67

DAFTAR PUSTAKA

Gaspersz, V. 2002, Manajemen Kualitas dalam Industri Jasa, Jakarta,
Gramedia: Pustaka Utama.

Hwang, S. 2008. A Model of Perceived Service Quality, Price, Overall
Customer Satisfaction, and Revisit Intentions and Differences Between
Casual and Serious Golfers, Dissertation Submitted to the Graduate
Faculty of The University of Georgia

Irawan, H. 2003. Prinsip Kepuasan Pelanggan. Jakarta: Elex Media
Komputindo

Kotler, P. 2007. Manajemen Pemasaran Jilid | dan 2 (Terjemahan), Jakarta:
Prenhallindo.

Lien, et al., 2011. Investigating the Relationships among E-Service Quality,
Perceived Value, Satisfaction, and Behavioral Intentions in Taiwanese
Online Shopping, Asia Pacific Management Review 16(3) (2011) 211-
223.

Mukhsalmina dan Jeluddin D. 2014. Analisa Tingkat Pelayanan Bus Dengan
Metode Importance Performance Analysis (Studi Kasus : Bus
Kurniadan Bus PMTOH), Jurnal Universitas Sumatera Utara Vol 3,
No 1 (2014)

Rahayu, S. 2005. SPSS Versi 12.00 Dalam Riset Pemasaran, Bandung:
CV.ALFABETA.

Rangkuti, F. 2006, Measuring Custemer Satifaction. Teknik Mungukur dan
Strategi Meningkatkan Kepuasan Pelanggan, Jakarta: Gramedia
Pustaka Utama

Santoso, S. 2005. Menguasai Statistik di Era Informasi SPSS 16.0., Jakarta:
Elek Media Komputindo

Tyrrell, T.J. and Mark J.O0. 2004. Importance-Performance Analysis: Some
Recommendations from an Economic Planning Perspective, Tourism
Analysis, Volume 9, Number 2, 2004, pp. 63-76.

Supranto, J. 2001, Pengukuran Tingkat Kepuasan pelanggan Untuk
MenaikkanPangsa Pasar, Jakarta: Rineke Cipta

Tjiptono, F. 2006. Manajemen Jasa, Yogyakarta: Penerbit Andy



68

Yu C.H., Hsiu C.C., Gow L.H. 2006, A Study of Service Quality, Customer
Satisfaction and Loyalty in Taiwanese Leisure Industry. The Journal of
American Academy of Business, Cambrige. VVol.9. Num.1



