DAFTAR PUSTAKA

Abdullah, F. (2006a). Measuring service quality in higher education: HEdPERF versus
SERVPERF. Marketing Intelligence and Planning.
https://doi.org/10.1108/02634500610641543

Abdullah, F. (2006b). Measuring service quality in higher education: Three instruments
compared. International Journal of Research and Method in Education.
https://doi.org/10.1080/01406720500537445

Abdullah, F. (2006c). The development of HEAPERF: A new measuring instrument of
service quality for the higher education sector. International Journal of Consumer
Studies, 30(6), 569-581. https://doi.org/10.1111/j.1470-6431.2005.00480.x

Ahyadi, M. (2001). Pesantren, Kiai, dan Tarekat: Studi tentang Peranan Kiai di Pesantren
dan Tarekat. In Sejarah Pertumbuhan dan perkembangan Lembaga-Lembaga
Pendidikan Islam di Indonesia. Jakarta: Grasindo.

Ainna, N., Paramono, S. E., & Subagyo. (2016). Pengaruh Kualitas Layanan, Citra
Sekolah, dan Kepuasan Siwa Terhadap Loyalitas Siswa Islam Sudirman 2
Ambarawa. Educational Management, 5(2), 156-162.

Al-Azzawi, M., Alzboon, S. O., Srror, M., Al-Nabhani, H. Z., Mwadhia, R., & Tawalbeh,
A. (2014). Students * Perceived Image of the University before entering and
during study. Journal of Education and Practice, 5(15), 201-210.

Ali, F., Zhou, Y., Hussain, K., Nair, P. K., & Ragavan, N. A. (2016). Does higher
education service quality effect student satisfaction, image and loyalty? Quality
Assurance in Education. https://doi.org/10.1108/gae-02-2014-0008

Alves, H., & Raposo, M. (2007a). Conceptual model of student satisfaction in higher
education. Total Quality Management and Business Excellence.
https://doi.org/10.1080/14783360601074315

Alves, H., & Raposo, M. (2007b). The Influence of University Image in Student’S
Expectations, Satisfaction and Loyalty. In 29th Annual European Higher
Education Society (EAIR) Forum.

Alves, H., & Raposo, M. (2010). The influence of university image on student behaviour.
International Journal of Educational Management, 24(1), 73-85.
https://doi.org/10.1108/09513541011013060

Annamdevula, S., & Bellamkonda, R. S. (2016). The effects of service quality on student
loyalty: the mediating role of student satisfaction. Journal of Modelling in
Management. https://doi.org/10.1108/JM2-04-2014-0031

Andreasen, A. R., & Kaotler, P. (2008). Strategic Marketing for Nonprofit Organizations
(7 ed.). New Jersey: Pearson Prentice Hall.

173



174

Annamdevula, S., & Bellamkonda, R. S. (2016). The effects of service quality on student
loyalty: the mediating role of student satisfaction. Journal of Modelling in
Management. https://doi.org/10.1108/JM2-04-2014-0031

Ardianto, E. (2011). Handbook of Public Relations Pengantar Komprehensif. Bandung:
Simbiosa Rekatama Media.

Argenti, P., & Forman, J. (2002). The Power of Corporate Communication: Crafting the
voice and image of your business. New York: McGraw-Hill.

Ashraf, S., llyas, R., Imtiaz, M., & Ahmad, S. (2018). Impact of Service Quality,
Corporate Image and Perceived Value on Brand Loyalty with Presence and
Absence of Customer Satisfaction: A Study of four Service Sectors of Pakistan.
International Journal of Academic Research in Business and Social Sciences.
https://doi.org/10.6007/ijarbss/v8-i2/3885

Asrahah, H., Kustini, Haedari, A., & Hendra, M. (2002). Pesantren di Jawa: Asal-usul,
Perkembangan, dan Pelembagaan. (H. Asrahah, Ed.). Jakarta: Departemen
Agama RI-INCIS.

Balmer, J. M. T., & Greyser, S. A. (2003). Revealing the Corporation: Perspective on
Identity, Image, Reputation, Corporate Branding, and Corporate-Level
Marketing. London: Routledge.

Brady, M. K., & Cronin, J. J. (2003). Some New Thoughts on Conceptualizing Perceived
Service Quality: A Hierarchical Approach. Journal of Marketing.
https://doi.org/10.1509/jmkg.65.3.34.18334

Brown, R. M., & Mazzarol, T. W. (2009). The importance of institutional image to
student satisfaction and loyalty within higher education. Higher Education.
https://doi.org/10.1007/s10734-008-9183-8

Ciobanu, A., & Ostafe, L. (2014). Student Satisfaction and Its Implications in the Process
of Teaching. Acta Didactica Napocensia.

Clemes, M. D., Ozanne, L. K., & Tram, L. (2006). An Examination of Students’
Perceptions of Service Quality in Higher Education. Journal of Marketing for
Higher Education. https://doi.org/10.1300/j050v10n03_01

da Camara, N. Z. (2011). Identity, Image and Reputation. In Reputation Management.
https://doi.org/10.1007/978-3-642-19266-1_6

Dhofier, Z. (2011). Tradisi Pesantren: Studi Pandangan Hidup Kiai dan Visinya
Mengenai Masa Depan Indonesia (Revisi). Jakarta: LP3ES.

