UNIVERSITAS
GADJAH MADA

Fitness and

Aerobic

ANDRI YULIYANTI, Basu Swastha Dharmmesta, Prof. Dr., M.B.A.,
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

DAFTAR PUSTAKA

Avourdiadou, Sevastia and Nicholas D. Theodorakis. (2014). The development of
loyalty among novice and experienced customers of sport and fitness
centres. Sport Management Review, 17, 419-431.

Baron, Reuben M. And David A. Kenny. (1986). The Moderator-Mediator Variable
Distinction in Social Psychological Research: Conceptual, Strategic,
and Statistical Considerations. Journal of Personality and Social
Psychology, 51 (6), 1173-1182.

Blerkom, Malcolm L. Van. (2009). Measurement and Stratistics for Teachers,
Routledge, New York.

Cooper, Donald R. and Pamela S. Schindler. (2014). Business Research Methods, 12"
ed. McGraw Hill, New York.

Cravens, David W. and Nigel F. Piercy. (2013). Strategic Marketing, 10" ed.
McGraw-Hill, New York.

Delcourt, Cecile; Dwayne D. Gremler; Allard C.R. van Riel; and Marcel van
Birgelen. (2013). Effects of Perceived Employee Emotional
Competence on Customer Satisfaction and Loyalty: The Mediating
Role of Rapport. Journal of Service Management, 24 (1), 5-24.

Eid, Riyad and Hatem EI-Gohary. (2015). The Role of islamic religiousity on the
Relationship Between Perceived Value and Tourist Satisfaction.
Tourism Management, 46, 477-488.

El-Adly, Mohammed Ismail and Riyad Eid. (2016). An Empirical Study of The
Relationship Between Shopping Environment, Customer Perceived
Value, Satisfaction, and loyalty in the UAE Malls Context. Journal of

Retailing and Consumer Services, 31, 217-227.

Pengaruh Kualitas Pelayanan dan Nilai Emosional pada Kepuasan dan Loyalitas Konsumen DF



UNIVERSITAS

Pengaruh Kualitas Pelayanan dan Nilai Emosional pada Kepuasan dan Loyalitas Konsumen DF
Fitness and

Aerobic

ANDRI YULIYANTI, Basu Swastha Dharmmesta, Prof. Dr., M.B.A.,

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

CADAT M Aber, Marc and Bernd W. Wirtz, (2017). Rational and Emotional Factors of

Customer Satisfaction and Brand Loyalty in a Business to-Business
Setting. Journal of Business and Industrial Marketing, 32 (1), 138-152.

Famiyeh, Samuel; Amoako Kwarteng; and Disraeli Asante-Darko. (2018). Service
Quality, Customer Satisfaction and Loyalty in Automobile
Maintenance Services: Evidence from a Developing Country. Journal
of Quality in Maintenance Engineering, 24 (3), 262-279.

Fernandez, Jeronimo Garcia; Pablo Galvez-Ruiz; Jesus Fernandez-Gavira; Luisa
Vélez-Coldn; Brenda Pitts; and Ainara Bernal-Garcia. (2018). The
Effects of Service Convenience and Perceived Quality on Perceived
Value, Satisfaction and Loyalty in Low-Cost Fitness Centers. Sport
Management Review, 21, 250-262.

Giovanis, Apostoloos N.; Dimitris Zondiros; and Petros Tomaras. The Antecedents of
Customer Loyalty for Broadband Services: The Role of Service
Quality, Emotional Satisfaction and Corporate Image. (2014). Social
and Behavioral Sciences, 148, 236-244.

Hair, Joseph F.; Mary Wolfinbarger Celsi; David J. Oritinau; and Robert P. Bush.
(2013). Essential of Marketing Research, 3" ed. McGraw Hill, New
York.

Hair, Joseph F.; William C. Black; Barry J Babin; and Rolph E. Anderson. (2014).
Multivariate Data Analysis, 7t ed. Pearson Education Limited,
London.

