
 

68 
 

DAFTAR PUSTAKA 

Abdullah, K., Jannah, M., Aiman, U., Hasda, S., Fadilla, Z., Taqwin, M., Ardiawan, 

K. N., & Sari, M. E. (2022). Metodologi penelitian kuantitatif (N. Saputra, Ed.). 

Yayasan Penerbit Muhammad Zaini. 

Abd Razaka, A., Shamsudinb, M. F., & Abdul, R. M. (2020). The influence of 

atmospheric experience on Theme Park Tourist’s satisfaction and loyalty in 

Malaysia. International Journal of Innovation, Creativity and Change, 6(9), 20-

39. 

Aldaamy, N. A. A. A. (2024). The Impact of the Quality System on Guest 

Satisfaction in Hotels (Study of a Sample of Tourists in Erbil and 

Sulaymaniyah Governorates). Deleted Journal, 04(01), 63–76. 

https://doi.org/10.55640/ijthm-04-01-04 

Ali, R., Leifu, G., Yasirrafiq, M., & Hassan, M. (2015). Role Of Perceived Value, 

Customer Expectation, Corporate Image And Perceived Service Quality On 

The Guest Satisfaction. 31(4), 1425–1436. 

Ali, B. J., Gardi, B., Othman, B. J., Ahmed, S. A., Ismael, N. B., Hamza, P. A., Aziz, 

H. M., Sabir, B. Y., Sorguli, S., & Anwar, G. (2021). Hotel Service Quality: 

The Impact of Service Quality on Guest Satisfaction in Hospitality. Social 
Science Research Network. 

https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3851330 

Anas, M. (2024). Guest Satisfaction in the Hotel Industry: A Case Study from 

Makassar City. Journal of Economic Education and Entrepreneurship Studies, 

5(1), 135–150. https://doi.org/10.26858/je3s.v5i1.3265 

Anwar, K. (2016). Comparison between cost leadership and differentiation strategy 

in agricultural businesses. Custos E Agronegocio on Line, 12(2), 212-231. 

Anderson, M. (2025). Understanding the Impact of Service Quality on Customer 
Loyalty in the Hospitality Industry. 

https://doi.org/10.20944/preprints202501.0082.v1 

Ásgeirsson, M. H., Guðlaugsson, Þ., & Jóhannesson, G. Þ. (2024). The 

Relationships between Service Quality, Reputation, and Performance in 

Hospitality. Tourism and Hospitality, 5(3), 736–752. 

https://doi.org/10.3390/tourhosp5030043 

As Shidiq, A. R., & Lin, Y.-T. (2024). The The Influence Of Service Quality, Brand 
Trust And Customer Perceived Value On Costumer Satisfaction Study Of 
Amaris Hotel Customer In Indonesia. 2(1), 666–676. 

https://doi.org/10.21009/isc-beam.012.42 

Budiansari, A., & Sujana. (2021). Pengaruh persepsi kualitas pelayanan dan persepsi 

nilai terhadap kepuasan, serta dampaknya pada loyalitas pelanggan maskapai 

penerbangan: Studi kasus pada Batik Air Indonesia di Kota Bogor. Jurnal 
Ilmiah Pariwisata Kesatuan, 2(1), 21–32. 

Buulolo, J., & Setyaningrum, K. (2024). Influence Of Service Quality And Facilities 
On The Satisfaction Of Guests Staying At The Chanti Semarang Hotel. 
https://doi.org/10.56910/ictmt.v1i1.73 

Chang, T. Y., & Chiu, Y. C. (2023). Exploiting Service Design in Service Quality: 

Escorting the Customer’s Experiential Value in the Journey of a Star-Rated 

Hotel. Systems, 11(4). https://doi.org/10.3390/systems11040206  

https://doi.org/10.20944/preprints202501.0082.v1
https://doi.org/10.3390/systems11040206


 

69 
 

Cronin, J.J., Brady, M.K. and Hult, G.T. (2000) Assessing the Effects of Quality, 

Value and Guest Satisfaction on Consumer Behavioral Intentions in Service 

Environments. Journal of Retailing, 76, 193-218. 

https://doi.org/10.1016/S0022-4359(00)00028-2 

Gunawan, G. A., Susanto, B., Meirejeki , I. N., & Sumawidari, I. A. K.Analysis of 

guestssatisfaction through the service quality of aloha department at Aloft Bali 

Seminyak. Journal of Applied Sciences in Travel and Hospitality,5(1), 30-40. 

Hardani, H. A., Ustiawaty, J., Utami, E. F., Istiqomah, R. R., Fardani, R. A., 

Sukmana, D. J., & Auliya, N. H. (2020). Buku metode penelitian kualitatif 
(Vol. 5). 