Dimyati, D. (2017). EFFECT OF SERVICE QUALITY ON SATISFACTION AND ITS
IMPACT ON LOYALTY OF SANTRI PESANTREN STUDENT AL MA °
SOEM, 05(02), 1-15. https://doi.org/10.15575/ijni.v5i2.1630



175

Douglas, J., Douglas, A., & Barnes, B. (2006). Measuring student satisfaction at a UK
university. Quality Assurance in Education.
https://doi.org/10.1108/09684880610678568

Dowling, G. (2008). Creating better corporate reputations: An Australian perspective. In
Facets of Corporate Identity, Communication, and Reputation.
https://doi.org/10.4324/9780203931943

Edvardsson, B. (2005). Guru’s view Service quality: beyond cognitive assessment.
Managing Service Quality, 15(2), 127-131.
https://doi.org/10.1108/09604520510585316

Elliott, K. M., & Healy, M. A. (2005). Key Factors Influencing Student Satisfaction
Related to Recruitment and Retention. Journal of Marketing for Higher
Education. https://doi.org/10.1300/j050v10n04 01

Fraenkel, J., Wallen, N., & Hyun, H. (2012). How to Design and Evaluate Research in
Education (8 ed.). New York: McGraw-Hill.

Gamal Abdul Nasir Zakaria. (2010). Pondok Pesantren : Changes and Its Future. Journal
of Islamaic and Arabic Education.

Goetsch, D. L., & Davis, S. (2013). Quality Management for Organizational Excellence:
Introduction to Total Quality (7 ed.). New Jersey: Pearson Education.

Griffin, J. (2002). customer_loyalty JILL GRIFFIN. San Francisco: Jossey-Bass.

Griffin, J. (2005). Customer Loyalti: Menumbuhkan dan Mempertahankan Kesetiaan
Pelanggan. Jakarta: Erlangga.

Grigoroudis, E., & Siskos, Y. (2010). Customer satisfaction evaluation methods for
measuring and implementing service quality. Management Science.
https://doi.org/10.1007/978-1-4419-1640-2

Helgesen, @., & Nesset, E. (2007a). Images, Satisfaction and Antecedents: Drivers of
Student Loyalty? A Case Study of a Norwegian University College. Corporate
Reputation Review. https://doi.org/10.1057/palgrave.crr.1550037

Helgesen, ., & Nesset, E. (2007b). What accounts for students’ loyalty? Some field
study evidence. International Journal of Educational Management.
https://doi.org/10.1108/09513540710729926

Hennig-Thurau, T., Langer, M. F., & Hansen, U. (2001). Modeling and Managing
Student Loyalty: An Approach Based on the Concept of Relationship Quality.
Journal of Service Research. https://doi.org/10.1177/109467050134006

Hidayat, A., & Machali, 1. (2012). Pengelolaan Pendidikan: Konsep, Prinsip, dan
Aplikasi dalam Mengelola Sekolah dan Madrasah. Yogyakarta: Kaukaba.

Hoffman, K. D., & Bateson, J. E. G. (2010). Services Marketing: Concepts, Strategies,
& Cases. Learning.



176

Hoyt, J. E., & Howell, S. L. (2011). Beyond customer satisfaction: Reexamining
customer loyalty to evaluate continuing education programs. Journal of
Continuing Higher Education, 59(1), 21-33.
https://doi.org/10.1080/07377363.2011.544979

Jasfar, F. (2011). Pemasaran Jasa antara Ekspektasi dan Kenyataan: Kumpulan Hasil
Penelitian Mengenai Industri Jasa di Indonesia. Jakarta: Universitas Trisakti.

Jiewanto, A., Laurens, C., & Nelloh, L. (2012). Influence of Service Quality, University
Image, and Student Satisfaction toward WOM Intention: A Case Study on
Universitas Pelita Harapan Surabaya. Procedia - Social and Behavioral Sciences.
https://doi.org/10.1016/j.sbspro.2012.03.155

Kotler, P., & Armstrong, G. (2012). Principles of marketing (14 ed.). New Jersey:
Prentice Hall.

Kunanusorn, A., & Puttawong, D. (2015). The Mediating Effect of Satisfaction on
Student Loyalty to Higher Education Institution. European Scientific Journal,
ESJ.

Leonnard, L., Daryanto, H. K. ., Sukandar, D., & Yusuf, E. Z. (2017). The Loyalty Model
of Private University Student. International Research Journal of Business
Studies. https://doi.org/10.21632/irjbs.7.1.55-68

Li, C. K., & Hung, C. H. (2009). Marketing tactics and parents’ loyalty: The mediating
role of school image. Journal of Educational Administration.
https://doi.org/10.1108/09578230910967455

Lo, C. C. (2012). How Student Satisfaction Factors Affect Perceived Learning. Journal
of the Scholarship of Teaching and Learning.

