The new marketing—Developing long-term interactive
relationships." Loeng Range Planning, 20(4),, 1987; 10-20.

Gunarto, Muji, Lili Adi Wibowo,. Ratih Hurriyati, and N.A Disman. ™Building
Students' Loyalty in Private Higher Education Institution: Activities for
Competitiveness.” International Journal of. Education Economics and
Development 9, no.4, 2018: 394,

Halstead, D, and TJ Page. "The-effect of satisfaction and complaining behavior on
consumer repurchase intentions.” J. Consum. Satisf. Dissatisfact. Complain.
Behav. 5(1),, 1992: 1-11.

Hamari, Juho, Mimmi Sjoklint, and Antti Ukkonen. "The Sharing Economy: Why
People Participate in Collaborative Consumption.” Journal of the

Association for Information Science and Technology., 2016.

Hegelsen, Oyvind, and Erik Nesset. "Modelling and Managing Student Loyalty: A
Study of a Norwegian University College." Scandinavian Journal of
Educational Research, 2009: 327-345.

146



Henning-Thurau, T, and A Klee. "The impact of customer satisfaction and
relationship quality on customer retention: a critical reassessment and
model development.” Psychology and Marketing, Vol.14 No.8, December,
1997: 737-764.

Hurriyati, Ratih. Bauran Pemasaran dan Loyalitas Konsumen. . Bandung: Penerbit
Alfabeta, 2015.

Jang, S.C, and L.A Cai. "Travel motivations and DESTINATION choice: A study
of British Outbound market.” Journal of Travel & Tourism Marketing,
13(3),, 2002: 111-133.

Jarvelin, A, and U Lehtinen. "Strategic integration in industrial distribution
channels: Managing the interfirm relationship as a strategic asset.” Journal
of the Academy of Marketing Science, 27(1),,1996: 4-18.

Johnson, J. L. "Relationship quality in business-to-business service context. ."
Journal of Marketing, 24(3), 1999: 45-67.

Jyoti, J, and J Sharma. "Impact of Market orientation on business performance: role
of employee satisfaction and  customer satisfaction." Management

Development Institute., 2012.

KEMDIKBUD. "Data Pokok Pendidikan Direktorat Jenderal Pendidikan Anak
Usia Dini, Pendidikan-Dasar-dan Pendidikan-Menengah." Internet (Diunduh
pada 06 Juli--2020, [KEMDIKBUD] Kementrian Pendidikan dan
Kebudayaan, 2020.

Kerlinger, Fred N. “Asas-asas Penelitian Behavioral”. Yogyakarta: Universitas
Gadjahmada, 2004.

Kim, J.J, and I.P Tussyadiah. "Social networking and social support in TOURISM
experience: The MODERATING role of Online Self-Presentation
Strategies."” Journal of Travel & Tourism Marketing, 30(1-2),, 2013: 78-92.

Kotler, and Keller. Marketing Management. Global edition: Pearson Education,
2012.

Kotler, P, and G Armstrong. Principles of Marketing: 12th ed. Prentice-Hall., 2008.

147



Lee, S, and D.-Y. Kim. "The effect of hedonic and utilitarian values on satisfaction
and loyalty of airbnb users." International Journal of Contemporary
Hospitality Management, 30(3), 2018: 1332-1351.

Levitt, T. The marketing imagination. . New York: NY: The Free Press., 1986.

Li, C.K, and C.H Hung. "Marketing tactics and parents' loyalty: the mediating role
of school image."” Journal of Educational Administration, 47(4), 2009: 477—
489.

Macleod, W.B, and M Urquiola. "Anti-Lemons: School reputation and educational
quality.” 2009.

Mao, Zhenxing, and Jiaying Lyu. "Why travelers use Airbnb again?: An integrative
approach to understanding travelers’ repurchase intention." International

Journal of Contemporary Hospitality Management., 2017.

Mohlmann, Mareike. “Collaborative consumption: Determinants of satisfaction
and the likelihood of using a sharing economy option again.” Journal of
Consumer Behaviour, 2015.

Morgan, N.A, and L.L Rego. "The Value of Different Customer Satisfaction and
Loyalty Metrics in Predicting Business Performance.” Marketing Science,
25(5),, 2006: 426-439.

Morgan, RM, and SD Hunt.*20-38." Journal of Marketing. 1994;58(3), 1994: 20-
38.

Ndubisi, N.O, and R Nataraajan. *Customer satisfaction, Confucian dynamism, and
long-term oriented marketing relationship: A threefold empirical analysis."
Psychology & Marketing, 35(6),, 2018: 477-487.

Ndubisi, Nelson, Lattimore Khoo, Catheryn, Lin Yang, and Celine Capel. "The
antecedents of relationship quality in Malaysia and New Zealand."
International Journal of Quality & Reliability Management. 28., 2011: 233-
248.

Oliver, R.L. Satisfaction: a behavioral perspective on the consumer. Routledge,
1997.

148



Palmer, Adrian, Rosalind Beggs, and Carolin Mcmullan. "Equity and Repurchase
Intention Following Service Failure.” Journal of Services Marketing. 14.,
2000: 513-528.

Pan, Yue, Simon Sheng, and Frank Xie. "Antecedents of customer loyalty: An
empirical synthesis and reexamination." Journal of Retailing and Consumer
Services. 19, 2012: 150-158.

Parasuraman, A, V.A Zeithaml, and L.L Berry. "A conceptual model of service
quality and its implications for future research.” Journal of Marketing,
49(4), 1985: 41-50.

Pesonen, Juho. "Segmantation of Rural Tourists: Combining Push and Pull
Motivations.” Tourism and Hospitality Management, 2011.

