
 

107 
 

DAFTAR PUSTAKA 

 

Abdolvand dan Norouzi (2012), The Effect of Customer Perceived Value on 

Word of Mouth, and Loyalty in B-2-B Marketing Journal of Applied 

Sciences, Enginering and Technology Vol 4 

 

Afridi. S.A, Maqsood, H, Waqar A (2018), Impact of service quality on word of 

mouth communication mediating role of customer satisfaction. Journal of 

managemen sciences volume XII No.01 

 

Agustin, Hernawati, S. dan Viphindrartin, S. (2018), Effect of service quality on 

word of mouth through satisfaction in outpatient at Sakinah Islamic 

Hospital in Mojokerto Regency” Health Nation Volume 2, No.3 March 

2018 

 

Amin dan Nasharuddin, (2013), Hospital service quality and its effects on patient 

satisfaction and behavioural intention. Clinical Governance An 

International Journal Vol 18 

 

Amjadi , Yektayar dan Pour  (2016), Effects Of Perceived Value And Its 

Dimensions On Word Of Mouth Advertising Among Customers Of Sports 

Clubs Of The City Of Sanandaj, Iran. European Journal of Physical 

Education and Sport Science 

 

Anwar S dan Gulzar A (2011), Impact Of Perceived Value On Word Of Mouth 

Endorsement And Customer Satisfaction: Mediating Role Of Repurchase 

Intentions. International Journal of Economics and Management Sciences 

Vol. 1, No. 5, 

 

Arikunto. (2006), Prosedur Penelitian Suatu Pendekatan Praktik. Jakarta : Rineka 

Sipta. 

 

Ary, Donald, Jacobs, L., C., Razavieh. (1985), Introduction To Research in 

Education. New York: Holt, Rinehart. 

 

Azman, I., Mohd Helmi, A., Nur Ilyani, RR,. Anis, AA,. Dan Herwina R. (2016), 

Exploring service quality impact on customer satisfaction in military 

medical centres : Moderating role of perceived value. Journal Dinamika 

Manajemen, 7(2), 153-171 

 

Babin B.J dan Lee (2005), Modeling consumer satisfaction and Word of Mouth 

Restauran Patronage in Korea. Journal of Service Marketing Vol 19 No 3 

Baggozi, R.P dan Y. Yi (1988), On the evaluation of structural equation models. 

Journal of the academy of marketing Science 16.74-94 

 

https://www.researchgate.net/journal/1477-7274_Clinical_Governance_An_International_Journal
https://www.researchgate.net/journal/1477-7274_Clinical_Governance_An_International_Journal


 

108 
 

Bangun, J. (2017), Pengaruh kualitas pelayanan kesehatan terhadap kepuasan 

serta implikasinya pada word of mouth. Jurnal Tesis Universitas Pasundan 

Bandung 

Bansal, H.S. and Voyer, P.A. (2000), Word of mouth processes within a services 

purchase decision context. Journal of Service Research, Vol. 3 No. 2, pp. 

166-77. 

 

Berry, L.L. and Parasuraman, A. (1991), Marketing Services: Competing through 

Quality, TheFree Press, New York, NY. 

 

Brown, Barry, Dacin and Gunst, (2005), Spreading The Word: Investigating 

Antecedents of Consumers Positive Word of Mouth Intentions and 

Behaviors in a retailing Context. Journal the Academy of Marketing 

Science; Vol. 33. No. 2. pg. 123-138 

 

Carpenter, J.M. and Fairhurst, A. (2005), Measuring service quality: a 

examination andextension. Journal of Marketing, Vol.9 No.3, pp. 256-69 

 

Chang, H (2011), “The Moderating Effect of Customer Perceived Value on Online 

Shopping Behaviour” Online Information Review, Vol. 35 Issue: 3, 

pp.333-359, 

 

Chaniotakis, I.E (2009), Service quality effect on satisfaction and word of mouth 

in the health care industry. Managing service quality Vol.19 No.2, 2009, 

Emerald insight 

 

Chin, W (1998), The PLS Approach for struktural Equation Modeling. Modern 

Methods for Bussines Reseach (pp. 295-236). London : Laurence Elbaum 

Associates 

 
Davidow, Moshe, (2003), Have You Heard The Word? The Effect of Word of Mouth 

On Perceived Justice, Satisfaction and Repurchase Intentions Following 

Complaint Handling. Journal of Consumer Satisfaction, Dissatisfaction and 

Complaing Behavior; 16; ABI/INFORM Global, p. 67 

 

Ennew, C.T., Banerjee, A.K. and Li, D. (2000), Managing word of mouth 

communication: empirical evidence from India. International Journal of 

Bank Marketing, Vol. 18 No. 2,pp. 75-83. 

