DAFTAR PUSTAKA

AbouRokbah, S., & Salam, M. A. (2023). Quality and satisfaction in female fitness
centers and the moderating roles of age and income: empirical evidence from
Saudi  Arabia. International Journal of Sports Marketing and
Sponsorship, 24(4), 753-770.

Alzoubi, H. M., & Inairat, M. (2020). Do perceived service value, quality, price
fairness and service recovery shape customer satisfaction and delight? A
practical study in the service telecommunication context. Uncertain supply
chain management, 8(3), 579-588.

Abror, A., Patrisia, D., Engriani, Y., Evanita, S., Yasri, Y., & Dastgir, S. (2020).
Service quality, religiosity, customer satisfaction, customer engagement and
Islamic bank’s customer loyalty. Journal of Islamic Marketing, 11(6), 1691-
1705.

Alam, M. M. D., & Noor, N. A. M. (2020). The relationship between service
quality, corporate image, and customer loyalty of Generation Y: An
application of SOR paradigm in the context of superstores in
Bangladesh. Sage Open, 10(2), 2158244020924405.

Alegre, J., & Garau, J. (2010). Tourist satisfaction and dissatisfaction. Annals of
tourism research, 37(1), 52-73.

Ali, B.J., Gardi, B., Jabbar Othman, B., Ali Ahmed, S., Burhan Ismael, N., Abdalla
Hamza, P., Mahmood Aziz, H., Sabir, B.Y., Sorguli, S. and and Anwar, G.
(2021), “Hotel service quality: the impact of service quality on customer
satisfaction in hospitality”, International Journal of Engineering, Business
and Management, VVol. 5 No. 3, pp. 14-28.

Auka, D., Bosire, J. N., & Matern, V. (2013). Perceived service quality and
customer loyalty in retail banking in Kenya.

Aziz, N.A., Ariffin, A.A.M., Osmar, N.A. and Evin, C. (2012), “Examining the
impact of visitors’ emotions and perceived quality towards satisfaction and
revisit intention to theme parks”, Jurnal Pengurusan, Vol. 35, pp. 97-1009.

Amoako, G. K., Caesar, L. D., Dzogbenuku, R. K., & Bonsu, G. A. (2023). Service
recovery performance and repurchase intentions: the mediation effect of
service quality at KFC. Journal of Hospitality and Tourism Insights, 6(1),
110-130.

Chatzoglou, P., Chatzoudes, D., Savvidou, A., Fotiadis, T., & Delias, P. (2022).
Factors affecting repurchase intentions in retail shopping: An empirical
study. Heliyon, 8(9).

72



73

Chen, J.S. and Gursoy, D. (2001), “An investigation of tourists’ destination loyalty
and preferences”, International Journal of Contemporary Hospitality
Management, Vol. 13 No. 2, pp. 79-85.

Cole, S. T., & Scott, D. (2004). “Examining the mediating role of experience quality
in a model of tourism experiences. Cited in Mannan, M. Chowdhury, N.
Sarkerand, P. & Amir, R. (2019). Modeling customer satisfaction and revisit
intention in Bangladeshi dining restaurants. Journal of Modelling in
Management, 14(4), 922-947. https://doi.org/10.1300/ JO73v16n01_08

Cole, S.T. and Scott, D. (2004), “Examining the mediating role of experience
quality in a model of tourism experiences”, Journal of Travel and Tourism
Marketing, Vol. 16 No. 1, pp. 79-90.

Cronin, J.J. and Taylor, S.A. (1992), “Measuring service quality: a reexamination
and extension”, Journal of Marketing, Vol. 56 No. 3, pp. 55-68.

Elizar, C., Indrawati, R. and Syah, T.Y.R. (2020), “Service quality, customer
satisfaction, customer trust, and customer loyalty in service of paediatric
polyclinic over private hospital of east Jakarta, Indonesia”, Journal of
Multidisciplinary Academic, Vol. 4 No. 2, pp. 105-111

Gajewska, T. and Grigoroudis, E. (2015), “Importance of logistics services
attributes influencing customer satisfaction”, Proceedings of 4th IEEE
International Conference on Advanced Logistics and Transport, pp. 53-58,
available at: https://doi.org10.1109/ICAdLT.2015.7136590

Gopi, B., & Samat, N. (2020). The influence of food trucks' service quality on
customer satisfaction and its impact toward customer loyalty. British Food
Journal, 122(10), 3213-3226.

H. Liu, H. Chu, Q. Huang, X. Chen, Enhancing the Flow Experience of Consumers
in China through Interpersonal Interaction in Social Commerce, 2016, https://
doi.org/10.1016/j.chb.2016.01.012.

Hallowell, R. (1996), “The relationships of customer satisfaction, customer loyalty,
and profitability: an empirical study”, International Journal of Service
Industry Management, Vol. 7 No. 1, pp. 27-42.

Hasan, K., Abdullah, S. K., Islam, F., & Neela, N. M. (2020). An integrated model
for examining tourists’ revisit intention to beach tourism
destinations. Journal of Quality Assurance in Hospitality & Tourism, 21(6),
716-737.

