
 

Lisa Yolanda Hutasoit, 2018 

PENGARUH KEPUASAN TAMU TERHADAP LOYALITAS PELANGGAN DI SHERATON BANDUNG HOTEL & TOWERS 

Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 

DAFTAR PUSTAKA 

Jay Kandampully, Dwi Suhartanto (2003). The Role of Customer Satisfaction and 

Image in Gaining Customer Loyalty in the Hotel Industry. Journal of Hospitality & Leisure Marketing, 

10:1-2, 3-25. http://dx.doi.org/10.1300/J150v10n01_02  

Dwayne D. Gremler, Stephen W. Brown (1996). Service Loyalty: Its Nature, 

Importance, and Implications. Advancing service quality 

John T. Bowen, Shiang-Lih Chen (2001). The relationship between customer 

loyalty and customer satisfaction, International Journal of Contemporary Hospitality Management, 

Vol. 13 Iss: 5 pp. 213 – 217. http://dx.doi.org/10.1108/09596110110395893  

AS Dick, K Basu (1994). Customer Loyalty: Toward an Integrated Conceptual 

Framework Journal of the academy of marketing, Volume: 22 issue: 2, page(s): 99-113 

https://doi.org/10.1177/0092070394222001 

Stowe Shoemaker, Robert C. Lewis (1999). Customer loyalty: the future of 

hospitality. Marketing Hospitality Management 18 (1999) 345}370  

John T. Bowen, Shiang-Lih Chen, (2001). The relationship between customer 

loyalty and customer satisfaction, International Journal of Contemporary Hospitality Management, 

Vol. 13 Iss 5 pp. 213-217 http://dx.doi.org/10.1108/09596110110395893 

Xiaoyun Han, Robert J. Kwortnik Jr., Chunxiao Wang (2008). Service Loyalty: 

An Integrative Model and Examination across Service Contexts, Journal of Service Research Volume 

11 Number 1 August 2008 22-42.  10.1177/1094670508319094 

John T. Bowen, Stowe Shoemaker (2003). Loyalty: A Strategic Commitment, 

Cornell Hotel and Restaurant Administration Quarterly 2003 44: 31. DOI: 

10.1177/001088040304400505 

Kevin Kam Fung Soa, Ceridwyn King, Beverley A. Sparksa, Ying Wang (2013). 

The influence of customer brand identification on hotel brand evaluation and loyalty development, 

International Journal of Hospitality Management 34 (2013) 31–41 

Mark P. Pritchard, Mark E. Havitz, Dennis R. Howard (1999). Analyzing the 

Commitment-Loyalty Link in Service Contexts, Volume: 27 issue: 3, page(s): 333-348,  

https://doi.org/10.1177/0092070399273004 

Christian Homburg, Annette Giering (2001).  Personal characteristics as 

moderators of the relationship between customer satisfaction and loyalty—an empirical analysis, 

volume 18 Pages 43-66 https://doi.org/10.1002/1520-6793(200101)18:1<43::AID-MAR3>3.0.CO;2-

I 

Janet Sim , Brenda Mak & David Jones (2006). A Model of Customer Satisfaction 

and Retention for Hotels, Journal of Quality Assurance in Hospitality & Tourism, 7:3, 1-23, DOI: 

10.1300/J162v07n03_01 

Gilbert A. Churchill, Jr. and Carol Surprenant (1982).  An Investigation into the 

Determinants of Customer Satisfaction, Journal of Marketing Research, Vol. 19, No. 4, Special Issue 

on Causal Modeling (Nov.,1982), pp. 491-504 

Guillaume Bodet (2008). Customer satisfaction and loyalty in service: Two 

concepts, four constructs, several relationships, Journal of Retailing and Consumer Services 15 (2008) 

156–162 

 

http://dx.doi.org/10.1300/J150v10n01_02
http://dx.doi.org/10.1108/09596110110395893
https://doi.org/10.1177/0092070394222001
http://dx.doi.org/10.1108/09596110110395893
http://journals.sagepub.com/author/Pritchard%2C+Mark+P
http://journals.sagepub.com/author/Havitz%2C+Mark+E
http://journals.sagepub.com/author/Howard%2C+Dennis+R
https://doi.org/10.1177/0092070399273004
https://onlinelibrary.wiley.com/action/doSearch?ContribAuthorStored=Homburg%2C+Christian
https://onlinelibrary.wiley.com/action/doSearch?ContribAuthorStored=Giering%2C+Annette
https://doi.org/10.1002/1520-6793%28200101%2918:1%3C43::AID-MAR3%3E3.0.CO;2-I
https://doi.org/10.1002/1520-6793%28200101%2918:1%3C43::AID-MAR3%3E3.0.CO;2-I

