T]tle Effects of Specific and Unconditional Guarantees on Perceived Risk and Customer Satisfaction
0]
Indonesian and Dutch Customers
FARIZAL MULYADI, Dr. J.P. Thomassen
UNIVERSITAS

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

References
Anderson, C., Fedenia, M., Hirschey, M., & Skiba, H. 2011. Cultural influences on home bias

and international diversification by institutional investors. Journal of Banking and Finance,
35: 916-934.

Andreu, L., Aldés, J., Bigné, J. E., & Mattila, A. S. 2010. An analysis of e-business adoption
and its impact on reational quality in travel agency—supplier relationships. Tourism
Management, 31 (6): 777-787.

Bateson, JE.G. & Hui, M. 1992. The ecological validity of photographic slides and

videotapes in simulating the service setting. Journal of Consumer Research, 19 (2): 271-81.

Beugelsdijk, S., & Frijns, B. 2010. A cultural explanation of the foreign bias in international
asset allocation. Journal of Banking and Finance, 34: 2121-2131.

Bjorlin L. S, & Edvardsson, B. 2003. Customer expectations on service

guarantees. Managing Service Quality: An International Journal, 13 (5): 338-348.

Boshoff, C. 2002. Service Advertising: An Exploratory Study of Risk Perceptions. Journal
of Service Research, 4 (4): 290-298.

Brown, J. R. 2017. What drives successful customer satisfaction. Media release, February
22. Accessed online https:.//www.business.com/articles/what-drives-successful -customer-
satisfaction/. Viewed January 2, 2019.

Churchill, G.A. Jr. 1995. Marketing Research: Methodological Foundations, 6th ed.,
Dryden Press, Fort Worth, TX.

Cook, T.C. & Campbell, D.T. 1979. Quasi-Experimentation: Design and Analysis | ssues
for Field Settings, Rand McNally, Chicago, IL.

Dunn, G., Murphy P. E., & Skelly G. U. 1986. The Influence of Perceived Risk on Brand
Preference for Supermarket Products. Journal of Retailing, 62 (2): 204-216.

Garland, R. 1991. The mid-point in rating scale: is it desirable?. Marketing Bulletin, 2
(May): 66-70.

Hart, C. W. L. 1988. The Power of Unconditional Service Guarantees. Harvard Business
Review, 66 (4): 54-62.

23



T]tle Effects of Specific and Unconditional Guarantees on Perceived Risk and Customer Satisfaction
0]
Indonesian and Dutch Customers
FARIZAL MULYADI, Dr. J.P. Thomassen
UNIVERSITAS

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/
ADJAH NIA
2k (a2

, Schlesinger, L. A., Maher, D., Hunter, R. E., & Raffio, T. 1992. Guarantees

come to professional service firms. Sloan Management Review, 33 (3): 19-30.

Hart, CW.L., Heskett, JL. & Sasser, W.E. 1990. The profitable art of service recovery,
Harvard Business Review, July-August: 148-56.

Havlena, W.J. & Holbrook, M.B. 1986. The varieties of consumption experience: comparing
two typologies of emotion in consumer behaviour. Journal of Consumer Research, 13
(December): 174-84.

Helm, S., Eggert, A. & Garnefeld, 1. 2010. Modeling the impact of corporate reputation on
customer satisfaction and loyalty using partial least squares. Handbook of partial Least
Squares, Springer Berlin Heidelberg : 515-534.

Hocutt, M. A., & Bowers, M. R. 2005. The Impact of Service Guarantees on Consumer
Responses in the Hotel Industry. Journal of Hospitality & Leisure Marketing, 13 (1): 5-23.

Hoffman, K. D., & Bateson J. E. G. 1997. Essentials of Services Marketing. London:
Dryden.

Hofstede, G. 1980. Culture's Consequences. International Differences in Work-Related
Values. Beverly Hills, CA: Sage.

Hofstede, G. 1983. The cultural relativity of organizational practices and theories. Journal of
I nternational Business Studies, 14 (2): 75-89.

Hofstede, G. 2001. Culture's Consequences. Comparing Values, Behaviors, Institutions

and Organizations across Nations. Thousand Oaks, CA: Sage

Hogreve, J, & Gremler, D. D. 2009. Twenty years of service guarantee research: A
synthesis. Journal of service research, 11 (4): 322-343.

House, R. J., Hanges, P., Javidan, M., Dorfman, P. W., & Gupta, V. 2004. Culture,
leadership, and organizations. The GLOBE study of 62 societies. Thousand Oaks, CA

Kashyap, R. 2001. The effects of service guarantees on externa and internal
markets. Academy of Marketing Science Review, 10 (1): 1-19.

