
Daftar Pustaka 
 
Allen, M. (2017). The sage encyclopedia of communication research methods. California: 

SAGE Publication Inc. 
Atkinson, E. (2000). Pengantar Psikologi Jilid I. Edisi Kesebelas. Jakarta: Interaksara. 
Astuti, H. J. (2007). ANALISIS KEPUASAN KONSUMEN (SERVQUAL Model dan 

Important Performance Analysis Model) . Journal Article Media Ekonomi. 
Azwar, S. (1998). Metode Penelitian. Yogyakarta: Pustaka Pelajar. 
Badan Pusat Statistik. (2020, March 31). Badan Pusat Statistik Laporan Perekonomian 

Indonesia. Retrieved from BPS-Statistics Indonesia: 
https://www.bps.go.id/publication/2019/09/16/7cc68afc43aa0d8b9e8eaf47/laporan-
perekonomian-indonesia-2019.html 

Balabanis, G., & Diamantopoulos, A. (2005). Domestic country bias, country-of-origin effects, 
and consumer ethnocentrism: a multidimensional unfolding approach. J Acad Mark Sci, 
80-95. 

Banahene, S., Ahudey, E., & Asamoah, A. (2017). Analysis of SERVQUAL Application to 
Service Quality Measurement and Its Impact on Loyalty in Ghanaian Private 
Universities. Journal of Management and Strategy, 18-33. 

Cabarante, K. M., Ardoin, R., Scaglia, G., Malekian, F., Khachaturyan, M., Janes, M. E., & 
Prinyawiwatkul, W. (2018). Consumer Acceptance, Emotional Response, and Purchase 
Intent of Rib-Eye Steaks from Grass-Fed Steers, and Effects if Health Benefit 
Information on Consumer Perception. Journal of Food Science, 2560-2571. 

Chang, Y. H., & Cheng, H. C. (2011). Exploring the effects of consumer ethnocentrism on 
preference of chosing foreign airlines: A perspective of Chinese tourists. African 
Journal of Business Management , 12966-12971. 

Chiu, Y. B., & Tang, L. L. (2005). Gender differs: Assessing a model of online purchase 
intentions on e-tail service. International Journal of Service Industry Management, 
416-435. 

Cronin, J. J., Brady, M. K., & Hult, G. T. (2000). Assessingg the Effects of Quality, Value, and 
Customer Satisfaction on Consumer Behavioral Intentions in Service Environments. 
Journal of Retailing, 193-218. 

Cunha, S. M., & Carvalho, J. C. (2006). The Influence of Sales Promotion on Consumers' 
Choice. 5th International Congress Marketing Trends, 1-22. 

Dedayev, T. (2017). Bahasa Suroboyooan dalam Analisis Sosiolinguistik. Karakteristik 
Bahasa dalam Perspektif Sosiolinguistik, 1-13. 

Djekic, I. (2016). Cross-Cultural Consumer Perceptions of Service Quality in Restaurants. 
Nutrition & Food Science, 827-843. 

Fornell, C., Johnson, M. D., Anderson, E. W., Cha, J., & Bryant, B. E. (1996). The American 
Customer Satisfaction Index: Nature, Purpose, and Findings. Journal of Marketing, 7-
16. 

Gantasala, V. P., Naik, C. K., & Gantasala, S. B. (2010). Service Quality (Servqual) and its 
Effect on Customer Satisfaction in Retailing Introductiion - Measures of Service 
Quality. European Journal of Social Sciences , 239-251. 

Gelman, A. (2005). Analysis of Variance - Why it is more important than ever. The Analysis 
of Statistics, 1-53. 

Hamer, L. O. (2014). A confirmation perspective on perceived service quality. Journal of 
Service Marketing, 219-232. 

Bias Etnosentrisme dalam Persepsi Konsumen terhadap Kualitas Pelayanan dan Intensi Membeli:
Studi
Eksperimen dengan Partisipan Konsumen Sunda dan Surabaya
FERNANDA PUTRI G, Rahmat Hidayat, S.Psi., M.Sc., Ph.D.
Universitas Gadjah Mada, 2020 | Diunduh dari http://etd.repository.ugm.ac.id/



Hamin, H., & Elliot, G. (2006). A less-developed country perspective of consumer 
ethnocentrism and country of origin effects: Indonesian Evidence. Asia Pasific Journal 
of Maketing and Logistics, 79-92. 

