
 
 

 

93 

 

REFERENCES 

 

Akarsu, T. N., Marvi, R., & Foroudi, P. (2022). Service failure research in the hospitality and 

tourism industry: A synopsis of past, present, and future dynamics from 2001 to 2020. 

International Journal of Contemporary Hospitality Management. 

https://doi.org/10.1108/IJCHM-11-2021-1441. 

Al-Ababneh, M. M., Masadeh, M. A., Al-Sabi, S. M., & Al-Badarneh, M. B. (2021). Achieving 

service recovery through service innovation in the hotel industry: The critical role of employee 

empowerment. Enlightening Tourism. A Pathmaking Journal, 11(1), 40-88. 

Badan Pusat Statistik (BPS) Provinsi Bali. (2024). Statistik wisatawan mancanegara ke Provinsi 

Bali 2023. BPS Provinsi Bali. 

https://bali.bps.go.id/publication/2024/07/31/3ea9521e43dfa48bdb71002d/statistik-

wisatawan-mancanegara-ke-provinsi-bali-2023.html. 

Bagherzadeh, M., et al. (2020). Co-creation in service recovery: A new approach to customer 

engagement. Journal of Service Recovery Strategies. 

Bakker, A. B., & Demerouti, E. (2017). Job Demands-Resources theory: Taking stock and looking 

forward. Journal of Occupational Health Psychology, 22(3), 273-285. 

Berdychevsky, L., Poria, Y., & Uriely, N. (2013). Hospitality accommodations and women’s 

consensual sex. International Journal of Hospitality Management, 34, 169–171. 

Bitner, M. J., Booms, B. H., & Tetreault, M. S. (1990). The service encounter: Diagnosing 

favorable and unfavorable incidents. Journal of Marketing, 54(1), 71-84. 

Boshoff, C., & Allen, J. (2000). The influence of selected antecedents on frontline staff’s 

perceptions of service recovery performance. International Journal of Service Industry 

Management, 11(1), 63-90. 

Brotherton, B. (1999). Towards a definitive view of the nature of hospitality and hospitality 

management. International Journal of Contemporary Hospitality Management. 

Conger, J. A., & Kanungo, R. N. (1988). The empowerment process: Integrating theory and 

practice. Academy of Management Review, 13(3), 471-482. 



 
 

 

94 

Dehalwar, K., & Sharma, S. N. (2023). Exploring the Distinctions between Quantitative and 

Qualitative Research Methods. Think India Journal, 27(1), 7-14. 

https://doi.org/10.5281/zenodo.10553000. 

Demir, M. (2011). Effects of organizational justice, trust and commitment on employees’ deviant 

behavior. Anatolia, 22(2), 204–221. 

Dong, Y. (2023). Descriptive Statistics and Its Applications. Highlights in Science, Engineering, 

and Technology, 47, 16-22. 

Edström, A., Nylander, B., Molin, J., Ahmadi, Z., & Sörqvist, P. (2022). Where service recovery 

meets its paradox: Implications for avoiding overcompensation. Journal of Service Theory 

and Practice, 32(7), 1-13. https://doi.org/10.1108/JSTP-06-2021-0120. 

Elziny, M. N., & Mohamed, H. E. (2021). The interactive impact of organizational support, service 

training, and empowerment on employees’ affective commitment and service recovery 

performance: Hotel front office department’s perspective. Journal of Association of Arab 

Universities for Tourism and Hospitality, 20(3), 148-172. https://jaauth.journals.ekb.eg/ 

Ghanad, A. (2023). An Overview of Quantitative Research Methods. International Journal of 

Multidisciplinary Research and Analysis, 6(8), 3794-3803. 

https://doi.org/10.47191/ijmra/v6-i8-52. 

Giousmpasoglou, C., & Marinakou, E. (2024). An Overview of the Hotel Industry. In The 

Contemporary Hotel Industry (pp. 9–30). Palgrave Advances in Managing and Marketing 

Tourism, Hospitality, and Events. 

Grönroos, C. (1988). Service quality: The six criteria of good perceived service quality. Review of 

Business, 9(3), 10-13. 

Guchait, P., et al. (2019). Stealing thunder in service recovery: Proactive admissions of service 

failure. Journal of Hospitality and Tourism Research. 

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2014), cited in Rahman (2023). A Primer 

on Partial Least Squares Structural Equation Modeling (PLS-SEM). Los Angeles: SAGE. 

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2019). A Primer on Partial Least Squares 

Structural Equation Modeling (PLS-SEM). SAGE Publications. 

Jain, A., Correia, R., & Wirtz, J. (2023). The evolving nature of hospitality: Emotional engagement 

and experience design in luxury hospitality. Journal of Hospitality and Tourism Management. 



 
 

 

95 

Kanter, R. M. (1983). The change masters: Innovations for productivity in the American 

corporation. Simon & Schuster. 

Karatepe, O. M., & Eslamou, M. (2017). The impact of job resources on work engagement and 

service recovery performance: Evidence from flight attendants. International Journal of 

Contemporary Hospitality Management. 