 

File, K.M., Cermak, D.S.P. and Prince, R.A. (1994), Word-of-mouth effects in 

professionalservices buyer behavior. Service Industries Journal, Vol. 14, 

July, pp. 301-14. 

 

Fornel, C dan Larcker, D.F. (1981), Evaluating Struktural Equation Models with 

Unobserbable Varian and Measurement Error. Jurnal of Marketing 

Research, (18-1), pp39-50  

 



 

109 
 

Freddy Rangkuti. (2002), Measuring Customer Satisfaction. Jakarta: Gramedia 

Pustaka Utama 

 

Fuentes (1999), Measuring hospital service quality: a methodological study 

International Journal of Health care quality assurance Vol 9 

 

Gantara dkk (2013), Analisis pengaruh kualitas pelayanan dan Perceived value 

terhadap kepuasan pelanggan dan loyalitas pelanggan. Jurnal administrasi 

bisnis Vol 1 No.1 

 

Ghozali, Imam dan Hengky Latan. (2015), Partial Least Squaren Konsep Teknik 

dan aplikasi Smart PLS 2.0 M3. Semarang : Badan Penerbit Universitas 

Diponegoro 

 

Goetsch, David L., Stanley B. Davis, (2000), The Total Quality Approach to 

Quality Management, 3rd ed., New Jersey: Prentice Hall 

 

Gremler, D.D. and Brown, S.W. (1996), Service loyalty: its nature, importance, 

and implications. in Edvardsson, B., Brown, S.W. and Johnston, R. (Eds), 

Advancing Service Quality: AGlobal Perspective, International Service 

Quality Association, Jamaica, NY, pp. 171-80. 

 

Gwinner, Kevin P., Dwayne D Gremler and Marry Jo Bitner, (1998), Relational 

Benefits In Services Industries: The Customer’s Perspective, Journal of 

The Academy of Marketing Science, 26 (Spring), 101-14 

 

Hair, Joseph E, Jr et al. (2014), A primer on partial least squares structural 

equation modelling (PLS-SEM) SAGE Publication, Inc. California. USA 

 

Hair, J.J. Black, W, Babin, B. Anderson, R and Thatam, R (2006), Multivariate 

data analisis : A Global Perspective (7 ed) . Upper Sadle River, NJ 

Pearson Education 

 
Harrison, L. Jean Walker, (2001), The Measurement Of Word Of Mouth 

Communication And An Investigation Of Service Quality And Customer 

Commitment As Potential Antecedents. Journal of Service Research, Vol. 4, 

No. 1, p. 60-75 

 

Hasan, Ali (2010), Marketing dari mulut ke mulut (Word of Mouth). Yogyakarta : 

Medpres 

 

Helm, S. and Schlei, J. (1998), Referral potential – potential referrals. An 

investigation into customers’ communication in service markets, Track 1 – 

Market Relationships. Proceedings 27th EMAC Conference. Marketing 

Research and Practice, pp. 41-56 

 

Heskett, James. L., W. Earl Sasser, Jr., and Leonard A Schlesinger, (1997), The 

Service Profit Chain, New York: Free Press 



 

110 
 

Hughes, Mark. (2005), Buzzmarketing. Jakarta : PT Elex Media Komputindo 

 

Hulland, J. (1999), Use of partial Least Scuare (PLS) in strategic management 

research : A Review of four recent studies. Strategic Management Journal 

20 (2) : 195-204 

 

Kotler, Philip. (1997), Marketing Management Analysis, Planning, 

Implementation, and Control. International edition. Upper Sadle River. 

