
 

 

REFERENCES 

 

Backman, S.J. and Crompton, J.L. (1991), ``Differentiation between high, spurious, 

latent, and low loyalty participants in two leisure activities'', Journal of Park 

and Recreation Administration, Vol. 9 No. 2, pp. 1-17. 

 

Barksy, J. (2001). “One Can’t Base Management Decisions on Comment Cards.” 

Hotel and Motel Management, 216 (12, July 2): 19. 

 

Bartkus R. K, Howell D. Roy, Hills B. Stacey, Blackham Jeanette, (2009), The 

Quality of Guest Comment Card (An Empirical Study of US Lodging Chain 

USA 

 

Bowen, J.T. and Shoemaker, S. (1998), “Loyalty:a strategic commitment?”, Cornell 

Hotel and Restaurant Administration Quarterly, February, pp. 12-25. 

 

Cawley, E. (1998). “The Good, the Bad and the Ugly: How Public Comment Cards 

Can Improve Operational Effectiveness and Public Perception.” Assessment 

Journal, 5 (1): 54-58. 

 

Cebrzynski, G. (2003). “Professor Comments on State of Marketing; Advice Given 

Suits Operators to a ‘T’.” Nation’s Restaurants, June 10, 66. 

 

Chen, W.H. (1998), “Benchmarking quality goals in service systems”, The Journal of 

Services Marketing, Vol. 12 No. 2, pp. 113-28. 

 

Cooper, Donald R., dan Pamela, S. Schindler. 2006. Metode Riset Bisnis, Volume 1. 

PT Media Global Edukasi. Jakarta. 

 

Cox, E. P. (1980). “The Optimal Number of Response Alternatives for a Scale: A 

Review.” Journal of Marketing Research, 17 (4): 407-22. 

 

Creswell, John W. 2003. Research design: qualitative, quantitative, and mixed 

method approaches. Thousand Oaks, Calif: Sage Publications. 

 

Davies, K. R. (2006). “Comment Card Critique.” DealerNews, 42 (8): 30. 

 

Day, G.S. (1969), ``A two-dimensional concept of brand loyalty'', Journal of 

Advertising Research, Vol. 9 No. 3, pp. 29-35. 

 



 

 

Deutskens, E., K. Ruyter, M. Wtzels, and P. Oosterveld (2004). “Response Rate and 

Response Quality of Internet-based Surveys: An Experimental Study.” 

Marketing Letters, 15 (1): 21-36 

 

Dinas Pendapatan Kota Padang, 2016, List of Hotel’s in Padang 

 

Dunn, G., and E. Gonzalez (2007). “Business Travelers Interested in Remote Check-

in/out.” Hotel and Motel Management, 222 (16): 48-49. 

 

Friedman, H. H., and L. W. Friedman (1986). “On the Danger of Using Too Few 

Points in a Rating Scale: A Test of Validity.” Journal of Data Collection, 26 

(2): 60-63. 

 

Friedman, H. H., and T. Amoo (1999). “Rating the Rating Scales.” Journal of 

Marketing Management, 9 (3): 114-23. 

 

Flint, D., 2002. “Compressing new product success-to-success cycle time -Deep 

customer value understanding and idea generation”. Industrial Marketing 

Management, Volume 31, pp. 305-313. 

 

Gilbert, D., and S. Horsnell (1998). “Customer Satisfaction Measurement Practice in 

United Kingdom Hotels.” Journal of Hospitality and Tourism Research, 22 

(4): 450-64. 

 

Goodman, J., DePalma, D. & Broetzmann, S., 1996. “Maximizing the value of 

customer feedback”. Quality Progress, Volume 29, pp. 35-39. 

 

Greer, T. V., N. Chuchinprakarn, and S. Seshadri (2000). “Likelihood of Participating 

in Mail Survey Research.” Industrial Marketing Management, 29 (2): 97-109. 

 

Hair, J. F., R. P. Bush, and D. J. Ortinau (2003). Marketing Research within a 

Changing Information Environment. Boston: McGraw-Hill/ Irwin. 

 

Hunt, S. D., R. D. Sparkman, Jr., and J. B. Wilcox (1982). “The Pretest in Survey 

Research: Issues and Preliminary Findings.”Journal of Marketing Research, 

19 (2): 269-73. 

 

Hunter, V.L. (1998), ``Measure customer loyalty for complete picture of ROI'', 

Business Marketing, Vol. 83 No. 3, p. 18. 

 

Jacoby, J. and Kyner, D. (1973), ``Brand loyalty vs.repeat purchasing behavior'', 

Journal of Marketing Research, Vol. 10, pp. 1-9. 

 



 

 

John T. Bowen Shiang-Lih Chen, (2001),"The relationship between customer loyalty 

and customer satisfaction", International Journal of Contemporary 

Hospitality Management, Vol. 13 Iss 5 pp. 213 – 217 

 

Kenneth R. Bartkus, Robert Mills, David Olsen. Clarifications on the Design of 

Customer Comment Cards: Question Type, Question Wording, and Writing 

Space. Journal of Hospitality Marketing & Management, 2015 

 

Kotler P, Armstrong G. Principles of Marketing. 12th Edition. Upper Saddle River: 

Pearson Education Inc. 2008 

 

Kotler P, Armstrong G. Principles of Marketing, New Jersey, Pearson Education. 