Howard, J. A., & Sheth, J. N. (1969). The theory of buyer behavior. New York,
NY: Wiley



74

Hsiao, Y.H., Chen, L.F., Chang, C.C. and Chiu, F.H. (2016), “Configurational path
to customer satisfaction and stickiness for a restaurant chain using fuzzy set

qualitative comparative analysis”, Journal of Business Research, Vol. 69 No.
8, pp. 2939-2949.

Indrawati, R., Elizar, C., Mutiara, R. and Roespinoedji, D. (2020), “Service quality,
customer satisfaction, customer trust, and customer loyalty in the service of
pediatric polyclinic (case study at private H hospital of east Jakarta,
Indonesia)”.

Islam, Md. A., Khadem, M.M.R.K. and Alauddin, Md. (2011), “An empirical
assessment of the relationship between service quality and customer
satisfaction in fashion house”, Proceedings of the 2011 International
Conference on Industrial Engineering and Operations Management, pp. 201-
206.

Jeong, M. Y. (2007). A study on the effects of service quality on repurchase
intention-based on beauty service industry. Unpublished master’s thesis,
Seokyeong University, Seoul, Korea.

Khoo, K. L. (2020). A study of service quality, corporate image, customer
satisfaction, revisit intention and word-of-mouth: evidence from the KTV
industry. PSU Research Review, 6(2), 105-119.

Lai, F., Hutchinson, J., Li, D. and Bai, C. (2007), “An empirical assessment and
application of SERVQUAL in mainland China’s mobile communications
industry”, International Journal of Quality & Reliability Management, Vol.
24 No. 3, pp. 244-262.

Liu, C. H., Lapuz, M. C. B., & Gan, B. (2024). How service quality affects
consumer revisit behavior in chain restaurants: Lessons from COVID-
19. International Journal of Hospitality Management, 121, 103774.Manag
28(1):2-35

Mannan, M., Chowdhury, N., Sarker, P., & Amir, R. (2019). Modeling customer
satisfaction and revisit intention in Bangladeshi dining restaurants. Journal of
Modelling in Management, 14(4), 922-947.

Manyangara, M. E., Makanyeza, C., & Muranda, Z. (2023). The effect of service
quality on revisit intention: The mediating role of destination image. Cogent
Business & Management, 10(3), 2250264

Mehrabian, A., & Russell, J. A. (1974). An approach to environmental
hpsychology. The MIT Press.



75

Nguyen Viet, B., Dang, H. P., & Nguyen, H. H. (2020). Revisit intention and
satisfaction: The role of destination image, perceived risk, and cultural
contact. Cogent Business & Management, 7(1), 1796249.

Nuralam, I. P., Yudiono, N., Fahmi, M. R. A, Yuliaji, E. S., & Hidayat, T. (2024).
Perceived ease of use, perceived usefulness, and customer satisfaction as
driving factors on repurchase intention: the perspective of the e-commerce
market in Indonesia. Cogent Business & Management, 11(1), 2413376.

Oh, H. (1999). Service quality, customer satisfaction, and customer value: A
holistic perspective. International Journal of Hospitality Management, 18(1),
67-82. doi:10.1016/S0278-4319(98)00047-4

Osman, Z., & llham, S. (2013). INFLUENCE OF CUSTOMER SATISFACTION
ON SERVICE QUALITY AND TRUST RELATIONSHIP IN MALAYSIAN
RURAL TOURISM. Business and Management Quarterly Review, 2, 12-25.

Petrick, J.F., Morais, D.D. and Norman, W.C. (2001), “An examination of the
determinants of entertainment vacationers’ intentions to revisit”, Journal of
Travel Research, Vol. 40 No. 1, pp. 41-48.

Pizam A, Shapoval V, Ellis T (2016) Customer satisfaction and its measurement in
hospitality enterprises: a revisit and update. Int J Contemp Hosp

Polas, M. R. H., Raju, V., Hossen, S. M., Karim, A. M., & Tabash, M. I. (2022).
Customer's revisit intention: Empirical evidence on Gen-Z from Bangladesh
towards halal restaurants. Journal of Public Affairs, 22(3), e2572.

Prayag, G., Hosany, S., Muskat, B., & Del Chiappa, G. (2017). Understanding the
relationships between tourists’ emotional experiences, perceived overall
image, satisfaction, and intention to recommend. Journal of travel
research, 56(1), 41-54.

Rajput, A., & Gahfoor, R. Z. (2020). Satisfaction and revisit intentions at fast food
restaurants. Future Business Journal, 6, 1-12.

Rao, P.S. and Sahu, P.C. (2013), “Impact of service quality on customer satisfaction
in hotel industry”, IOSR Journal Of Humanities And Social Science, Vol. 18
No. 5, pp. 39-44

Ryu, K. and Han, H. (2010), “Influence of the quality of food, service, and physical
environment on customer satisfaction and behavioral intention in quick-
casual restaurants: Moderating role of perceived price”, Journal of Hospitality
and Tourism Research, Vol. 34 No. 3, pp. 310-329.

