USIUIUNIU

7



78

UIIUIUNTU

faen MivdTayn. (2545). M153ATIEHR : aDFEMTUNITUSIISUaLITY uviaded 6
NTUNNUMIUAT THIAINTAUMINY R

anA1 TAUTAIININA. (2550). “AMAINUINITNNAUNTIAN" 97357507590 15a881ny
5,1 (uns1Ad - dquiew)

. (2552) “Service Quality” 275875m71599n 5888l 7,1 (UnsAu —
guew)

Aaker, D.A. (1991). Managing Brand Equity: Capitalizing on value of a brand name.
New York: Free Press.

Aaker, D. A. & Biel, A. L. (1993). Brand Equity & Advertising. USA: Lawrence Erlbaum
Associates.

Anderson, E., Fornell, C., & Lehmann, D. (1994). Customer satisfaction, market share
and profitability: Findings from Sweden. Journal of Marketing, 58 (3), 53-66.

Babakus, E., & Boller, G. W. (1992). An Empirical Assessment of the SERVQUAL Scale.
Journal of Business Research, 24 (3), 253-268.

Beckford, John. (2002). Quality. New York: Routledge.

Berry, Leonard L. and Parasuraman, A. (1992). “Services Marketing Starts from
Within” In Varey, R. & Lewis, B. (Ed.), The Internal Marketing: Directions for
Management. New York: Routledge.

Berry, L. L., & Parasuraman, A. (1993). Building a New Academic Field — The Case of
Services Marketing. Journal of Retailing, 69 (1), 13-61.

Berry, L. L., Zeithaml, V. A., & Parasuraman, A. (1985). Quality Counts in Service.
Business Horizons, 28, 44-52.

Besterfield, Dale H. and others. (2002). Total Quality Management. New Jersey:
Prentice Hall.

Bitner, Mary J. and Hubbert, Amy R. (1994). Encounter Satisfaction versus Overall
Satisfaction versus Quality. Service Quality: New Directions in Theory and

Practice. USA: Sage Publications.



79

Bloemer, J., Ruyter, K. D., & Wetzels, M. (1999). Linking Perceived Service Quality and
Service Loyalty: A Multi-Dimentional Perspective. European Journal of
Marketing, 33 (11/12), 1082-1106.

Bolton, R. N., & Drew, J. H. (1991). A Multistage Model of Customer’s Assessments of
Service Quality and Value. Journal of Customer Research, 17, 375-384.

Boulding, W., & Kirmani, A. (1993). A Consumer-Side Experimental Examination of
Signaling Theory: Do Consumers Perceive Warranties as Signals of Quality?.
Journal of Consumer Research, 20,111-123.

Brady, M. K., Cronin, J. J. & Brand, R. R. (2002). Performance-Only Measurement of
Service Quality: A Replication and Extension. Journal of Business Research,
55 (1), 17.

Brown, Stephen W. and others. (1991). Service Quality: Multidisciplinary and
Multinational Perspectives. New York: Lexington Books.

Brown, T. J., Churchill, G. A., & Peter, J. P. (1993). Improving the Measurement of
Service Quality. Journal of Retailing. 69 (1), 127-139.

Buil, I., Martinez, E., & Chernatony, L. (2013). The influence of brand equity on
consumer responses. Journal of Consumer Marketing, 30, 62 — 74.

Carman, J. M. (1990). Consumer Perceptions of Service Quality: An Assessment of The
SERVQUAL Dimensions. Journal of Retailing 66, 33-55.

Caruana, A. (1999). An Assessment of the Dimensions and the Stability of Items in
The MARKOR Scale. Marketing Intelligence & Planning, 17 (5), 248-253.

Caruana, A. (2002). Service Loyalty: The Effects of Service Quality and the Mediating
Role of Customer Satisfaction. European Journal of Marketing, 36 (7), 811-
828.

Chen, |, J., Gupta, A., & Rom, W. (1994). A Study of Price and Quality in Service
Operation. International Journal of Service Industry Management, 5 (2),
23-33.

Cobb, C.J., Ruble, C.A., & Donthu, N. (1995). Brand equity, brand preference,
and purchase intent. Journal of Advertising, 24(3), 25-40.

Collier, David A. (1994). The Service / Quality Solution. Wisconsin: ASQC Quality

Press.



80

Cronin, J. J. & Taylor, S. A. (1992). Measuring Service Quality: A Re-Examination and
Extension. Journal of Marketing, 56 (3), 55-68.

Cronin, J. J. & Taylor, S. A. (1994). SERVPERF versus SERVQUAL: Reconciling
Performance - Based and Perceptions - Minus - Expectations Measurements of
Service Quality. Journal of Marketing, 58 (1), 125-131.

Dagger, T. and Lawley, M. (2003). Service Quality In McColl-Kennedy, J.R. (Eds.),
Service Marketing: A Managerial Approach. Singapore: John Wiley & Sons.

Dawar, Niraj. (1999). “Brand Equity” In Earl, P. and Kemp, S. (Ed.), The Elgar
Companion to Consumer Research and Economic Psychology. USA: Edward
Elgar.