Hardiansyah. (2011). Kualitas Pelayanan Publik . Yogyakarta: Gava Media. 
Hartanty, S. (2015). Pengaruh Kualitas Layanan terhadap Kepuasan Pelanggan di CV TAN's. 

Jurnal Manajemen, 1-12. 
Harsojo. (1983). Kebudayaan Sunda, Manusia, dan Kebudayaan di Indonesia. Jakarta: 

Penerbit Djambatan. 
Hawkins, P. (2012). Creating a Coaching Culture. New York: Bell and Bain Ltd. 
Hofstede, G., & Bond, M. H. (1984). Hofstede's Culture Dimensions: An Independent 

Validation using Rokeach's Value Survey. Journal of Cross, 417-433. 
Hofstede, G. (2010). Culture and Organizations: Software of the Mind, International 

Cooperation and its Importance for Survival. New York: McGraw-Hill. 
Holtz, B. C. (2015). From first impression to fairness perception: Investigating the impact of 

initial trustworthiness beliefs. Personnel Psychology, 499-546. 
Hoyer, W. D., & Maclnnis, D. J. (2010). Consumer Behavior. Boston: Cengage Learning. 
Ismail, A., Ali, M. H., Ridzuan, A. A., & Rosnan, H. (2016). Service Quality and Customer 

Loyalty in Peacekeeping Missions. Jurnal Manajemen dan Kewirausahaan, 71-82. 
Ismail, A., Rose, I. R., Tudin, R., & Dawi, N. M. (2017). Relationship between Service Quality 

and Behavioral Intentions: The Mediating Effect of Customer Satisfaction. Etikonomi, 
125-144. 

Ismail, A., & Yunan, Y. S. (2016). Service Quality as a Predictor of Customer Satisfaction and 
Customer Loyalty. Scientific Journal of Logistics, 269-283. 

J. Joseph Cronin, J., Brady, M. K., & Hult, G. T. (2000). Assessing the Effects of Quality, 
Value, and Customer Satisfaction on Consumer Behavioral Intentions in Service 
Environments. Journal of Retailing, 193-218. 

Juhl, H. J., Kristensen, K., & Ostergaard, P. (2002). Customer satisfaction in European food 
retailing. Journal of Retailing and Consumer Services, 327-334. 

Julie, A., & Tsoni, C. (2013). Front-line Employee versus Customer Perceptions of Quality 
Attributes. Quality Management Journal, 48-59. 

Karatepe, O. M. (2011). Service Quality, Customer Satisfaction, and Loyalty: The Moderating 
Role of Gender. Journal of Bussiness Economics and Management, 278-300. 

Kotler, P. (2000). Marketing Management. Jakarta: Prenhallindo. 
Kotler, P. (2003). Marketing Management. 11th edition. New Jersey: Pretince Hall. 
Kotler, P. (2008). Manajemen Pemasaran. Jakarta: Indeks. 
Kwok, S. Y., Jusoh, A., & Khalifah, Z. (2016). The influence of Service Quality on 

Satisfaction: Does gender really matter? Intangible Capital, 444-461. 
Laksana, F. (2008). Manajemen Pemasaran. Yogyakarta: Graha Ilmu. 
Lawshe, C. H. (1975). A Quantitative Approach to Content Validity. Personnel Psychology, 

563-575. 
Ma, J., Wang, S., & Hao, W. (2012). Does cultural similarity matter? Extending the animosity 

model from a new perspective. Journal of Consumer Marketing, 0736-3761. 
Mai, R., & Hoffmann, S. (2011). Four Positive Effects of a Salesperson's Regional Dialect in 

Services Selling. Journal of Service Research, 460-474. 
Mai, R., & Hoffmann, S. (2014). Accents in Business Communication: An integrative model 

and propositions for future research. Journal of Consumer Psychology, 137-158. 
Matsumoto, D. (2004). Psychology from a Cultural Perspective. Illnois: Waveland Press, Inc. 
Melalatoa, M. J. (1995). Enskiklopedi Suku Bangsa di Indonesia . Jakarta: CV. Eka Putra. 