New Jersey: Prentice Hall Inc 

Kotler, Philip dan Kevin Lane Keller (2009), Manajemen Pemasaran Edisi 13 

Edisi Bahasa Indonesia,Jakarta : Erlangga 

 

Kotler, (2002), Manajemen Pemasaran. Edisi Milenium. Jakarta: PT. Prenhallindo 

 

Kotler, Philip,dan Keller,K.L.(2011), Manajeman pemasaran edisi 13 jilid 1 dan 

2, penerbiterlangga, Jakarta. 

 

Kotler, Philip and Kevin Lane Keller, (2012), Marketing Management, Edisi 14, 

New Jersey: Prentice-Hall Published. 

 

Laura N (2016), The effect of trust and service quality toward pation with 

customer value as intervening variable. Journal Binus Business Review, 

7(2), 157-162 

 

Lim dan Tang (2000), A study of patients’ expectations and satisfaction in 

Singapore hospitals. International Journal of Health care quality 

assurance Vol 13 

 

Londono dkk (2017), Service quality, perceived value, satisfaction and intention 

to pay the case of theatrical services. Academia Revista Latino americana 

de Administración, Vol. 30 Issue: 2, pp.269-286, 

 

Lovelock, C., Vandermerwe, S. and Lewis, B. (1996), Services Marketing: A 

European Perspective, Prentice-Hall, Englewood Cliffs, NJ. 

 

Lovelock, Cristopher H. dan Wright, Lauren K. (2005), ManajemenPemasaran 

Jasa”  PT. Indeks Kelompok Gramedia. Jakarta. 

 

Molinari, Lori K., Russell Abratt., dan Paul Dion. (2008), Satisfaction, Quality 

and Value and Effects on Repurchase and Positive Word of Mouth 

Behavioral Intention in a B2B Services Context. Journal of Service 

Marketing, 22(5):363 – 373. 

 
Mulyadi,( 2007), Efektivitas Word of Mouth, Marketing 03/VII/ Maret, 53-54 

 

Muninjaya, Gde AA, (2013), Manajemen Mutu Pelayanan Kesehatan, Jakarta, 

EGC. 
 



 

111 
 

Murray, K.B. (1991), A test of services marketing theory: consumer information 

acquisition activities, Journal of Marketing, Vol. 55, January, pp. 10-25 

 

Nelson, P. (1970), Information and consumer behaviour, Journal of Political 

Economy, Vol. 78No. 20, pp. 311-29. 

 

Novianti, R,. Artanti, Y. (2015), Pengaruh kualitas layanan terhadap word of 

mouth (WOM) melalui kepuasan sebagai variabel intervening. Jurnal Ilmu 

manajemen Vol 1 No.1, Oktober 2015 

Nursalam. (2011), Manajemen Keperawatan edisi 3. Jakarta: Salemba Medika. 

Oliver, R. (1981), Measurement and evaluation of satisfaction processes in retail 

settings .Journal of retailing, 57,25-48. 

 

Oriade dan Scofield (2019), An Examination of the role of service quality and 

perceived value in visitor atttaction experience. Journal of destination 

marketing and management Vol 11 

 

Parasuraman, A., Zeithaml, V.A. and Berry, L.L. (1985), A conceptual model of 

service quality and its implications for future research, Journal of 

Marketing, Vol. 49, Fall, pp. 41-50. 

 

______, (1988), SERVQUAL a multiple item scale for measuring consumer 

perceptions of service quality, Journal of Retailing, Vol. 64 No. 1,pp. 14-

40. 

 

______, (1991), Refinement and reassessment of the SERVQUAL scale, Journal 

of Retailing, Vol. 67 No. 4, pp. 420-50. 

 

Perdana dan Soesanto (2015), Analisis pengaruh langsung kualitas pelayanan, 

persepsi nilai pelanggan terhadap Word of Mouth serta pengaruh tidak 

langsung dengan kepuasan pelanggan sebagai variabel intervening. 

