
 

37 

REFERENCES 

Al-Ababneh, M.M. (2017). Service Quality in the Hospitality Industry. Journal of 

Tourism & Hospitality, 2 (5). 

Atkinson, J. (2019). Service Quality Management in Hotel Industry. 

https://medium.com/@jefferyatkinson209/service-quality-management-in-

the-hotel-industry-2cee4a99728 was accessed on the 31st May 2020. 

Donoghue, G. (2006). Content is king and users are in control. Travel Trade 

Gazette UK & Ireland, 2736, 13 

Etikan, I. M. S. A., &Alkassim, R. S. (2016). Comparison of Convenience 

Sampling and Purposive Sampling, 5(1), 1–4. 

https://doi.org/10.11648/j.ajtas.20160501.11 

Huang, Y., Basu, C. & Hsu, M. K. (2010). Exploring motivations of travel 

knowledge sharing on social network sites: an empirical investigation of 

U.S. college students. Journal of Hospitality Marketing & Management, 

19(7), 717 – 734 

Hsieh, Hsiu-Fang &Shanon, Sarah, E. (2005). Three Approaches to Qualitative 

Content Analysis. Sage. New York.  

Jeong, M. &Jeon, M. M. (2008). Customer reviews of hotel experiences through 

consumer generated media (CGM). Journal of Hospitality & Leisure 

Marketing 

Karatepe, O, M. (2006). Costumer Comments and Organization Responses: The 

Effect of Complainants’ perception of justice on Satisfaction and Loyalty. 

International Journal of Hospitality Management.  

Martin, J.R and White, P.R. (2005). The Language of Evaluation: Appraisal in 

English. New York: Palgrave Macmillan. 

https://medium.com/@jefferyatkinson209/service-quality-management-in-the-hotel-industry-2cee4a99728
https://medium.com/@jefferyatkinson209/service-quality-management-in-the-hotel-industry-2cee4a99728
https://doi.org/10.11648/j.ajtas.20160501.11


 

38 

Miles, M. B., &Huberman, A. M. (1983). Drawing Valid Meaning from 

Qualitative Data 

Nicoli, N and Papadopoulou, E. (2017).  TripAdvisor and reputation: a case study 

of the hotel industry in Cyprus. EuroMed Journal of Business.  

Roger, Anthea and Judy Slinn. (1993). Tourism Management of Facilities. 

London Pitman Publishing 

Septayuda, Irwan. (2010). Peranan Hospitality Industry 

DalamPengembanganPariwisata Sumatera Selatan. UniversitasBinaDarma 

Press.  

Riel, Van and Fombrun, C. (2007). Essentials of Corporate Communication, 

Implementing practices for effective reputation management, Routledge, 

New York. 

Zheng, T, Youn, H & Kincaid, C. (2009). An Analysis of Costumer’s E-

Complaints for Luxury Resort Properties. Journal of Hospitality Marketing 

and Management.  