Bias Etnosentrisme dalam Persepsi Konsumen terhadap Kualitas Pelayanan dan Intensi Membeli:
Studi
Eksperimen dengan Partisipan Konsumen Sunda dan Surabaya
FERNANDA PUTRI G, Rahmat Hidayat, S.Psi., M.Sc., Ph.D.
Universitas Gadjah Mada, 2020 | Diunduh dari http://etd.repository.ugm.ac.id/



Moufakkir, O., & Alnajem, M. N. (2017). Hostel front desk employees’ perception of 
customers: a comparative analysis based on cultural background. International Journal 
of Culture Tourism and Hospitality Research, 355-371. 

Naik, C. K., Gantasala, S. B., & Prabhakar, G. B. (2010). Service Quality (Servqual) and its 
Effect on Customer Satisfaction in Retailing. European Journal of Social Sciences. 

Natsir, M. J., Lisnawati, L., Yusriana, Fatiha, N., & Nurfadliah, Z. S. (2019). Komunikasi 
Antar Budaya. Jurnal Komunikasi, 1-10. 

Nguyen, M., Anh, P. C., Ha, N. T., & Matsui, Y. (2015). Service Quality and Customer 
Satisfaction: A Case Study of Hotel Industry in Vietnam. Asian Social Science, 73-85. 

Nugraha, M. E. (2006). Kinerja Pemerintah Daerah Jawa Barat dan Kalangan Akademik dalam 
Menjaga Konsistensi Bahasa, Sastra, dan Budaya Sunda. Jurnal Bahasa dan Sastra 
Daerah. 

Olorunniwo, F. O., Hsu, M. K., & Udo, G. (2006). Service Quality, Customer Satisfaction, and 
Behavioral Intentions in the Service Factory. Journal of Services Marketing, 59-72. 

Schiffman, L. G., & Wisenbilt, J. (2015). Consumer Behavior. London: Pearson Education. 
Parasuraman, A., Berry, L., & Zeithaml, V. (1988). SERVQUAL: A Multiple-item scale for 

measuring customer perceptions of service quality. Journal of Retailing, 26-43. 
Parasuraman, A. P., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple - Item 

Scale for measuring consumer perceptions of service quality . Journal of Retailing , 12-
40. 

Pitta, D. A., Fung, H.-G., & Isberg, S. (1999). Ethical issues across cultures: managing the 
differing perspectives of China and the USA. Journal of Consumer Marketing, 240-
256. 

Pratminingsih, S. A., & Astuty, E. (2017). The Influence of Consumer Ethnocentrism and 
Perceived Value on Purchase Decision of Local Shoe in Student Environment. Journal 
of Applied Management, 301-309. 

Purnamawati, E. (2008). Analisis Kualitas Layanan dengan Metode Servqual dan AHP di 
Dinas Kependudukan dan Pencatatan Sipil di Surabaya. Journal of Industrial 
Engineering and Management,, 45-56. Panjaitan, J. E., & Yuliati, A. L. (2016). 
Pengaruh Kualitas Pelayanan terhadap Kepuasan Pelanggan pada JNE Cabang 
Bandung. Development Research of Management, 265-289. 

Ramdhani, W. K., & Yuliati, A. L. (2016). Effect on the Quality of Internet Service Users 
Customer Satisfaction Nethost Dayeuh Kolot Bandung. e-Proceeding of Management, 
700-708. 

Rana, S. S., Osman, A., & Othman, Y. H. (2015). Factors Affecting Puschase Intention to 
Customers to Shop at Hypermarkets. Mediterranena Journal of Social Sciences, 429-
434. 

Reni, D., & Asmawati, S. (2016). Kualitas Pelayanan Frontliner dan Kepuasan Nasabah. 
Islaminomics. 

Ruswanti, E. (2012). Pengaruh Service Quality dan Customer Satisfaction terhadap Customer 
Loyalty. Jurnal Ekonomi, 49-54. 

Sambodo, A. T., & Dirgantara, H. B. (2014). Analisis Kepuasan Konsumen dengan 
SERVQUAL Studi Kasus: Media Sosial Bhinneka.com. Seminar Nasional Sistem 
Informasi Indonesia, 37-42. 