Poole, S. M. " Developing relationships with school'customers: The role of market
orientation. ." International Journal of Educational Management, 31(7),
2017; 1054-1068.

Qin, S, L Zhao, and X Yi. "Impacts of customer service on relationship QUALITY::
An empirical study in China.” Managing Service Quality: An International
Journal, 19(4),, 2009: 391-409.

Rauyruen, Papassapa, and Kenneth Miller. “Relationship quality as a predictor of

B2B customer Loyalty." Journal of Business Research., 2007.

Reynolds, K.E, and S.E Beatty."Customer-benefits- and company consequences of
customer-salesperson--relationships —in- retailing.” Journal of Retailing,
75(1),, 1999: 11-32.

Roberts, K, S Varky, and R Brodie. "Measuring the quality of relationships in
consumer services: an empirical study.” European Journal of Marketing,
37(1/2), 2003: 169-196.

Ryan, Richard, and Edward Deci. "Self-Determination Theory and the Facilitation
of Intrinsic Motivation, Social Development, and Well-Being." The

American psychologist, 2000.

149



Santoso, Singgih. Struktural Equation Modeling (SEM) Konsep dan Aplikasi
dengan AMOS 18. Jakarta: Elex Media Komputindo,, 2011.

Sarmanu. Dasar Metodologi Penelitian Kuantitatif, Kualitatif dan Statistika.
Surabaya: Airlanga University Press, 2019.

Shin, Hhye, Alei (Aileen) Fan, and Xinran Lehto. "Peer-to-peer accommodation: A
meta-analysis of factors affecting customer satisfaction and loyalty."
International Journal of Tourism Research., 2020.

Shin, Sunyun, Chiu Weisheng, and Lee Hyung Woo. "“Impact of the Social
Benefits of Intramural Sports on Korean Students’ Quality of College Life
and Loyalty: A Comparison between Lowerclassmen and
Upperclassmen.”." The Asia Pacific Education Researcher; 2018: 181-192.

Sihombing, Winata A. "Memprediksi loyalitas orang tua siswa; suatu studi
empiris.” Jurnal limiah Manajemen Kesatuan. 2(2), 2014: 147-162.

Skallerud, K. "School reputation and its relation to parents’ satisfaction and

loyalty.” International Journal of Educational Management., 2011.

So, K.K, C King, B.A Sparks, and Y Wang. “The influence of customer brand
identification on hotel brand evaluation and loyalty development.” Journal
of Hospitality Management, 2013: 31-41.

So, Kevin Kam Fung & Oh,-Haemoon & Min, Somang. (2018)., Kevin Kam Fung
So, Haemoon-OH, and-Somang-Min. "Motivations and constraints of
Airbnb consumers: Findings-from a mixed-methods approach.” Tourism

Management., 2018.

Solomon, M.R. Consumer Behavior, 2nd edn., Allyn and Bacon,. MA, USA:
Needham Heights,, 1994.

Sugiyono. Metode Penelitian kuantitatif, kualitatif dan kombinasi (mixed methods)
. Bandung: Penerbit Alfabeta cv, 2011.

Sugiyono. Metode Penelitian kuantitatif, kualitatif dan R&D. Bandung: Penerbit
Alfabeta cv, 2017,

150



Sumarwan, U. Perilaku Konsumen: Teori dan Penerapannya dalam Pemasaran.
Edisi kedua. Bogor: Ghalia Indonesia., 2014.

Thielmann, E.R (nd). "The effectiveness of governments’ attempts to control
unwanted migration.” Immigration and the Transformation of Europe,
2004: 442-488.

Tjiptono., Fandy. Strategi Pemasaran, Edisi 4. Yogyakarta: Andi Offset, 2015.

Tussyadiah, I. P. "Factors of satisfaction and intention to use peer-to-peer
accommodation. ." International Journal of Hospitality Management 55,
2016: 70-80.

Westbrook, R.A, and R.L Oliver. "The Dimensionality of Consumption Emotion
Patterns -and Consumer Satisfaction." Journal of Consumer Research,
18(1),, 1991: 84.

Wong, A, and A Sohal. "An examination of the relationship between trust,
commitment and relationship quality.” International Journal of Retail &
Distribution Management, 30(1),, 2002: 34-50.

WTO. "Identification and evaluation of those components of tourism services
which have a bearing on tourist satisfaction and which can be regulated, and
state measures to ensure adequate quality of tourism services.” Madrid,

World Tourism Organization; 1985.

Yang, S.B, K Lee, H-Lee, and-C Koo. “In"Airbnb- WE TRUST: Understanding
consumers’ trust-attachment building-mechanisms in the sharing economy."

International Journal of Hospitality Management, 83, 2019: 198-209.

Yau, Oliver, Jenny Lee, Raymond Chow, Leo Sin, and Alan Tse. "Relationship

marketing the Chinese way." Business Horizons. 43., 2000: 16-24.

Yoon, Y, and M Uysal. "An examination of the effects of motivation and
satisfaction on destination loyalty: A structural model." Tourism
Management, 2005: 45-46.

Zeithaml, V.A, and M.J Bitner. Service Marketing (3rd ed.). New Delhi.: Tata
McGraw Hill, 2003.

151



Zeithaml, V.A, L.L Berry, and A Parasuraman. "The Behavioral Consequences of
Service Quality." Journal of Marketing, 60(2), 31., 1996.

Zeithaml, V.A, M.J Bitner, and D.D Gremler. "Services Marketing Strategy.” Wiley
International Encyclopedia of Marketing., 2010.

152



	DAFTAR REFERENSI

