
121 
 

Finina Noviani, 2015 

PENGARUH COMPLAINT HANDLING MELALUI PROGRAM “YOU OFFICER” DALAM UPAYA 
MENINGKATKAN KEPUASAN TAMU DI NOVOTEL BANDUNG 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 

 

DAFTAR PUSTAKA 

Irawan, H. (2009). 10 Prinsip Kepuasan Pelanggan. Jakarta: Elex Media 

Komputindo. 

 

Kotler, P. & Armstrong, G. (2012). Principles of Marketing 14th Edition.  

New Jersey: Prentice Hall. 

 

Kotler, P. & Keller, K. (2012). Marketing Management 14th Edition. New 

Jersey: Prentice Hall. 

 

Lovelock, C. & Wirtz, J. (2011). Service Marketing: Global Edition, 7/E. 

Australia: Pearson. 

 

Lovelock, C. & Wirtz, J. (2011). Pemasaran Jasa – Perspektif Indonesia 

Jilid 2, Edisi Ketujuh. Jakarta: Erlangga. 

 

Morrison, Alastair M. 2010. Hospitality & Travel Marketing. USA: 

Delmar. 

 

Ratnasari, R. & Aksa, M. (2011). Teori dan Kasus Manajemen Pemasaran 

Jasa. Bogor: Ghalia. 

 

Riduwan (2010). Metode dan Teknik Menyusun Proposal Penelitian. 

Bandung: Alfabeta. 

 

Santoso, S. (2010). Metode Penelitian Kuantitatif, Plus Aplikasi Program 

SPSS. Ponorogo: Pusat Penerbitan Fakultas Ekonomi (P2-FE) Universitas 

Muhammadiyah Ponorogo. 

 

Sugiyono (2013). Cara Mudah Menyusun: Skripsi, Tesis, dan Disertasi. 

Bandung: Alfabeta. 

 

Sugiyono (2012). Metode Penelitian Bisnis (MPB). Bandung: Alfabeta. 

 

Suharsimi dan Arikunto (2009). Prosedur Penelitian Suatu Pendekatan 

(Suatu Pendekatan Praktik). Jakarta: Rineka Cipta. 

 

Sulastiyono, A. (2008). Manajemen Penyelenggaraan Hotel. Bandung: 

Alfabeta. 

 

Tjiptono, F. (2008). Manajemen Jasa. Yogyakarta: Andi Offset. 

 

Tjiptono, F. & Chandra, G. (2011). Service, Quality & Satisfaction Edisi: 

3. Yogyakarta: Andi Offset. 

 



122 
 

Finina Noviani, 2015 

PENGARUH COMPLAINT HANDLING MELALUI PROGRAM “YOU OFFICER” DALAM UPAYA 
MENINGKATKAN KEPUASAN TAMU DI NOVOTEL BANDUNG 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 

 

Umar, H. (2008). Metode Penelitian untuk Skripsi dan Tesis Bisnis Edisi 

Kedua. Jakarta: Rajawali Pers. 

 

Yoeti, O. (2004). Strategi Pemasaran Hotel. Jakarta: Gramedia. 

 

Zeithaml, V., Bitner, M. & Gremier, D. (2009). Service Marketing: 

Integrating Customer Focus Across the Firm: 5th Edition. Singapore: 

Mcgraw Hill. 

 

Zeithaml, V., Bitner, M. & Gremier, D. (2013). Service Marketing: 

Integrating Customer Focus Across the Firm: 6th Edition. Singapore: 

Mcgraw Hill. 

 

 

  



123 
 

Finina Noviani, 2015 

PENGARUH COMPLAINT HANDLING MELALUI PROGRAM “YOU OFFICER” DALAM UPAYA 
MENINGKATKAN KEPUASAN TAMU DI NOVOTEL BANDUNG 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 

 

Jurnal : 

Buttle, Francis (2007). Customer Relationship Management. Emerald 

Group Publishing Limited. 

 

Davidow, M. (2003). Organizational Responses to Customer Complaints: 

What’s Work and What Doesn’t. London: SAGE Publications. 

 

Ennew, C., Schoefer, K. (2003). Service Failure and Service Recovery in 

Tourism: A Review. Journal of Tourism. 