Hawkins, Del I. and David L. Mothersbaugh. (2014). Consumer Behavior: Building

Marketing strategy, 12" ed. McGraw Hill, New York.



Pengaruh Kualitas Pelayanan dan Nilai Emosional pada Kepuasan dan Loyalitas Konsumen DF
Fitness and
Aerobic
ANDRI YULIYANTI, Basu Swastha Dharmmesta, Prof. Dr., M.B.A.,
UNIVERSITAS

GADJAH DA Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

lang, Hongwei and Yahua Zhang. (2016). An Investigation of Service Quality,

Customer Satisfaction and Loyalty in China's Airline Market. Journal
of Air Transport Management, 57, 80-88.

Junaidi, Shellyana dan Basu Swastha Dharmmesta. (2002). Pengaruh Ketidakpuasan
Konsumen, Karakteristik Kategori Produk, dan Kebutuhan Mencari
Variasi terhadap Keputusan Perpindahan Merek. Jurnal Ekonomi dan
Bisnis Indonesia, 17 (1) 91-104.

Kotler, Philip and Kevin Lane Keller. (2016). Marketing Management, 15" ed.
Pearson Educated Limited, London.

Lierop, Dea Van and Ahmed EI-Geneidy. (2016). Enjoying Loyalty: The Relationship
between Service Quality, Customer Satisfaction, and Behavioral
Intentions in Public Transit. Research in Transportation Economics,
99, 50-59.

Marketeers.com (2015). Industri Fitnes di Indonesia Masih Rendah di ASEAN.
Tersedia di http://marketeers.com/industri-fitness-di-indonesia-masih-
rendah-di-asean/, diakses 09 Juli 2018.

Meesala, Appalayya and Justin Paul. (2018). Service Quality, Consumer Satisfaction
and Loyalty in Hospitals: Thinking for The Future. Journal of
Retailing and Consumer Services, 40, 261-269.

Segoro, Waseso. (2013). The Influence of Perceived Service Quality, Mooring Factor,
and Relationship Quality on Customer Satisfaction and Loyalty. Social
and Behavioral Sciences, 81, 306-310.

Sekaran, Uma and Roger Bougie. (2016). Research Methods for Business, 7" ed. John

Wiley & Sons Ltd, United Kingdom.


http://marketeers.com/industri-fitness-di-indonesia-masih-rendah-di-asean/
http://marketeers.com/industri-fitness-di-indonesia-masih-rendah-di-asean/

Pengaruh Kualitas Pelayanan dan Nilai Emosional pada Kepuasan dan Loyalitas Konsumen DF
Fitness and
Aerobic
ANDRI YULIYANTI, Basu Swastha Dharmmesta, Prof. Dr., M.B.A.,
UNIVERSITAS

GADJAH Unlver5|tas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/
et Cantallops, Antoni; Jose Ramon-Cardona; and Fabiana Salvi. (2018). The

Impact of positive Emotional Experiences on eWOM Generation and
Loyalty. Spanish Journal of Marketing - ESIC, 22 (2), 142-162.

Shi, Yongdong; Catherine Prentice; and Wei He. (2014). Linking Service Quality,
Customer Satisfaction and Loyalty in Casinos, Does Membership
Matter? International Journal of Hospitality Management, 40, 81-91.

Wen, Biyan and Christina Geng-ging Chi. (2013). Examine the Cognitive and
Affective Antecedents to Service Recovery Satisfaction: A Field Study
of Delayed Airline Passengers. International Journal of Contemporary
Hospitality Management, 25 (3) 306-327.

Wirtz, Jochen and Christoper Lovelock. (2016). Services Marketing, 8th ed. World
Scientific Publising Co. Inc, United States of America.

Yu, Yi-Ting and Alison Dean. (2001). The Contribution of Emotional Satisfaction to
Consumer Loyalty. International Journal of Service Industry
Management, 12 (3), 234-250.

Zeithaml, Valerie A.; Mary Jo Bitner; and Dwayne D. Gremler. (2018). Services

Marketing, 7" ed. McGraw Hill, New York.