Diponegoro Journal of Management Vol 4 N0.1 

 

Primantara dkk, (2017), Peran Kepuasan Memediasi Kualitas Layanan Terhadap 
Wom Pada RSU Surya Husadha Denpasar. E-Jurnal Manajemen Unud, 

Vol. 6, No. 7, 2017: 3794-3819 

 

Rangkuti, Freddy (2002), Measuring Customer Satisfaction. Penerbit PT 

GramediaPustaka Utama, Jakarta 

 

Raza dkk (2012), Relationship between service quality, perceived value, 

satisfaction and revisit intention in hotel. Interdisciplinary Journal Of 

Contemporary Research In Business  Vol 4, No 8 

 

Rohim A dan Arvianto S (2017), Pengaruh Customer Perceived Value Terhadap 

Word Of Mouth Dengan Customer Loyalty Sebagai Variabel Mediasi 

Jurnal ekonomi Riset dan Bisnis Vol 12 



 

112 
 

Roselius, T. (1971), Consumer rankings of risk reduction methods, Journal of 

Marketing, Vol. 35No. 1, pp. 56-61. 

 

Sangadji, E.M., dan Sopiah. (2013), Perilaku Konsumen: Pendekatan Praktis 

Disertai: Himpunan Jurnal Penelitian. Yogyakarta: Penerbit Andi. 

 

Sanjaya dan Yasa Kerti (2018), The effect of service quqlity on customer 

satisfaction, positif word of mouth and corporate image. Journal of 

business ang management (IOSR-JBM) Vol 20 

 

Satmoko, T.D., Djoko, H., Ngatno (2016), Pengaruh kualitas pelayanan terhadap 

word of mouth melalui kepercayaan dan kepuasan konsumen sebagai 

variabel intervening pada Star Clean Car Wash Semarang. Jurnal Ilmu 

Administrasi Bisnis Vol 5 No.1 

 

Sefnedi. (2016). Pengaruh Kualitas Pelayanan terhadap Loyalitas Publik dengan 

Kepuasan Publik sebagai Variabel Intervening: Peran Nilai pelanggan 

sebagai Moderasi. E-Jurnal Apresiasi Ekonomi, 4(3), 154–164. 

 

______ (2019) : The Impact of service quality on Banking customer loyalty : the 

role of satisfaction and switching cost as mediator. E-Jurnal Apresiasi 

Ekonomi Volume 7, Nomor 1, Januari 2019 : 1 – 8 

 

Sekaran Uma (2006), Metodologi penelitian untuk bisnis. Jakarta : Salemba empat 

 

Sernovitz, Andy. (2009), Word of Mouth marketing: how smart companies get 

people talking. New York: Kaplan. 

 

Setyawati, Indah. (2009), Analisis Pengaruh Kualitas Layanan dan Kepuasan 

Pasien Terhadap Words of Mouth. (Studi pada Pasien Rawat Jalan RS. 

Bhakti WiraTamtama Semarang). Thesis. Universitas Diponegoro 

 

Shao-Chang Li. (2013), Exploring The Relationships among Service Quality, 

Customer Loyalty and Word of Mouth for Private Higher Education in 
Taiwan. Asia Pasific Management Review, 18(4) : 375 – 389. 

 

Shemwell, D. (1998), Customer-service provider relationships: an empirical test 

of a model ofservice quality, satisfaction and relationship-oriented 

outcomes”, International Journal ofService Industry Management, Vol. 9  

 

Skogland (2004), Are Your Satisfied Customers Loyal” Cornell Hotel and 

Restaurant Administration Quarterly 45  

 

Silverman, George. (2001), The Secret of Word of Mouth Marketing: How to 

Trigger Exponential Sales Through Runaway Word of Mouth. New York: 

AMACOM. 

https://www.researchgate.net/journal/0010-8804_Cornell_Hotel_and_Restaurant_Administration_Quarterly
https://www.researchgate.net/journal/0010-8804_Cornell_Hotel_and_Restaurant_Administration_Quarterly


 

113 
 

Silvestro, R. (2000), Applying gap analysis in the health service to inform the 

serviceimprovement agenda, International Journal of Quality & Reliability 

Management, Vol. 12No. 3, pp. 215-33. 

 

Sivadas, E. and Baker-Prewitt, J. (2000), An examination of the relationship 

between servicequality, customer satisfaction, and store loyalty, 

International Journal of Retail & Distribution Management, Vol. 28 No. 2. 