Longden, B. (2006). An institutional response to changing student expectations and their
impact on retention rates. Journal of Higher Education Policy and Management.
https://doi.org/10.1080/13600800600751044

Lovelock, C. (2001). Service Marketing: People, Techonoligy, Strategy (4 ed.). USA:
Prentice Hall.

Lovelock, C. H., & Wright, L. K. (2007). Manajemen Jasa. (A. Widyantoro, Ed.).
Jakarta: Indeks.

Maringe, F., & Gibbs, P. (2009). Marketing Higher Education: Theory and Practice.
New York: McGraw-Hill.

Mohamad, M., & Awang, Z. (2009). Building Corporate Image and Securing Student
Loyalty in the Malaysian Higher Learning Industry. The Journal of International
Management Studies.



177

Nelson, R. A., & Kanso, A. M. (2008). Employing effective leadership in a crisis: A case
study of Malden Mills, corporate reputation, and the limits of socially responsible
public relations. In Facets of Corporate Identity, Communication, and
Reputation. https://doi.org/10.4324/9780203931943

Nguyen, N., & Leblanc, G. (2001). Corporate image and corporate reputation in
customers’ retention decisions in services. Journal of Retailing and Consumer
Services, 8(4), 227-236. https://doi.org/10.1016/S0969-6989(00)00029-1

Oliver, S. (2010). Public Relations Strategy (3 ed.). London: Kogan Page.

Pampaloni, A. M. (2010). The influence of organizational image on college selection:
What students seek in institutions of higher education. Journal of Marketing for
Higher Education, 20(1), 19-48. https://doi.org/10.1080/08841241003788037

Park, J. J. (2012). Are We Satisfied?: A Look at Student Satisfaction with Diversity at
Traditionally White Institutions. The Review of Higher Education.
https://doi.org/10.1353/rhe.0.0071

Philip Kotler, & Kevin Lane Keller. (2016). Marketing Management (15 ed.). New York:
Pearson.

Rahmawati, D. (2013). Analisis Faktor-faktor Yang mempengaruhi Kepuasan
Mahasiswa Jurusan Pendidikan Akuntasi Fakultas Ekonomi Universitas Negeri
Yogyakarta. Jurnal Economia, Vol.9 No 1, 1-14. https://doi.org/10.1016/S0891-
5245(03)00149-4

Rojas-Méndez, J., Vasquez-Parraga, A. Z., Kara, A., & Cerda-Urrutia, A. (2009).
Determinants of student loyalty in higher education: A tested relationship
approach in latin America. Latin American Business Review.
https://doi.org/10.1080/10978520903022089

Ruslan, R. (2012). Manajamen Public Relations dan Media Komunikasi: Konsepsi dan
Aplikasi (Revisi). Jakarta: Rajawali Pers.

Sallis, E. (2002). Total Quality Managemen in Education. London: Kogan Page.

Sandjojo, N. (2011). Metode Analisis Jalur (Path Analysis) dan Aplikasinya. Jakarta:
Pustaka Sinar Harapan.

Schneider, B., & White, S. S. (2004). Service Quality Research Perspectives. California:
Sage Publications.

Schreiner, L., & Pacific, A. (2009). Linking Student Satisfaction and Retention. Noel-
levitz,inc * www.noellevitz.com.

Setiawan, S. (2011). Loyalitas Pelanggan Jasa: Studi Kasus Bagaimana Rumah Sakit
Mengelola Loyalitas Pelanggannya. Bogor: IPB Press.



178

Sharif, K., & Kassim, N. M. (2012). Non-academic service quality: Comparative analysis
of students and faculty as users. Journal of Marketing for Higher Education.
https://doi.org/10.1080/08841241.2012.705793

Suharta, T. (2017). Pengembangan instrumen pengukur tingkat kepuasan siswa terhadap
kualitas pelayanan pendidikan di sekolah. Jurnal Evaluasi Pendidikan, 8(2), 117—
125. https://doi.org/doi.org/10.21009/JEP.082.07

Sultan, P., & Wong, H. Y. (2013). Antecedents and consequences of service quality in a
higher education context. Quality Assurance in Education, 21(1), 70-95.
https://doi.org/10.1108/09684881311293070

Szwarc, P. (2005). Researching Customer Satisfaction & Loyalty: How to Find Out What
People Really Think. London: Kogan Page.

Thomas, S. (2011). What Drives Student Loyalty in Universities: An Empirical Model
from India. International Business Research.
https://doi.org/10.5539/ibr.v4n2p183

Tjiptono, F., & Chandra, G. (2011). Service, Quality & Satisfaction (3 ed.). Yogyakarta:
Andi.

Tsiotsou, R. (2006). The role of perceived product quality and overall satisfaction on
purchase intentions. International Journal of Consumer  Studies.
https://doi.org/10.1111/j.1470-6431.2005.00477 .x

Wong, C. B. (2011). The Influence of Satisfaction and Relationship Commitment on
Student Loyalty in Self-financed Tertiary Education Institutions, 3(1), 1-14.

Zeithaml, V. A. (2013). Service Marketing (16 ed.). London: McGraw-Hill.

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2013). Service Marketing; Integrating
Customer Focus Across the Firm (3 ed.). New York: McGraw-Hill.





