
38 

 

 

DAFTAR PUSTAKA 

 

Bolton, R. N., & Drew, J. H. 1991. A Multistage Model of Customers' 

Assessments of Service Quality and Value. Journal of Consumer 

Research. (diakses dari https://doi.org/10.1086/208564) 
 

Buttle, Francis. 2007. Manajemen Hubungan Pelanggan. Jakarta: Bayumedia. 
 

Gronroos, C. 1990. Service Management and Marketing. Lanham: Lexington. 

Gwinner, K. P., Gremler, D. D., & Bitner, M. J. 1998. Relational Benefits in 

Services Industries: the Customer’s Perspective. Journal of the Academy of 

Marketing Science.  (diakses dari  

 https://doi.org/10.1177%2F0092070398262002) 
 

Kotler, P. 2003. Marketing Management (7th ed.). New Jersey: Prentice Hall. 
 

Lovelock, C. H., & Wright, L. K. 2007. Manajemen Pemasaran Jasa. Jakarta: 

Indeks. 
 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. 1985. A Conceptual Model of 

Service Quality and its Implications for Future Research. Journal of 

Marketing. (diakses dari https://doi.org/10.2307/1251430) 
 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. 1988. SERVQUAL: A Multi-

item Scale for Measuring Consumer Perceptions of Service Quality. 

Journal of Retailing. vol. 64, no. 1, 1988. 
 

Politeknik Negeri Lampung. 2018. Panduan Penulisan Karya Ilmiah Politeknik 

Negeri Lampung. Bandar Lampung. 
 

Rahayu, Sri. 2019. Kepuasan dan Loyalitas Pelanggan terhadap Obyek Wisata. 

Palembang: CV Anugrah Jaya. 
 

Republik Indonesia. 2009. Undang-Undang Republik Indonesia No. 10 tentang 

Kepariwisataan. Jakarta: Sekretariat Negara. 
 

Seaton, A.V. & M.M. Bennett. 1996. The Marketing of Tourism Product: 

Concepts, Issues and Cases. London: International Thomson Business 

Press. 



39 

 

Smith, V. 1989. Host and Guests: The Antropology of Tourism. Philadelphia:  

University of Pennsylvania Press. 
 

Sugiyono. 2017. Metode Penelitian Kuantitatif, Kualitatif, Dan R&D. Bandung: 

Alfabeta.  
 

Wilkie, L.1994. Consumer Behavior, 4th. New York: John Wiley and Sons. 
 

Yoeti. 1983. Pengantar Ilmu Pariwisata. Bandung: Angkasa. 
 

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. 1985. The Behavioral 

Consequences of Service Quality. Journal of Marketing. vol. 60, no. 2, 

1996. 
 

Zeithaml, V.A., 2000. Service Quality, Profitability, and the Economic Worth of 

Customers: What We Know and What We Need to Learn. Journal of the 

Academy of Marketing Science. vol. 28, no. 1, 2000. (diakses dari  

 https://doi.org/10.1177%2F0092070300281007) 

  


