Enhancing Strength of a Relationship between Customers and their Service Provider in
B;]usmess-To-Consumer Hotel Industry: An Explanatory Study on Indonesian Customers of Hotels
that are

Established in Indonesia o o

UNIVERSITAS  GERRY STEVANUS, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.

GADJAH MADA Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

REFERENCES

Abramson, N. R., & Ai, J. X. (1998). Practising Relationship Marketing in Southeast Asia: Reducing
Uncertainty and Improving Performance. Management International Review, 113-
143.

Anderson, E. W., & Sullivan, M. W. (1993). The Antecedents and Consequences of Customer
Satisfaction for Firms. Marketing Science, 125-143.

Anderson, E., & Weitz, B. (1989). Determinants of Continuity in Conventional Industrial Channel
Dyads. Marketing Science, 310-323.

Anderson, J. C., & Narus, J. A. (1990). A Model of Distributor Firm and Manufacturer Firm
Working Partnerships. Journal of Marketing, 42-58.

Barnes, J. G. (1997). Closeness, Strength, and Satisfaction: Examining the Nature of Relationships
between Providers of Financial Services and Their Retail Customers. Psychology
and Marketing, 765-790.

Barnes, J. G. (1997). Exploring the importance of closeness in customer relationships. American
Marketing Association, 227-240.

Barnes, J. G., & Howlett, D. M. (1998). Predictors of Equity in Relationships between Financial
Service Providers and Retail Customers. International Journal of Bank Marketing,
15-23.

Berry, L. L. (1983). Relationship Marketing. Chicago: American Marketing Association.
Berry, L. L., & Parasuraman, A. (1991). Marketing Services. New York: Free Press.

Bolton, R. N., Lemon, K. N., & Verhoef, P. C. (2004). The Theoretical Underpinnings of Customer
Asset Management: A Framework and Propositions for Future Research. Journal of
the Academy of Marketing Science, 271-292.

Bose, R. (2002). Customer Relationship Management: key components for IT success. Industrial
Management and Data Systems, 89-97.

Boulding, W., Staelin, R., Ehret, M., & Johnston, W. T. (2005). A Customer Relationship
Management Roadmap: What is Known, Potential Pitfalls, and Where to Go.
Journal of Marketing, 155-166.

71



Enhancing Strength of a Relationship between Customers and their Service Provider in
B;]usmess-To-Consumer Hotel Industry: An Explanatory Study on Indonesian Customers of Hotels
that are

Established in Indonesia o o

UNIVERSITAS  GERRY STEVANUS, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.

GADJAH MADA Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

Bove, L. L., & Johnson, L. W. (2000). A Customer-Service Worker Relationship Maodel.
International Journal of Service Industries Management, 491-511.

Brown, T. J., Barry, T. E., Dacin, P. A., & Gunst, R. F. (2005). Spreading the Word: Investigating
Antedecents of Consumers' Positive Word-of-Mouth Intentions and Behaviors in a
Retailing Context. Journal of the Academy of Marketing Science, 123-138.

Central Intelligence Agency. (2011). CIA Factbook. Retrieved May Friday, 2015, from Central
Intelligence Agency: https://www.cia.gov/library/publications/the-world-
factbook/fields/print_2012.html

Cooil, B., Keiningham, T. L., Aksoy, L., & Hsu, M. (2007). A Longitudinal Analysis of Customer
Satisfaction and Share of Wallet: Investigating the Moderating Effect of Customer
Characteristics. Journal of Marketing, 67-83.

Croshy, L. A., Evans, K. R., & Cowles, D. (1990). Relationship quality in services selling: an
interpersonal influence approach. Journal of Marketing, 68-81.

Dagger, T. S., Danaher, P. J., & Gibbs, B. J. (2009). The Interplay of Contact Frequency and
Relationship Duration in Customer-Reported Service Relationship Strength. Journal
of Service Research, 371-388.

Doney, P. M., & Cannon, J. M. (1997). An Examination of the Nature of Trust in Buyer-Seller
Relationships. Journal of Marketing, 35-51.

Fournier, S. (1998). Consumers and their brands: Developing relationship theory in consumer
research. Journal of Consumer Research, 343-373.

Ganesh, J., Arnold, M. J., & Reynolds, K. E. (2000). Understanding the customer base of service
providers: an examination of the differences between switchers and stayers. Journal
of Marketing, 65-87.

Garbarino, E., & Johnson, M. S. (1999). The Different Roles of Satisfaction, Trust, and Commitment
in Customer Relationships. Journal of Marketing, 70-87.

Gill, M. J., Swann, W. B., & Silvera, D. H. (1998). On the Genesis of Confidence. Journal of
Personality and Social Psychology, 1101-1114.

Gronroos, C. (1990). Relationship approach to marketing in service contexts: the marketing and
organisational behaviour interface. Journal of Business Research, 3-11.