Duncan, Thomas R. (2002). IMC: Using Adverting & Promotion to Build Brands.
Boston: McGraw Hill.

Ettenson, R. & Turner, K. (1997). An Exploratory Investigation of Consumer Decision
making for Selected Professional and Nonprofessional Services. The Journal
of Service Marketing,11 (2), 91-106.

Feigenbaum, A. V. (1991). Total Quality Control. 3rd. Ed. New York: McGraw-Hill.

Fornell, C,, Johnson, M., Anderson, E., Cha, J., & Bryant, B. (1996) The American
Customer Satisfaction index: Nature, Purpose and Findings. Journal of
Marketing, 60,_T-18.

Gronroos, C. (1988). Service Quality: The Six Criteria of Good Perceived Service.
Review of Business, 9 (3), 10-13.

(1990). Service Management and Marketing: Managing the Moments of
Truth in Service Approach. 2nd ed. Lexinton, MA: Lexinton Books.

(2000). Service Management and Marketing: A Customer Relationship
Management Approach. 2nd ed. UK: John Wiley & Sons.

Hanna, Nessim and Wozniak, Richard. (2001). Consumer Behavior: An Applied
Approach. Upper Saddle River, NJ: Prentice Hall.

Hans, Kasper, Piet, Van Helsdingen and Wouter, De Vries. (1999). Services Marketing

Management: An International Perspective. Canada: John Wiley & Sons.



81

Haywood, F.J. & Stuart, F. I. (1990). An Instrument to Measure the Degree of
Professionalism in a Professional Service. Service Industries Journal, 10 (2),
336-347.

Hill, R. (2003). Satisfaction In McColl-Kennedy, J.R. (Eds.), Service Marketing: A
Managerial Approach. Singapore: John Wiley & Sons.

Howard, John A. (1994). Buyer Behavior in Marketing Strategy. New Jersey: Prentice
Hall.

Hu, Yu-Jia. (2011). How Brand Equity, Marketing Mix Strategy and Service Quality
Affect Customer Loyalty: The Case of Retail Chain Stores in Taiwan.
International Journal of Oreganizational Innovation (Online), 4.1, 59-73.

Hutchins, David C. (1992). Achieve Total Quality. England: Director Books.

Jarrell, CM. (2012) An Examination of Possible Relationships between Service Quality

and Brand Equity in Online Higher Education. Dissertation. Northcentral
University.

Johnson, William C. and Chvala, Richard J. (1996). Total Quality in Marketing.
Florida: St Lucie.

Juntunnen, M., Juntunen, J. and Juga, J. (2011). Corporate Brand Equity and Loyalty in
B2B Markets: A Study among Logistics Service Purchasers. Journal of Brand
Management, 18 , 300-311.

Keirl, C. & Mitchell, P. (1990). How to Measure Industrial Service Quality. Industrial
Marketing Digest (UK), 15 (1), 35-46.

Keller, Kevin Lane. 1998. Strategic Brand Management Building, Measuring, and
Managing Brand Equity. New York: Prentice Hall

Kokta, Tom L. (1992). “Perceived Quality and Price / Advertising / Reputation
Signals” Dissertation. University of Washington.

Kotler, Philip. (1991). Marketing Management. New Jersey: Prentice Hall, Inc.

Kotler, Philip. (2003). Marketing Management. 11th ed. Upper Saddle River, NJ:
Prentice Hall.

Kotler, Philip & Keller, Kevin Lane. (2012). Marketing management. 14 th ed. Harlow:

Pearson Education.



82

Kim, KH., Kim, KS., Kim, D. Y., Kim, JH. and Kang, S.H. (2006). Brand Equity in
Hospital Marketing. Journal of Business Research, 61, 75-82.

Vatjanasaregagul, Ladda. (2007). “The Relationship of Service Quality, Consumer
Decision Factors and Brand Equity” Dissertation. Nova Southeastern
University.

Laroche, M. & Sadokierski, R. (1994). Role of Confidence in A Multi-Brand Model of
Intentions for A High-Involvement Service. Journal of Business Research, 29
(1), 1-12.

Lewis, Robert C. and Booms, Bernard H. (1983). The Marketing Aspects of Service
Quality. Chicago: American Marketing Association.

Likert, Rensis. (1967). The Method of Constructing and Attitude Scale. New York:
John Willey & Son.

Losardo, Mary M. and Rossi, Norma M. (1993). At the Service Counter. Wisconsin:
ASQC Quiality Press.

Lovelock, C. H. (1983). Classifying Service to Gain Strategic Marketing Insights.
Journal of Marketing, 47, 9-20.

Lovelock, C. H. & Wright, L. K. (2002). Principle of Service Marketing and
Management. 2nd ed. Upper Saddle River, NJ: Prentice Hall.

Lovelock, Christophen H., Wirtz, Jochen and Keh, Hean Tat. (2002). Services
Marketing in Asia: Managing People, Technology and Strategy. Singapore:
Prentice Hall.