 

Gelbrich, K. & Roschk, H. (2011). A Meta- Analysis of Organisational 

Complaint Handling and Customer Responses. Journal of Service 

Research. 

 

Karatepe, O. (2006). Customer complaints and organisational responses: 

the effects of complainants’ perceptions of justice on satisfaction and 

loyalty. School of Tourism and Hospitality Management. 

 

Komunda, M. (2013). Customer Complaints Behaviour, Service Recovery 

and Behavioral Intentions: Literatur Review. International Journal of 

Business and Behavioral Sciences. 

 

Lutek, A. & Phusavat, K. (2010). Applying social network analysis on 

customer complaint handling. Emerald Group Publishing Limited. 

 

Metwally, D. (2013). Complaint Handling in the Airline Industry: The 

Way to Enchance Customer Loyalty. Italy: Medditeranean Journal of 

Social Sciences MCSER Publishing. 

 

Ngai, E., Heung, V., Wong, Y., Chan, F. (2006). Consumer Complaint 

Behaviour of Asians and Non-Asians About Hotel Services. Emerald 

Group Publishing Limited. 

 

Oktaviani, R., Suryana, R. (2006). Analisis Kepuasan Pengunjung dan 

Pengembangan Fasilitas Wisata Argo (Studi Kasus di Kebun Wisata 

Pasirmukti, Bogor). Bogor: IPB Jurnal. 

 

Svari, S., Svensson, G., Slatten, T. & Edvardsson, B. (2010). A DIP-

construct of perceived justice in negative service encounters and 

complaint handling in the Norwegian tourism industry. Managing Service 

Quality. Emerald Group Publishing Limited. 

 

Valster, J. (2013). Complaint Handling in a Consumer Products Company. 

Eindhoven: Master of Thesis Innovation Management. 

 



124 
 

Finina Noviani, 2015 

PENGARUH COMPLAINT HANDLING MELALUI PROGRAM “YOU OFFICER” DALAM UPAYA 
MENINGKATKAN KEPUASAN TAMU DI NOVOTEL BANDUNG 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 

 

Vos, J. & Huitema, G. (2008). How organisations can learn from 

complaints. Emerald Group Publishing Limited. 

 

Warsame, B. (2008). The Impact Of Consumer Complaints Handling On 

Complainant Satisfaction and Behavioral Outcomes: A Study Among The 

Telephone Service Providers in Mogadishu, Somalia. Universiti Sains 

Malaysia.  

 

Waterhouse, A. (2012). A Comparison of Independent and Chain Hotels 

and their Organisational Responses to Complaints and Service Recovery. 

Journal of Service Research Publishing. 

 

Yavas. (2008). Customer Complaints and Organizational Responses: A 

Study of Hotel Guests in Northern Cyprus. Journal of Hospitality and 

Leisure Marketing. Emerald Group Publishing Limited. 

 

Yuliati, N., Anzola, Y. (2009). Tingkat Kepuasan Konsumen Terhadap 

Tanggapan Perusahaan Pasca Tindakan Komplain Melalui Media Cetak. 

Bogor: IPB Jurnal. 

 

  



125 
 

Finina Noviani, 2015 

PENGARUH COMPLAINT HANDLING MELALUI PROGRAM “YOU OFFICER” DALAM UPAYA 
MENINGKATKAN KEPUASAN TAMU DI NOVOTEL BANDUNG 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 

 

Website dan Sumber Lain: 

  
Arsip Front Office Department, Novotel Bandung 

 

www.parekraf.go.id 

www.travel.kompas.com 

www.tribunnews.com 

www.bisnis.news.viva.co.id 

www.jabar.bps.go.id 

www.accorhotels.com 

www.novotelbandung.com 

www.repository.upi.edu 

www.merdeka.com 

 

 

 

 

http://www.parekraf.go.id/
http://www.travel.kompas.com/
http://www.tribunnews.com/
http://www.bisnis.news.viva.co.id/
http://www.jabar.bps.go.id/
http://www.accorhotels.com/
http://www.novotelbandung.com/
http://www.repository.upi.edu/
http://www.merdeka.com/