Kassim, N., & Abdullah, N. A. 2010. The effect of perceived service quality dimensions on
customer satisfaction, trust, and loyalty in e- commerce settings: A cross cultura analysis.
Asia Pacific Journal of Marketing and Logistics, 22 (3): 351-371.

24



T]tle Effects of Specific and Unconditional Guarantees on Perceived Risk and Customer Satisfaction
0]

Indonesian and Dutch Customers

FARIZAL MULYADI, Dr. J.P. Thomassen

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

?(‘\/%Q,M@’,\ & Tadesse, S. 2006. National culture and financial systems. Journal of

international Business Studies, 37: 227-247.

Marvin, B. (1992). Exemplary service guaranteed. Restaurants & Institutions, 102 (21): 108-
121.

McCollough, M. A., & Gremler, D. D. 2004. A conceptual model and empirical examination
of the effect of service guarantees on post-purchase consumption evaluations. Managing
Service Quality, 14 (1): 58-74.

McDougdll, G. H., Levesque, T., & VanderPlaat, P. 1998. Designing the service guarantee:
unconditional or specific?. Journal of Services Marketing, 12 (4): 278-293.

Money, J.,, & Ehrhardt, A. A. 1972. Man and woman, boy and girl: Differentiation and

dimorphism of gender identity from conception to maturity.

Parasuraman, Zeithaml, V. A., & Berry L. L. 1985. Problems and Strategies in Services
Marketing. Journal of Marketing, 49 (Spring), 33-46.

Paul, FW., Bendle, N. T., Pfeifer, P.E., & Relbstein, D. J. 2010. Marketing Metrics. The
Definitive Guide to Measuring Marketing Performance. Upper Saddle River, New Jersey:
Pearson Education, Inc.

Powedl, M. & Arsic, D. 1997. Gender differences in risk behaviour in financial decision

making: an experimental analysis. Journal of Economic Psychology, 18 (6): 605-629.

Raffio, T. 1992. Quality and delta dental plan of Massachusetts. Sloan Management Review,
34 (1): 101-110.

Reimann, M., Linemann, U. F., & Chase, R. B. 2008. Uncertainty avoidance as a moderator
of the relationship between perceived service quality and customer satisfaction. Journal of
Service Research, 11 (1): 63-73.

Schiffman, L.G. & Kanuk, L.L. 2004. Consumer Behavior. Pearson Prentice-Hall, Upper
Saddle River, NJ.

Shiffman, L. G., & Kanuk, L. L. 1997. Consumer Behavior, 6" ed. Englewood Cliffs, NJ
Prentice Hall.

Smither, J. W., & London, M. (Eds.). 2009. Performance management: putting research
into action. John Wiley & Sons.

25



T]tle Effects of Specific and Unconditional Guarantees on Perceived Risk and Customer Satisfaction
0]

Indonesian and Dutch Customers

FARIZAL MULYADI, Dr. J.P. Thomassen

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

%ﬁjé\ﬁ'wgr’?f) M. R. 1992. Consumer Behavior. London: Allyn & Bacon.

Tsaur, S. H., & Wang, C. H. 2009. Tip-collection strategies, service guarantees, and

consumer evaluations of group package tours. Tourism Management, 47 (4): 523-534.
Udry, J. R. 1994. The nature of gender. Demography, 31 (4): 561-573.

Wirtz, J. 1996. Development of a model on the impacts of service guarantees. 749-65.

Proceedings, 4th International Research Seminar in Service Management, IAE

Wirtz, J. 1998. Development of a Service Guarantee Model. Asia Pacific Journal of
Management, 15: 15-75.

Wirtz, J. & Bateson, JE.G. 1999. Consumer satisfaction with services. integrating the
environmental perspective in services marketing into the traditional disconfirmation
paradigm. Journal of Business Research, 44 (1): 55-66.

Wirtz, J. & Kum, D. 2001. Designing service guarantees — is full satisfaction the best you can
guarantee?. Journal of Services Marketing, 15 (4): 282-299,

Xu, Y. & Goedegebuure, R. 2005. Employee satisfaction and customer satisfaction: testing
the service-profit chain in a Chinese securities firm. Innovative Marketing, 1 (2): 49-59.

Yap, K. B., & Sweeney, J. C. 2007. Zone-of-Tolerance Moderates the Service Quality—
Outcome Relationship. Journal of Services Marketing, 21 (2): 137-148.

Yi, Y., & Nataragan, R. 2018. Customer satisfaction in asia. Psychology & Marketing, 35
(6): 387-398.

26