Hamzah, A. A., & Shamsudin, M. F. (2020). Why Guest Satisfaction is important 

to business?. Journal of Undergraduate Social Science and Technology, 1(1). 

Hair, J. F., Hult, G. T. M., Ringle, C. M., Sarstedt, M., & Thiele, K. O. (2017). 

Mirror, mirror on the wall: A comparative evaluation of composite-based 

structural equation modeling methods. Journal of the Academy of Marketing 
Science, 45(5), 616–632. https://doi.org/10.1007/s11747-017-0517-x 

Hair, J. F., Sarstedt, M., Hopkins, L., & Kuppelwieser, V. G. (2014). Partial least 

squares structural equation modeling (PLS-SEM): An emerging tool in 

business research. European Business Review, 26(2), 106–121. 

https://doi.org/10.1108/EBR-10-2013-0128 

Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C. M. (2019). When to use and how 

to report the results of PLS-SEM. European Business Review, 31(1), 2–24. 

https://doi.org/10.1108/EBR-11-2018-0203 

Holbrook, M. B. (1999). Consumer Value: A Framework for Analysis and Research. 

Routledge. 

Indrayani, I. G. A. P. W., Sekarti, N. K., Adi, I. A. S. P., Arthini, N. N. S., & Pitanatri, 

M. U. (2024). Decoding Emotional Intelligence of Hospitality Workforce in 

Bali: Generation Z Perspectives. TRJ Tourism Research Journal, 8(1), 90–110.  

Jain, V., Wirtz, J., Salunke, P., Nunkoo, R., & Sharma, A. (2023). Luxury hospitality: 

A systematic literature review and research agenda. International Journal of 
Hospitality Management, 112, 103597. 

https://doi.org/10.1016/j.ijhm.2023.103597 

Juliana, J., Pramono, R., Sartjie, I., Roon, J. B., Orlina, M. E., & Daicy, V. (2022). 

Determining Experience Quality on Customers’ Perceived Value, Satisfaction 

and Loyalty. Fokus Bisnis, 21(2), 132–146. 

https://doi.org/10.32639/fokbis.v21i2.52 

Juniasih, I. A. K. ., Suastama, I. B. R. ., & Ramadiputra, I. G. A. . (2023). Pengaruh 

Fasilitas dan Kualitas Pelayanan Terhadap Kepuasan tamu pada Grand Livio 

Hotel Bali. Forum Manajemen, 21(2), 43–56. 

https://doi.org/10.61938/fm.v21i2.529 

Kawatak, S. Y., Semuel, O. W., & Soputan, M. (2023). PERSEPSI KEPUASAN 

TAMU TERHADAP KUALITAS PELAYANAN PARADISE HOTEL GOLF 

AND RESORT LIKUPANG. Jurnal Manajemen Perhotelan, 9(1), 1–8. 

https://doi.org/10.9744/jmp.9.1.1-8  

Khairiah, N., & Wulandari, D. P. (2024). Pengaruh Perceived Value Terhadap 

Kepuasan Tamu Di Grand Buana Lestari Hotel. Jurnal Ekonomi, Manajemen 
Pariwisata Dan Perhotelan, 3(1), 171–189. 

https://doi.org/10.55606/jempper.v3i1.2799 

https://doi.org/10.1016/S0022-4359(00)00028-2
https://doi.org/10.1007/s11747-017-0517-x
https://doi.org/10.1108/EBR-10-2013-0128
https://doi.org/10.1016/j.ijhm.2023.103597
https://doi.org/10.61938/fm.v21i2.529
https://doi.org/10.9744/jmp.9.1.1-8


 

70 
 

Kotler, Philip. 2007, Manajemen Pemasaran di Indonesia, Edisi Pertama,. 

Jakarta:Penerbit Salemba Empat. 

Kotler dan Kevin. 2009. Manajemen Pemasaran. Jilid   I,   Edisi   13.   Jakarta. 

Erlangga. 

Kotler, P., & Keller, K. L. (2016). Marketing Management (15th ed.). Pearson. 

Leninkumar, V. (2017). The relationship between Guest Satisfaction and customer 

trust on customer loyalty. International Journal of Academic Research in 

Business and Social Sciences, 7(4), 450-465. 

Lewis,  R.  C.,  &Booms,  B.  H.  (1983).  The  marketing  aspects  of  service  

quality. Emerging Perspectives on Services Marketing, 65(4), 99–107. 

Liu, J. (2024). Influence of service quality and customer perceived value on 

customer loyalty with Guest Satisfaction as a moderating factor: A study based 

on private elderly care services in China. Journal of Infrastructure, Policy and 
Development, 8(6), 6316. https://doi.org/10.24294/jipd.v8i6.6316 

Mahendra, Y. I., & Sutanto, D. H. (2021). Implementasi Metode Hear Them Out, 
Empathize, Apologize dan Taking Proper Action and Follow Up (Head) 
Sebagai Pelayanan Prima Bisnis Perhotelan. 1(1), 66–77. 

https://doi.org/10.53754/ISCS.V1I1.11 

Mertayasa, G. A. I., Krismawintari, P. D. N., Manajemen, P., & Dhyana Pura, U. 