 

Soderlund, M. (1998), Customer satisfaction and its consequences on customer 

behaviourrevisited – the impact of different levels of satisfaction on word-

of-mouth, feedback to thesupplier and loyalty, International Journal of 

Service Industry Management, Vol. 9 No. 2,pp. 169-88. 

 

Soeratno dan Arsyad L, (2003), Metodologi penelitian untuk ekonomi dan bisnis” 

Yogyakarta : UPP AMP YKPN  

 

Soesanto H dan Perdana R.P (2015), Analisis pengaruh langsung kualitas 

pelayanan, persepsi nilai pelanggan terhadap Word of Mouth serta 

pengaruh tidak langsung dengan kepuasan pelanggan sebagai intervening, 

Diponegoro Jurnal of Managemen Vol 5 No.1 2015 

 

Sugiyono. (2004), Metode Penelitian. Bandung: Alfabeta. 

 

Sunyoto dan Susanti (2015), Manajemen Pemasaran Jasa: Merencanakan, 

Mengelola, dan Membidik Pasar Jasa, CAPS Yogyakarta 

 

Supartiningsih (2017), Kualitas Pelayananan Kepuasan Pasien Rumah Sakit: 

Kasus Pada Pasien Rawat Jalan. Jurnal Medicoeticolegal dan Manajemen 

Rumah Sakit, 6 (1): 9-15, Januari 2017 

 

Sutrisno, (2015), Pengaruh kualitas layanan dan Customer Relationship 

Managemen terhadap Kepuasan Pasien dan Loyalitas Pasien di Rumah 

Sakit Tingkat II Tentara Nasional Indonesia. JMM17 Jurnal Ilmu Ekonomi 

dan Manajemen vol 2 No.2 

 

Sweeney, J. C., &Soutar, G. N. (2001), Consumer perceived value: The 

development of a multiple scale Item.Journal of Retailing, 77 (2) 

 

Tahir, M., Abdullah, K., Shafiq, A. (2013), The Impact of Customer Satisfaction 

on Word-of-Mouth: Conventional Banks of Malaysia Investigated. 

International Journal of Information Technology & Computer Science ( 

IJITCS ) (ISSN No : 2091-1610 ) Volume 10 : Issue No : 3 : Issue on : July 

/ August , 2013 

 

Taufiq Dwi Satmoko, Handojo Djoko, Ngatno (2015), Pengaruh kualitas 

pelayanan terhadap word of mouth melalui kepercayaan dan kepuasan 

konsumen  sebagai variabel intervening pada star clean car wash 

semarang. Jurnal Universitas Diponegoro 



 

114 
 

Tschohl, John. (2003), Achieving Excelence Through Customer Service, Unggul 

Bersaing Melalui Layanan Pelanggan. Jakarta: PT. Gramedia Pustaka 

Utama 

 

Wang, Yonggui, Hing Po Lo, Renyong Ch I, And Yongheng Yang. (2004), An 

Integrated Frame Work For Customer Value and Customer Relationship 

Managemen Performance a Customer Based Perspective From Cina, 

Managing Service Quality. Vol. 14 

 

Wijaya, E (2016), Analisis pengaruh kualitas pelayanan terhadap kepuasan dan 

WOM pasien rawat jalan di RSUP H.Adam Malik Medan. Jurnal Tesis 

Universitas Sumatera Utara 

 

Wisniewski (2005), Measuring service quality in a hospital colposcopy clinic. 

International Journal of Health care quality assurance Vol 18 

 

Xue-cheng Yang, Xiao-hang Zhang (2009), Word of Mouth: The Effects of 

Marketing Efforts and Customer Satisfaction. International Joint 

Conference on Artificial Intelligence 

 

Youssef, F.N., Nel, D. and Bovaird, T. (1996), Health care quality in NHS 

hospitals, International Journal of Health Care Quality Assurance, Vol. 9 

No. 1, pp. 15-28. 

 

Zeithaml, A Valarie dan Bitner, Mary Jo. (1996), Services Marketing. New 

York:The Mc Grawhill Companies. 

 

Zhao, X., Lynch, J.G., & Chen, Q. (2010), Reconsidering Baron and Kenny : 

Myths and Truths about Mediation analysis, Journal of Consumer 

Research, 37 (2), 197-206 

 

 

 

 

 

 

 

 

 

 