Ryu, K., Han, H. and Kim, T. (2007), “The relationships among overall quick-
casual restaurant image, perceived value, customer satisfaction, and



76

behavioral intentions”, International Journal of Hospitality Management,
Vol. 27 No. 3, pp. 459-469.

Saut, M., & song, V. (2022). Influences of airport service quality, satisfaction, and
image on behavioral intention towards destination visit. Urban, Planning and
Transport Research, 10(1), 82-1009.

Soeharso, S. Y. (2024). Customer satisfaction as a mediator between service quality
to repurchase intention in online shopping. Cogent Business &
Management, 11(1), 2336304

Savastano, M., Anagnoste, S., Biclesanu, I., & Amendola, C. (2024). The impact of
e-commerce platforms' quality on customer satisfaction and repurchase
intention in post COVID-19 settings. The TQM Journal.

Shanka, M. S. (2012). Bank service quality, customer satisfaction and loyalty in
Ethiopian banking sector. Journal of Business Administration and
Management Sciences Research, 1(1), 001-0009.

Susanto, T. W. P., Sudapet, I. N., Subagyo, H. D., & Suyono, J. (2021). The effect
of service quality and price on customer satisfaction and repurchase intention
(case study at crown prince hotel Surabaya). Quantitative Economics and
Management Studies, 2(5), 288-297.

Sirimongkol, T. (2022). The effects of restaurant service quality on revisit intention
in pandemic conditions: an empirical study from Khonkaen,
Thailand. Journal of Foodservice Business Research, 25(2), 233-251.

Soderlund, M., & Ohman, N. (2005). Assessing behavior before it becomes
behavior: An examination of the role of intentions as a link between
satisfaction and repatronizing behavior. International Journal of Service
Industry Management, 16(2), 169-185. doi:10.1108/09564230510592298

Supriyanto, A., Burhanuddin, B., Sunarni, S., Rochmawati, R., Ratri, D. K., &
Bhayangkara, A. N. (2024). Academic Service quality, student satisfaction
and loyalty: A study at Higher Education legal entities in Indonesia. The TQM
Journal. https://doi.org/10.1108/tqm-10-2023-0334

Um, S., Chon, K. and Ro, Y. (2006), “Antecedents of revisit intention”, Annals of
Tourism Research, Vol. 33 No. 4, pp. 1141-1158.

Saglik, E ., Gulluce, A.C ., Kaya, U and Ozhan, C.K (2014). Service Quality
and Customer Satisfaction Relationship: A Research in Erzurum Ataturk
University Refectory. American International Journal of Contemporary
Research, 4(1), pp. 100 -118

Abdul-Qadir, A,B., Abubakar, H.S., & Utomi, Q.A.R. (2021). Impact of
Service Quality on Customer Retention of Listed Food and Beverages



77

Companies in Kaduna State. Gusau International Journal of Management
and Social Sciences, 4(1), 47 —64

Lee, D.H. (2020), “The impact of exhibition service quality on general attendees’

satisfaction through distinct mediating roles of perceived value”, Asia Pacific
Journal of Marketing and Logistics, Vol. 32 No. 3, pp. 793-816

Rantung, D.l., Mandagi, D.W., Wuryaningrat, N.F. and Lelengboto, A.L.P. (2023),
“Small medium enterprises brand gestalt: a key driver of customer
satisfaction and repurchase intention”, International Journal of Professional
Business Review, Vol. 8 No. 6, pp. e01463- e01463.

Toding, J.S. and Mandagi, D.W. (2022), “Dimensi brand gestalt sebagai prediktor
customer satisfaction dan niat membeli ulang pelanggan UMKM?”, Jurnal
IiImiah Manajemen Bisnis Dan Inovasi (JMBI), Vol. 9 No. 3, pp. 1167-1185.

Loureiro, S.M.C. and Ribeiro, L. (2014), “Virtual atmosphere: the effect of
pleasure, arousal, and delight on word-of-mouth”, Journal of Promotion
Management, VVol. 20 No. 4, pp. 452-469

Sun, J., Chen, P.-J., Ren, L., Shih, E.H.-W., Ma, C., Wang, H. and Ha, N.-H. (2021),
“Place attachment to pseudo establishments: an application of the stimulus-
organism-response paradigm to themed hotels”, Journal of Business
Research, Vol. 129, pp. 484-494

Fu, S., Chen, X., & Zheng, H. (2021). Exploring an adverse impact of smartphone
overuse on academic performance via health issues: A stimulus-organism-
response perspective. Behaviour & Information Technology, 40(7), 663-675,
doi: https://doi.org/10.1080/0144929X.2020.1716848

Wei, J., Zhu, S., Hou, Z., Dong, H., & Li, J. (2023). Research on the influence
mechanism of emotional intelligence and psychological empowerment on
customers’ repurchase intention under the situation of online shopping
service recovery. current Psychology, 42(21), 17595-17611.

Zhang, G., Yue, X,, Ye, Y., & Peng, M. Y. P. (2021). Understanding the impact of
the psychological cognitive process on student learning satisfaction:
Combination of the social cognitive career theory and SOR model. Frontiers
in  Psychology, 12, 3336, doi: https://doi.org/10.3389/FPSYG.2021.
712323/BIBTEX.