(2023). Effect of Service Quality, on The Guest’s Desire to Stay Back at Aston 

Canggu Bali. JAKADARA, 2(2). 

https://jurnal.undhirabali.ac.id/index.php/jakadara/index 

Mulyanto Nugroho & Abdul Halik „Penerapan Standar Pelayanan Publik Pada 

Kelurahan Di Wilayah Kota Kediri‟ Jurnal Universitas 17 Agustus 1945 

Surabaya, Vol. 1, No (2016), hal 254. 

Nathalia, T. C., Soegandi, K. E., & Shannonlie, S. (2024). The Impact of Service 

Quality on Guest Satisfaction at 5-Star Hotels in Central Jakarta. Journal of 
EconomiGS, Finance and Management Studies. 

https://doi.org/10.47191/jefms/v7-i1-63 

Nawaz, M. A. (2016). Service Quality Effect Customer Perception & Satisfaction: 

A Comparative Study of National Bank of Pakistan and Muslim Commercial 

Bank. Journal of Philosophy, Culture and Religion, 20, 24–34. 

https://www.iiste.org/Journals/index.php/JPCR/article/download/31363/3220

1 

Nguyen, N. V., & Ngoc, T. T. B. (2024). Service Quality as a Catalyst for 

Competitive Advantage and Business Performance in Hotel Industry: An 

Empirical Analysis by PLS-SEM Algorithm. International Journal of Analysis 
and Applications, 22, 141. https://doi.org/10.28924/2291-8639-22-2024-141 

Nguyen, D. T., Pham, V. T., Tran, D. M., & Pham, D. B. T. (2020). Impact of service 

quality, Guest Satisfaction and switching costs on customer loyalty. The 

Journal of Asian Finance, EconomiGS and Business, 7(8), 395-405. 

Nina Noviastuti & Desy Agustina Cahyadi. „Peran Reservasi Dalam Meningkatkan 

Pelayanan Terhadap Tamu Di Hotel Novotel Lampung‟ Jurnal Nusantara 

(Jurnal Ilmiah Pariwisata Dan Perhotelan), Vol.3 No.1 (2020), hal 34. 

Nurjanah. (2021). Analisis kepuasan konsumen dalam meningkatkan pelayanan 

pada usaha laundry Bunda Nurjanah. Jurnal Mahasiswa, 1(1), 117–128. 

Özcan, A., Pehlivan, B., & Erkasap, A. (2024). The Effect of Perceived Service 

Quality on Brand Loyalty: The Case of 5 Star Hotels in Tourism Sector. 

https://jurnal.undhirabali.ac.id/index.php/jakadara/index


 

71 
 

Uluslararası Işletme ve Ekonomi Çalışmaları Dergisi, 6(3), 197–213. 

https://doi.org/10.54821/uiecd.1532249 

Paradilla, M., Nurfitriani, N., Nur, N. H., & Niartiningsih, A. (2024). Analisis 
Pengaruh Customer Perceived Value terhadap Kepuasan Pasien Umum pada 
Instalasi Rawat Inap Rumah Sakit Umum Daerah Kota Makassar. 

https://doi.org/10.55123/insologi.v3i1.3190 

Pani, E. L. (2019). Pengaruh Customer Perception, Perceived Value, Price Dan 

Promotion Terhadap Buying Decision Pada Tiket Lion Air. Agora, 7(2), 

287119. 

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

Item Scale for measuring consumer perceptions of service quality. Journal of 

Retailing, 64(1), 12–40. 

Pinho, T. R. R., Andrade, D. A. da C., Ferreira, L. B., & G, S. (2025). Guest 

experience in the hotel industry and the practice of hospitality in the post-

pandemic era. Applied Tourism, 9(2), 88–100. 

https://doi.org/10.14210/at.v9i2.20652 

Salim,  W.  (2013).Analisa  Pengaruh  Service  Quality  Terhadap  Customer  

Satisfaction Rempah Indonesian Restaurant. Jurnal Strategi Pemasaran, 1(2), 

1–9. 