2010. 

 

Lehmann, D. R., and J. Hulbert (1972). “Are Three-point Scales Always Good 

Enough?” Journal of Marketing Research, 9 (4): 444-46. 

 

Lehman D. R. (1985). Market Research and Analysis. Burr Ridge, IL: Irwin. 

 

Litvan, S. W., and G. H. Kar (2001). “E-surveying for Tourism Research: Legitimate 

Tool or a Researcher’s Fantasy?” Journal of Travel Research, 39 (3): 308-14. 

 

Malhotra, Naresh, K, 2010. Marketing Research, 6
th

 Edition 

  

Naumann, E. & Giel, K., 1995. Customer Satisfaction Measurment and Management 

-Using the Voice of the Customer. Cincinnati, Ohio: Thomson Executive 

Press. 

 

Payne, S. L. (1951). The Art of Asking Questions. Princeton, NJ: Princeton University 

Press. 

 

Parasuraman, A. (1986). Marketing Research. Reading, MA: Addison-Wesley 

 

Prasad, K. (2003). “A Good System Can Resolve Guest-commentcard Confusion.” 

Hotel and Motel Management, 218 (19): 17. 

 

Prasanna, K. (2013). “Marketing Strategies for Standalone Hotels: With Reference to 

Mayur Aaditya Resort, Dharwad, India” Research Journal of Management 

Sciences,  2(5), 14-19 

 

Pritchard, M.P., Howard, D.R. and Havitz, M.E. (1992), ``Loyalty measurement: a 

critical examination and theoretical extension'', Leisure Sciences, Vol. 14, pp. 

155-64. 



 

 

 

Prud’homme, B., & Raymond, L. (2013). Sustainable development practices in the 

hospitality industry: An empirical study of their impact on customer 

satisfaction and intentions. International Journal of Hospitality Management, 

34, 116–126.  

 

Reitz, Joan M. 2004. Dictionary for Library for Library and Information Science. 

Westport: Libraries Unlimited. 

 

Santoso, Singgih and Fandy Tjiptono, 2004. Riset Pemasaran Konsep dan Aplikasi 

dengan SPSS. Jakarta: PT. Elex Media Komputindo 

 

Sampson, S. (1996). “Ramification of Monitoring Service Quality Through Passively 

Solicited Customer Feedback.” Decision Sciences, 27 (4): 601-22. 

 

Salomon A. Keelson “The Evolution of the Marketing Concepts: Theoretically 

Different Roads Leading to Practically Same Destination”, Takoradi, Ghana. 

2012 

 

Schiffmann LG, Kanuk LL. Consumer Behaviour, Pearson International Edition, 

New Jersey. 2009 

 

Sekaran, Uma (2003), Research Methods For Business: A Skill Building Aproach, 

New York-USA: John Wiley and Sons, Inc 

 

Sobel, J. (1984). “The Content of Survey Introductions and the Provision of Informed 

Consent.” Public Opinion Quarterly, 48 (4): 788-93. 

 

Spradley, James P. 1980. Participant observation. Orlando, FL: Harcourt Brace 

Jovanovich College Publishers. 

 
Stemler, S. (2001). An overview of content analysis. Practical assessment, Research 

and Evaluation, 7 (17) 

 

Sukmadinata. , 2006. Metode Penelitian Pendidikan, Remaja Rosdakarya, Bandung 

 

Sugiyono. , 2005. Memahami Penelitian Kualitatif, Alphabeta, Bandung 

 

TePeci, M. (1999), “Increasing brand loyalty in the hospitality industry”, 

International Journal of Contemporary Hospitality Management, Vol. 11 No. 

5, pp. 223-9. 

 



 

 

Toh, R.S., Hu, M.Y. and Withiam, H. (1993), “Service: the key to frequent guest 

programs”, Cornell Hotel and Restaurant Administration Quarterly, Vol. 34 

No. 3, pp. 66-72 

 

Tierney, P. (2000). “Internet-based Evaluation of Tourism Web Site Effectiveness: 

Methodological Issues and Survey Results.” Journal of Travel Research, 39 

(2): 212-19. 

 

Webb, J. (2000). “Questionnaires and Their Design.” Marketing Review, 1 (2): 197-

218. 

 

Wisner D. Joel and  Corney J. William, (1997), An Empirical Study of Customer 

Comment Card Quality and Design Characteristics Las Vegas, Nevada, USA 

 

Wisner, J. D., and W. J. Corney (1997). “An Empirical Study of Customer Comment 

Card Quality and Design Characteristics.” International Journal of 

Contemporary Hospitality Management, 9 (3): 110-15. 

 

Wong, A., Dean, A. and White, C.J. (1999), ``Customer behavioral intentions in the 

hospitality industry'', Australian Journal of Hospitality Management, Vol. 6, 

Autumn, pp. 53-63. 

 

Zairi, M., 2000. “Managing customer dissatisfaction through effective complaints 

management systems” . The TQM Magazine, 12(5), pp. 331-335. 

Zikmund, W. (1989). Exploring Marketing Research. Hinsdale, IL: Dryden. 

 