Gronroos, C., & Ravald, A. (1996). The Value Concept and Relationship Marketing. European
Journal of Marketing, 19-30.

Guijarati, D. (2004). Basic Econometrics. New York: McGraw Hill.

72



Enhancing Strength of a Relationship between Customers and their Service Provider in
B;]usmess-To-Consumer Hotel Industry: An Explanatory Study on Indonesian Customers of Hotels
that are

Established in Indonesia o o

UNIVERSITAS  GERRY STEVANUS, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.

GADJAH MADA Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

Gwinner, K., Gremler, D., & Bitner, M. J. (1998). Relational benefits in service industries: the
customer's perspective. Journal of the Academy of Marketing Science, 101-114.

Hair, J. F., Celsi, M. W., Oritinau, D. J., & Bush, R. P. (2013). Essentials of Marketing Research.
New York: McGraw-Hill Irwin.

Hair, J., Black, W., Babin, B., Anderson, R., & Tatham, R. (2006). Multivariate data analysis.
Uppersaddle River: Pearson Prentice Hall.

Hausman, A. (2001). Variations in Relationship Strength and Its Impact on Performance and
Satisfaction in Business Relationships. Journal of Business and Industrial
Marketing, 600-616.

Hennig-Thurau, T., Gwinner, K. P., & Gremler, D. D. (2002). Understanding Relationship Marketing
Outcomes: An Integration of Relationship Benefits and Relationship Quality.
Journal of Service Research, 230-247.

Hess, R. L., Ganesan, S., & Klein, N. M. (2003). Service Failure and Recovery: The Impact of
Relationship Factors on Customer Satisfaction. Journal of the Academy Marketing
Science, 127-145.

Homburg, C., & Stock, R. M. (2004). The Link Between Salespeople's Job Satisfaction and Customer
Satisfaction in Business-to-Business Context: A Dyadic Analysis. Journal of the
Academy of Marketing Science, 144-158.

Huber, F., Meyer, F., & Schmid, D. A. (2015). Brand Love in Progress - The Interdependence of
Brand Love Antecedents in Consideration of Relationship Duration. Journal of
Product and Brand Management, 567-579.

Hunt, S. D., Arnett, D. B., & Madhavaram, S. (2006). The Explanatory Foundations of Relationship
Marketing Theory. Journal of Business and Industrial Marketing, 72-87.

Hunt, S. M., & Bhopal, R. (2004). Self report in clinical and epidemiological studies with non-
English speakers: the Challenge of language and culture. Journal of Epidemiology
and Community Health, 618-622.

Jackson, B. B. (1985). Winning and Keeping Industrial Customers. Lexington: Lexington Books.

Kandampully, J., & Duddy, R. (1999). Relationship Marketing: A Concept Beyond the Primary
Relationship. Marketing Intelligence and Planning, 315-323.

Kandampully, J., & Suhartanto, D. (2000). Customer Loyalty in the Hotel Industry: The Role of
Customer Satisfaction and Image. International Journal of Contemporary
Hospitality Management, 346-351.

Kotler, P., & Keller, K. L. (2012). Marketing Management. London: Pearson Education Limited.

73



Enhancing Strength of a Relationship between Customers and their Service Provider in
B;]usmess-To-Consumer Hotel Industry: An Explanatory Study on Indonesian Customers of Hotels
that are

Established in Indonesia o o

UNIVERSITAS  GERRY STEVANUS, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.

GADJAH MADA Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

Kurtz, D. L., & Clow, K. E. (1998). Services Marketing. New York: John Wiley and Sons.

Leverin, A., & Liljander, V. (2006). Does Relationship Marketing Improve Customer Relationship
Satisfaction and Loyalty? International Journal of Bank Marketing, 232-251.

Lin, Y., & Su, H. (2003). Strategic analysis of Customer Relationship Management - a field study on
hotel enterprises. Total Quality Management.

Lovelock, C. (2001). Services Marketing: People, Technology, Strategy. Upper Saddle River:
Pearson Education.

Mittal, B., & Lassar, W. (1998). Why do customers switch? The Dynamicsof Satisfaction versus
Loyalty. Journal of Services Marketing, 177-194.

Mohammed, A. A., & Rashid, B. (2012). Customer Relationship Management (CRM) in Hotel
Industry: A framework Proposal on the Relationship among CRM Dimensions,
Marketing Capabilities and Hotel Performance. International Review of Management
and Marketing, 220-230.

Moore, M. L., Ratneshwar, S., & Moore, R. S. (2012). Understanding Loyalty Bonds and their
impact on relationship strength: A Service Firm Perspective. Journal of Services
Marketing, 253-264.

Morgan, R. M., & Hunt, S. D. (1994). The Commitment-trust Theory of Relationship Marketing.
Journal of Marketing, 20-38.

Ndubisi, N. (2007). Relationship Marketing and Customer Loyalty. Marketing Intelligence and
Planning, 98-106.