Saputra, M. A., & Safitri, R. (2024). Customer Perceived Value Sebagai Variabel 

Mediasi pada Pengaruh Service Quality terhadap Customer Retention. Al-
Kharaj : Jurnal Ekonomi, Keuangan Dan Bisnis Syariah, 6(6). 

https://doi.org/10.47467/alkharaj.v6i6.2526 

Shahid, A. S. M. S. B., Alam, T., Ackhter, M. M., Islam, M. Z., Parvin, I., Shaima, 

S. N., Shahrin, L., Ahmed, T., Chowdhury, F., & Chisti, M. J. (2022). Factors 

Associated with Congenital Heart Disease in Severely Malnourished Children 

under Five and Their Outcomes at an Urban Hospital, 

Bangladesh. Children, 9(1), 1. https://doi.org/10.3390/children9010001 

Sharma, S., & Srivastava, S. (2018). Relationship between Service Quality and 
Customer Satisfaction in Hotel Industry. 2(1), 42–49. 

https://doi.org/10.30647/TRJ.V2I1.20 

Skordoulis, M., Stavropoulos, A. S., Papagrigoriou, A., & Kalantonis, P. (2024). The 

Strategic Impact of Service Quality and Environmental Sustainability on 

Financial Performance: A Case Study of 5-Star Hotels in Athens. Journal of 
Risk and Financial Management, 17(10). 

https://doi.org/10.3390/jrfm17100473  

Sriwidadi, T., & Prabowo, H. (2023). The Effect of Service Quality on Customer 

Loyalty Through Perceived Value and Guest Satisfaction of Jakarta Mobile 

Banking Application. Mix: Jurnal Ilmiah Manajemen. 

https://doi.org/10.22441/jurnal_mix.2023.v13i3.004 

Stefani, A., & Soeprapto, V. S. (2023). The Influence of Customer Perceived Value 

on Guest Satisfaction at Yumchi Resto & Catering Harapan Indah, Bekasi. 

Interdiciplinary Journal and Hummanity, 2(8), 735–747. 

https://doi.org/10.58631/injurity.v2i8.113 

Sugiyono. (2018). Metode penelitian kuantitatif. Alfabeta. 

Temory, M. D. (2024). The Effect of Service Quality on Guest Satisfaction and 

Loyalty: A Case Study of Hotel Industry in Afghanistan. International Journal 

https://doi.org/10.3390/children9010001
https://doi.org/10.3390/jrfm17100473


 

72 
 

of Business and Management Review, 12(5), 21–38. 

https://doi.org/10.37745/ijbmr.2013/vol12n52138 

Tifany, & Rustam, T. A. (2023). Pengaruh persepsi dan perilaku konsumen terhadap 

kepuasan tamu di PT. Brani Lintas Samudera. SEIKO: Journal of Management 
& Business, 6(2), 216–230. 

Tu, Y.-T., & Chih, H.-C. (2011). The Effect of Service Quality, Customer Perceived 

Value and Satisfaction on Loyalty. Journal of EconomiGS and Behavioral 
Studies, 3(3), 198–212. https://doi.org/10.22610/JEBS.V3I3.273 

Untari, D. T., Khasanah, F. N., Perdhana, T. S., Sukreni, T., Antariksa, B., & 

Wismayanti, Y. F. (2024). The Effect of Customer Perception Value on Guest 

Satisfaction on Consumers of Religious Tour Packages in Bekasi-West Java; 

Purchase Intention as an Intervening Variable. International Journal of Social 
Science and Business, 8(1), 84–92. https://doi.org/10.23887/ijssb.v8i1.68148 

Utama, A. (2024). Guest Satisfaction Affected by Service Quality with the Scale of 

Service Quality in Hotels (SSQH) Method. Almana, 8(3), 599–606. 

https://doi.org/10.36555/almana.v8i3.2723 

Utami, I. H., Syah, T. Y. R., & Rokiah, R. (2024). The Effect of Service Quality and 

Customer Perceived Value The Intention To Do A Medical Check-Up With 

Patient Satisfaction as A Mediating Variable at Medika BSD Hospital. 

Devotion, 5(9), 1137–1147. https://doi.org/10.59188/devotion.v5i9.796 

Wahana, V., Siregar, R. T., Harahap, K., & Putri, D. E. (2019). Pengaruh persepsi 

pelanggan terhadap loyalitas pelanggan dengan kepuasan tamu sebagai 

variabel intervening pada Toko Kain Toray Pematangsiantar. Maker: Jurnal 
Manajemen, 5(2), 97–109. Retrieved from 

http://www.maker.ac.id/index.php/maker 

Wang, Y. F., Senathirajah, A. R. B. S., Gan, C., Lee, Y. S., & Lee, H. S. (2022). 

Modeling consumers’ perceptions of service quality. International Journal of 
Health Sciences (IJHS), 10776–10793. 

https://doi.org/10.53730/ijhs.v6ns5.10883 

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

Means-End Model and Synthesis of Evidence." Journal of Marketing, 52(3), 

2-22. 

  

https://doi.org/10.23887/ijssb.v8i1.68148
https://doi.org/10.36555/almana.v8i3.2723
http://www.maker.ac.id/index.php/maker

