
74 

 

DAFTAR PUSTAKA 

 

Akao, Y. 1990.  Quality Function Deployment: Integrating Customer 

Requirements into Product Design. Translated by Glenn H. Mazur. 

Productivity Press. 

Arikunto, S. 2002. Prosedur Penelitian, Suatu Pendekatan Praktek. Jakarta: PT. 

Rineka Cipta. 

Angelova, B., & Zekiri, J. 2011. Measuring Customer Satisfaction with Service 

Quality Using American Customer Satisfaction Model (ACSI Model). 

International Journal of Academic Research in Business and Social 

Sciences, 1(3), 232-258. 

Azwar, Saifuddin . 2002. Reliabilitas dan Validitas, Edisi 4. 

Yogyakarta: Pustaka Pelajar. 

Chen, Kee-Kuo., Chang, Ching-Ter., Lai, Cheng-Sheng. 2009.Service Quality 

Gaps of Business Customers in The Shipping Industry. Transportation 

Research, Part E 45, 222-237. 

Cohen, L. 1995. Quality Function Deployment : How to Make QFD Work for 

You.  United States of America: Addison Wisley Publishing. 

Deming, W.E. 1986. Out of the Crisis. Massachusetts: Massachusetts Institute of 

Technology.  

Engel, J.F., Blackwell, R.D. and Miniard, P.W. 1990. Consumer Behavior, Edisi 

6. Chicago: The Dryden Press. 

Gaspersz, Vincent. 2005. Total Quality Management. Jakarta: PT. Gramedia. 

Pustaka. 

Groth-Marnat. 2008. Pengetesan dan Pemeriksaan Psikologi, Jilid 1. Jakarta: PT 

Indeks. 

ISO 8402: 1986. Quality vocabulary. Geneva: International Organisation for 

Standardization. 

Juran. Joseph M. 1995. Juran on Quality By Design. DiteIjemahkan oleh 

Bambang Hartono:Perancang Mutu. Jakarta: Pustaka Binaman Pressindo. 

Kotler, Philip. 1994. Marketing management: Analysis, Planing, 

Implementation. New Jersey: Prentice Hall, Inc. 

Kotler, Phillip. 2009. Manajemen Pemasaran, Edisi 13. Jakarta: Erlangga. 

Kotler dan Keller. 2012. Marketing Management, Edisi 14. New Jersey: Pearson 

Prentice Hall. 

Lovelock, Cistopher. 1992. Managing Service : Marketing, Operation and 

Human Resource. New Jersey : Prentice-Hall International, inc. 

Lupiyoadi , Rambat. 2001. Manajemen Pemasaran Jasa. Jakarta : PT. Salemba 

Empat. 

Moroney, M.J., 1977. Facts From Figures. Penguin Books. 

Maruvada, D.P., dan Bellamkonda, R.S. 2010. Analyzing The Passanger Service 

Quality of The Indian Reilways Using Railqual : Examining The 

Applicability of Fuzzy Logic.  International Journal of Innovation, 

Management and Technology. 5(2): 478-482. 

Oakland, J.S., 1995. Total QualityManagement. Oxford:Butterworth-Heinemann. 

Parasuraman, A. 1990. Delivering Quality Service. New york: The Free Press. 



75 

 

Urban, Glen L. dan John R. Hauser. 1993. Design and Marketing of New 

Product, Second Edition. New Jersey:Prentice-Hall Inc. 

Santoso, Singgih. 2002. Konsep dan Aplikasi dengan SPSS. Jakarta: 

PT.Gramedia Pustaka Utama. 

Revelle., Frigon., dan Jackson. 1995. Fro Concept to Customer: The Practical 

Guide to Integrated Product and Process Development, and Bussiness 

Process Rengineering.New York: Van Nostrand Reindhold. 

Sekaran, Uma. 2000. Metodelogi Penelitian. Yogyakarta: Salemba Empat. 

Sugiyono. 2010. Metode Penelitian Kuantitatif Kualitatif & RND. Bandung: 

Alfabeta. 

Tjiptono, Fandy. 1996. Manajemen Jasa. Yogyakarta: Penerbit Andi. 

Tjiptono, Fandy. 2006. Pemasaran Jasa. Malang: Banyumedia Publishing. 

Tjiptono, Fandy. 2008. Strategi Pemasaran. Yogyakarta: Penerbit Andi. 

Umar, Husein. 2006. Riset Pemasaran Dan Perilaku Konsumen. Jakarta: PT. 

Gramedia. 

Walpole, Ronald E. 1995. Pengantar Statistika, Edisi ke-3. Jakarta: PT. 

Gramedia. 
 

 