Schiffman, L. G., & Kanuk, L. L. (2008). Consumer Behavior. New Jersey : Pretince Hall 
International Inc. 

Schiffman, L. G., & Wisenblit, J. (2015). Consumer Behavior. Harlow: Pearson Education 
Limited. 

Bias Etnosentrisme dalam Persepsi Konsumen terhadap Kualitas Pelayanan dan Intensi Membeli:
Studi
Eksperimen dengan Partisipan Konsumen Sunda dan Surabaya
FERNANDA PUTRI G, Rahmat Hidayat, S.Psi., M.Sc., Ph.D.
Universitas Gadjah Mada, 2020 | Diunduh dari http://etd.repository.ugm.ac.id/



Shadish, W. R., Cook, T. D., & & Campbell, D. T. (2002). Experimental and quasi-
experimental designs for generalized causal inference. Houghton: Mifflin and 
Company. 

Shimp, A. T., & Sharma, S. (1987). Consumer Ethnocentrism: Construction and Validation of 
the CETSCALE. Journal of Marketing Research, 280-289. 

Shiraev, E. B., & Levy, D. A. (2016). Cross-Cultural Psychology. New York: Routledge. 
Speece, M., & Pinkaeo, K. (2002). Service Expectations and Consumer Ethnocentrism. 

Australasian Marketing Journal, 59-75. 
Sriyanto, S., & Fauzie, A. (2017). Penggunaan Kata "Jancuk" sebagai Ekspresi Budaya dalam 

Perilaku Komunikasi Arek di Kampung Kota Surabaya. Jurnal Psikologi Teori dan 
Terapan, 88-102. 

Stamule, S. (2017). Millennials between consumer ethnocentrism and attitudes towards local 
campaigns. De Gruyter, 720-729. 

Sugiyono. (2016). Metode Penelitian Kuantitatif, Kualitatif, R&D. Bandung: Alfabeta. 
Susanto, A., & Kotler, P. (2003). Manajemen Pemasaran di Indonesia. Jakarta: Salemba 

Empat. 
Tjiptono, F., & Chandra, G. (2016). Sevice, Quality, Satisfaction. Yogyakarta: Andi. 
Torri, L., Jeon, S. Y., Piochi, M., Morini, G., & Kim, K. (2017). Consumer perception of 

balsamic vinegar: A cross cultural study between Korea and Italy. Food Research 
International, 148-160. 

Vebrynda, R. (2016). Persepsi Antarbudaya sebagai inti Komunikasi Lintas Budaya (Studi 
Kasus mengenai Mahasiswa Indonesia di India). Jurnal Komunikator, 1-16. 

Wei, Y. (2008). does Consumer ethnocentrism affect Purchase intentions of Chinese 
Consumers? mediating effect of Brand Sensitivity and moderating effect of Product 
Cues. Journal of Asia Business Studies, 54-66. 

Wibowo, S. E., Ruswanti, E., & Januarko, U. (2013). Pengaruh Persepsi Kualitas Pelayanan 
terhadap Niat Pembelian pada Toko Buku Gramedia. Jurnal Ekonomi, 56-64. 

Wijaya, T. (2005). Pengaruh Service Quality Perception dan Satisfaction terhadap Purchase 
Intention. Jurnal Ekonomi dan Bisnis, 39-52. 

Wilson, M. J. (2011). Cultural Understanding of Risk and Tyranny of the Experts. Oregon Law 
Review, 115-152. 

Yurita, A., Makmur, & Afrizal, A. (2016). Analisis Pengaruh Persepsi Konsumen terhadap 
Keputusan Pembelian Sepeda Motor Honda Matic di Dealer Prima Motor Pasir 
Pengairan. Jurnal Manajemen, 1-10. 

 
 
 
 

Bias Etnosentrisme dalam Persepsi Konsumen terhadap Kualitas Pelayanan dan Intensi Membeli:
Studi
Eksperimen dengan Partisipan Konsumen Sunda dan Surabaya
FERNANDA PUTRI G, Rahmat Hidayat, S.Psi., M.Sc., Ph.D.
Universitas Gadjah Mada, 2020 | Diunduh dari http://etd.repository.ugm.ac.id/