Karatepe, O. M., & Olugbade, O. A. (2016). The mediating role of work engagement in the 

relationship between high-performance work practices and job outcomes of employees in a 

hotel setting. International Journal of Contemporary Hospitality Management, 28(10), 2350-

2371. 

Khan, A., Mir, M. S., Hamid, R., & Wani, R. U. H. (2023). Hypothesis Testing. Retrieved from 

ResearchGate. 

Lashley, C., & Morrison, A. (2000). Hospitality as a commercial and social domain. International 

Journal of Hospitality Management. 

Lugosi, P. (2019). Deviance, deviant behaviour and hospitality management: Sources, forms and 

drivers. Tourism Management, 74, 81–98. 

Luo, A., Guchait, P., Lee, L., & Madera, J. M. (2019). Transformational Leadership and Service 

Recovery Performance: The Mediating Effect of Emotional Labor and the Influence of 

Culture. International Journal of Hospitality Management, 77, 31–39 . 

Mars, G. (1994). Cheats at work: An anthropology of occupational crime. Aldershot: Dartmouth. 

Masadeh, M. A., Al-Ababneh, M., Al-Sabi, S. M., & Al-Badarneh, M. B. (2020). A comprehensive 

research on empowerment and service recovery performance at five-star hotels in Jordan. 

American International Journal of Contemporary Research, 10(3). 

https://doi.org/10.30845/aijcr.v10n3p3. 

Maxham, J. G. (2001). Service recovery’s influence on consumer satisfaction, positive word-of-

mouth, and purchase intentions. Journal of Business Research, 54(1), 11-24. 

Maxham, J. G., & Netemeyer, R. G. (2002). A longitudinal study of complaining customers’ 

evaluations of multiple service failures and recovery efforts. Journal of Marketing, 66(4), 57-

71. 

McCollough, M. A., Berry, L. L., & Yadav, M. S. (2000). An empirical investigation of customer 

satisfaction after service failure and recovery. Journal of Service Research, 3(2), 121-137. 



 
 

 

96 

Namkung, Y., & Jang, S. (2010). Service failures in restaurants: Which stage of service failure is 

the most critical? Cornell Hospitality Quarterly, 51(3), 323-343. 

Nikbin, D., Ismail, I., Marimuthu, M., & Salarzehi, H. (2012). The relationship of service failure 

attributions, service recovery justice, and recovery satisfaction in the context of airlines. 

Scandinavian Journal of Hospitality and Tourism, 12(3), 232-254. 

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of satisfaction 

decisions. Journal of Marketing Research. 

Peng, N., et al. (2019a). Functional and emotional value in luxury hospitality: An empirical 

investigation. Journal of Service Research. 

Robinson, S. L., & Bennett, R. J. (1995). A typology of deviant workplace behaviors: A 

multidimensional scaling study. Academy of Management Journal, 38(2), 555–572. 

Rod, M., & Ashill, N. J. (2009). Symptoms of burnout and service recovery performance: The 

influence of job resourcefulness. Managing Service Quality, 19(1), 60-84. 

Sarstedt, M., Ringle, C. M., & Hair, J. F. (2021). Handbook of Market Research. Springer. 

https://doi.org/10.1007/978-3-319-05542-8. 

Schaufeli, W. B., Salanova, M., González-Romá, V., & Bakker, A. B. (2002). The measurement 

of engagement and burnout: A two-sample confirmatory factor analytic approach. Journal of 

Happiness Studies, 3(1), 71-92. 

Shams, G., Rather, R., Rehman, M. A., & Lodhi, R. N. (2021). Hospitality-based service recovery, 

outcome favourability, satisfaction with service recovery, and consequent customer loyalty: 

An empirical analysis. International Journal of Culture, Tourism and Hospitality Research, 

15(2), 266–284. https://doi.org/10.1108/IJCTHR-04-2020-0079 

Sugiarta, R. D., Arofiati, F., & Rosa, E. M. (2023). Validity and Reliability of Research 

Instruments on the Effect of Motivation on Nurse Performance in Moderation with Nurse 

Credentials. JMMR (Jurnal Medicoeticolegal dan Manajemen Rumah Sakit), 12(1), 46-55. 

https://doi.org/10.18196/jmmr.v12i1.6 

Taherdoost, H. (2021). Data Collection Methods and Tools for Research; A Step-by-Step Guide 

to Choose Data Collection Technique for Academic and Business Research Projects. 

International Journal of Academic Research in Management, 10(1), 10-38. 

https://doi.org/10.30564/ijarm.v10i1.4538 



 
 

 

97 

Taherdoost, H. (2022). What Are Different Research Approaches? Comprehensive Review of 

Qualitative, Quantitative, and Mixed Method Research, Their Applications, Types, and 

Limitations. Journal of Management Science & Engineering Research, 5(1), 53-63. 

https://doi.org/10.30564/jmser.v5i1.4538. 

Tanujaya, B., Prahmana, R. C. I., & Mumu, J. (2023). Likert Scale in Social Sciences Research: 

Problems and Difficulties. FWU Journal of Social Sciences, 16(4), 89-101. 

https://doi.org/10.51709/19951272/Winter2022/7 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