Nielsen. (2014). Winning Strategies to Help You Navigate the Complexities of ASEAN 2015. New
York: Nielsen.

Nordman, C. (2004). Understanding Customer Loyalty and Disloyalty - The Effect of Loyalty
Supporting and Repressing Factors. Journal of Services Marketing, 119-1309.

Oliver, R. L. (1997). Satisfaction: A Behavioral Perspective on the Consumer. New York: McGraw-
Hill.

Palmatier, R. W. (2008). Relationship Marketing. Cambridge: Marketing Science Institute.

Palmatier, R. W., Dant, R. P., Grewal, D., & Evans, K. R. (2006). Factors Influencing the
Effectiveness of Relationship Marketing: A Meta-Analysis. Journal of Marketing,
136-153.

Payne, A., & Frown, P. (2005). A Strategic Framework for Customer Relationship Management.
Journal of Marketing, 167-176.

74



Enhancing Strength of a Relationship between Customers and their Service Provider in
B;]usmess-To-Consumer Hotel Industry: An Explanatory Study on Indonesian Customers of Hotels
that are

Established in Indonesia o o

UNIVERSITAS  GERRY STEVANUS, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.

GADJAH MADA Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

Rao, R. M. (2007). Services Marketing. New Delhi: Pearson Education India.

Rauyreun, P., & Miller, K. (2007). Relationship Quality as a Predictor of B2B Customer Loyalty.
Journal of Business Research, 21-31.

Roscoe, J. T. (1975). Fundamental Research Statistics for the Behavioural Sciences. New York: Holt
Rinehart & Winston.

Scheer, L. K., & Stern, L. W. (1992). The Effect of Influence Type and Performance Outcomes on
Attitude towards the Influencer. Journal of Marketing Research, 128-142.

Schiffman, L. G., Kanuk, L. L., & Wisenblit, J. (2010). Consumer Behavior. Upper Saddle River:
Pearson Education Inc.

Schneider, B. (1980). The Service Organisation: Climate is Crucial. Organisational Dynamics, 52-
65.

Sekaran, U., & Bougie, R. (2010). Research Methods for Business. Chichester: John Wiley & Sons
Ltd.

Shemwell, D. J., & Cronin, J. J. (1995). Trust and Commitment in Customer/Service-Provider
Relationships: Analysis of Differences across Service Types and between Sexes.
Journal of Customer Service in Marketing and Management, 5-75.

Sigala, M. (2005). Integrating customer relationship management in hotel operations: Managerial and
operational implications. International Journal of Hospitality Management.

Thompson, A. G. (1996). Compliance with Agreements in Cross-Cultural Transactions: Some
Analytical Issues. Journal of International Business Studies, 375-390.

Verhoef, P. (2003). Understanding the effect of customer relationship management efforts on
customer retention and customer share development. Journal of Marketing, 30-45.

Verhoef, P. C., Franses, P. H., & Hoekstra, J. C. (2002). The Effect of Relational Constructs on
Customer Referrals and Number of Services Purchased from a Multiservice
Provider: Does Age of Relationship Matter? Journal of the Academy of Marketing
Science, 202-216.

Ward, T., & Dagger, T. S. (2007). The complexity of relationship marketing for service customers.
Journal of Services Marketing, 281-290.

Ward, T., Frew, E., & Caldow, D. (1997). An extended list of the dimensions of ‘relationship’ in
consumer service product marketing: a pilot study. American Marketing Association,
531-544.

75



Enhancing Strength of a Relationship between Customers and their Service Provider in

B;]usmess-To-Consumer Hotel Industry: An Explanatory Study on Indonesian Customers of Hotels
that are

Established in Indonesia
UNIVERSITAS  GERRY STEVANUS, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.

GADJAH MADA Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

Wong, A., & Sohal, A. (2002). An Examination of the Relationship between Trust, Commitment, and
Relationship Quality. International Journal of Retail and Distribution Management,
34-50.

Wong, A., & Sohal, A. (2003). Service Quality and customer loyalty perspectives on two levels of
retail relationships. Journal of Service Marketing, 495-513.

Wong, A., & Sohal, A. (2006). Understanding the quality of relationships in consumer services: A
study in a retail environment. International Journal of Quality & Reliability
Management, 244 - 264.

Woodward, R. (2009). The Leaky Bucket. Luton: Experian Integrated Marketing.

World DataBank. (2015). Economic Policy and Debt: National Accounts: Shares of GDP and other.
Retrieved May Thursday, 2015, from World DataBank:
http://databank.worldbank.org/data/views/reports/tableview.aspx

Xiong, L., King, C., & Hu, C. (2014). Where is the Love? Investigating Multiple Membership and
Hotel Customer Loyalty. International Journal of Contemporary Hospitality
Management, 572-592.

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2009). Services Marketing: Integrating Customer
Focus Across The Firm. New York: McGraw-Hill Education.

76