Malik, F., Yagoob, S. and Aslam, A.S. (2012). Interdisciplinary Journal of
Contemporary Research in business, 487-505.

Malik, M.E. (2011). Hotel Service and Brand Loyalty. Interdisciplinary Journal of
Contemporary Research in business, 3, 621-645.

Marquardt, A.J. (2007). Buyer-seller relationship quality and brand equity in the
Thoroughbred consignment industry. Dissertation. University of Oregon.

Mouradian, George. (2002). The Quality Revolution. New York: University Press of

American.



83

Ndhlovu, J. & Senguder, T. (2002). Gender and Perception of Service Quality in The
Hotel Industry. Journal of America Academy of Business, Cambridge, 1 (2),
301-308.

Oliver, R. L. (1977). Effect of Expectation and Disconfirmation on Postexposure
Product Evaluations — An Alternative Interpretation. Journal of Applied
Psychology, 62, 448-486.

(1980). A Cognitive Model of the Antecedents and Consequences of
Satisfaction Decisions. Journal of Marketing Research, 17, 460-469.

(1981). Measurement and Evaluation of Satisfaction Process in Retail
Setting. Journal of Retailing, 57 (3), 25-48.

(1993). A Conceptual Model of Service Quality and Service Satisfaction.
Advances in Service Marketing and Management, 2, 65-85.

o (1999). Whence Consumer Loyalty. Journal of Marketing, 63, 33-44.

Pappu, R. Q., Pascale, G. & Cooksey, R. W. (2005). Consumer-based brand equity:
Improving the measurement - empirical evidence. The Journal of Product
and Brand Management, 14.2/3, 143-154.

Pelsmacker, P. D., Geuens, M., & Bergh, J. Van den. (2001). “Marketing
communications”. Halow: Financial Time, Prentice-Hall.

Parasuraman, A., Berry, L. L. & Zeithaml, V. A. (1990). An Empirical Examination of
Relationships in an Extended Service Quality Model. Cambridge, MA:
Marketing Science Institution.

(1991). Refinement and Reassessment of the SERVQUAL Scale. Journal
of Retailing, 67, 42-50.

(1993). Research Note: More on Improving Service Quality Measurement.
Journal of Retailing, 69 (1), 140-147.

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, 49 (4), 41-50.

(1988). SERVQUAL: A Multiple - Item Scale for Measuring Consumer
Perceptions of Service Quality. Journal of Retailing, 64 (1), 12-40.



84

(1994). Reassessment of Expectations as a Comparison Standard in
Measuring Service Quality: Implications for Further Research. Journal of
Marketing, 58 (1), 111-124.

Payne, A. (1993). The Essence of Service marketing. London, UK: Prentice Hall.

Pyo. (2001). Benchmarks in hospitality and tourism. New York: The Haworth
Hospitality Press.

Rauyruen, P., Miller, K., Groth, M. (1987) B2B Services: Linking Service Loyalty and
Brand Equity. Journal of Service Marketing, 23, 175-186.

Rust, Roland T. and Oliver, Richard L. (1994). Service Quality: New Directions in
Theory and Practice. USA: SAGE Publications.

Swift, Jill A., Ross, Joel E. and Omachonu, Vincent K. (1998). Principles of Total
Quality. Florida: St. Lucie Press.

Tong, X. & Hawley, J. M. (2009). Creating brand equity in the Chinese clothing market:
The effect of selected marketing activities on brand equity dimensions.
Journal of Fashion Marketing and Management, 13, 566 — 581

Tong, X. & Hawley, J. M. (2009). Measuring customer-based brand equity: empirical
evidence from the sportswear market in China. Journal of Product & Brand
Management, 18, 262 - 27.

Tustin, C. O. (1992). The Operationalization of Service Quality Using Quality
Dimensions and Expectation / Perception Gap Analysis” Dissertation. Arizona
State University.

Yacout, O.M. (2010). Service Quality, Relational Benefits, and Customer Loyalty in a

Non-Western Context. S.A.M. Advanced Management Journal, 22, 4-16

Yu-Jia, H. (2012). The Moderating Effect of Brand Equity and the Mediating Effect of

Marketing Mix Strategy on the Relationship between Service Quality and
Customer Loyalty: The Case of Retail Chain Stores in Taiwan. International
Journal of Organizational Innovation (Online), 5.1, 155-162.

Zeithaml, V. A., Berry, L. L. & Parasuraman, A. (1988). Communication and Control
Processes in the Delivery of Service Quality. Journal of Marketing, 52, 35-

48.



85

(1993). The Nature of Determinants of Customer Expectations of Services.
Journal of Academy of Marketing Science, 21, 1-12.
(1996). The Behavioral Consequences of Service Quality. Journal of
Marketing, 60, 31-46.
Zeithaml, Valarie A., Parasuraman, A. and Berry, Leonard L. (1990). Delivering Quality
Service: Balancing Customer Perceptions and Expectations. New York: The

Free Press.





