
                                                                             41 Universitas International Batam 

DAFTAR PUSTAKA 

Abd-El-Salam, E. M., Shawky, A. Y., & El-Nahas, T. (2013). The impact of 

corporate image and reputation on service quality, customer satisfaction and 

customer loyalty: Testing the mediating role. Case analysis in an 

international service company. Journal of Business and Retail Management 

Research, 8(1), 130–153. 

Akbari, N., & Ghaffari, A. (2017). Verifying relationship of knowledge 

management initiatives and the empowerment of human resources. Journal 

of Knowledge Management, 21(5), 1120–1141. https://doi.org/10.1108/JKM-

10-2016-0435 

Ashraf, S., Ilyas, R., Imtiaz, M., & Ahmad, S. (2018). Impact of Service Quality, 

Corporate Image and Perceived Value on Brand Loyalty with Presence and 

Absence of Customer Satisfaction:  A Study of four Service Sectors of 

Pakistan. International Journal of Academic Research in Business and Social 

Sciences, 8(2), 452–474. https://doi.org/10.6007/ijarbss/v8-i2/3885 

Carrington, M. J., & Neville, B. A. (2016). Marketers are consumers too: 

integrating consumer-self in potential value creation. European Journal of 

Marketing, 50(5–6), 863–891. https://doi.org/10.1108/EJM-03-2015-0185 

El-Adly, M. I. (2019). Modelling the relationship between hotel perceived value, 

customer satisfaction, and customer loyalty. Journal of Retailing and 

Consumer Services, 50(xxxx), 322–332. 

https://doi.org/10.1016/j.jretconser.2018.07.007 

Ghozali, I. (2011). Analisis Multivariate Dengan Menggunakan Program SPSS. 

Semarang: Badan Penerbit Universitas Diponegoro. 

Hafeez, S., & Muhammad, B. (2012). The Impact of Service Quality, Customer 

Satisfaction and Loyalty Programs on Customer’s Loyalty: Evidence from 

Banking Sector of Pakistan. International Journal of Business and Social 

Science, 3(16), 200–209. 

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2010). Multivariate 

Data Analysis (7th ed). Pearson Prentice Hall, New Jersey. 

Fikario Adiyuda, Pengaruh Service Quality, Corporate Image, Perceived Value, dan Customer Satisfaction 
terhadap Customer Loyalty pada Hotel Bintang 4 di Batam 
UIB Repository ©2020



42 

 

Universitas International Batam 

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2011). PLS-SEM: Indeed a Silver 

Bullet. Journal of Marketing Theory and Practice, 19(2), 139–152. 

https://doi.org/10.2753/MTP1069-6679190202. 

Kasiri, L. A., Guan Cheng, K. T., Sambasivan, M., & Sidin, S. M. (2017). 

Integration of standardization and customization: Impact on service quality, 

customer satisfaction, and loyalty. Journal of Retailing and Consumer 

Services, 35(November 2016), 91–97. 

https://doi.org/10.1016/j.jretconser.2016.11.007 

Kuo, N. Te, Chang, K. C., Cheng, Y. S., & Lai, C. H. (2013). How Service 

Quality Affects Customer Loyalty in the Travel Agency: The Effects of 

Customer Satisfaction, Service Recovery, and Perceived Value. Asia Pacific 

Journal of Tourism Research, 18(7), 803–822. 

https://doi.org/10.1080/10941665.2012.708352 

Lee, W. H., & Cheng, C. C. (2018). Less is more: A new insight for measuring 

service quality of green hotels. International Journal of Hospitality 

Management, 68(November 2016), 32–40. 

https://doi.org/10.1016/j.ijhm.2017.09.005 

Leninkumar, V. (2017). The Relationship between Customer Satisfaction and 

Customer Trust on Customer Loyalty. International Journal of Academic 

Research in Business and Social Sciences, 7(4), 450–465. 

https://doi.org/10.6007/ijarbss/v7-i4/2821 

Martínez, P., & Rodríguez del Bosque, I. (2013). CSR and customer loyalty: The 

roles of trust, customer identification with the company and satisfaction. 

International Journal of Hospitality Management, 35, 89–99. 

https://doi.org/10.1016/j.ijhm.2013.05.009 

Munawar, M. (2014). www.econstor.eu. 

Ngo, M. V., & Nguyen, H. H. (2016). The Relationship between Service Quality, 

Customer Satisfaction and Customer Loyalty: An Investigation in 

Vietnamese Retail Banking Sector. Journal of Competitiveness, 8(2), 103–

116. https://doi.org/10.7441/joc.2016.02.08 

Fikario Adiyuda, Pengaruh Service Quality, Corporate Image, Perceived Value, dan Customer Satisfaction 
terhadap Customer Loyalty pada Hotel Bintang 4 di Batam 
UIB Repository ©2020



43 

 

Universitas International Batam 

Nguyen, N., Leclerc, A., & LeBlanc, G. (2013). The Mediating Role of Customer 

Trust on Customer Loyalty. Journal of Service Science and Management, 

06(01), 96–109. https://doi.org/10.4236/jssm.2013.61010 

Payne, A., & Frow, P. (2017). Relationship marketing: looking backwards 

towards the future. Journal of Services Marketing, 31(1), 11–15. 

https://doi.org/10.1108/JSM-11-2016-0380 

Pratminingsih, S. A., Lipuringtyas, C., & Rimenta, T. (2013). Factors Influencing 

Customer Loyalty Toward Online Shopping. International Journal of Trade, 

Economics and Finance, 4(3), 104–110. 

https://doi.org/10.7763/ijtef.2013.v4.268 

Radojevic, T., Stanisic, N., Stanic, N., & Davidson, R. (2018). The effects of 

traveling for business on customer satisfaction with hotel services. Tourism 

Management, 67, 326–341. https://doi.org/10.1016/j.tourman.2018.02.007 

Ramaseshan, B., Rabbanee, F. K., & Hui, L. T. H. (2013). Effects of customer 

equity drivers on customer loyalty in B2B  . context. Journal of Business and 

Industrial Marketing, 28(4), 335–346. 

https://doi.org/10.1108/08858621311313929 

Sugiyono. (2016). Metode Penelitian Kuantitatif, Kualitatif dan R&D. Bandung: 

PT. Alfabet. 

Zena, P. A., & Hadisumarto, A. D. (2013). The Study of Relationship among 

Experiential Marketing, Service Quality, Customer Satisfaction, and 

Customer Loyalty. ASEAN Marketing Journal, 4(1), 37–46. 

https://doi.org/10.21002/amj.v4i1.2030 

 

Fikario Adiyuda, Pengaruh Service Quality, Corporate Image, Perceived Value, dan Customer Satisfaction 
terhadap Customer Loyalty pada Hotel Bintang 4 di Batam 
UIB Repository ©2020




