
82

DAFTAR PUSTAKA

Davenport, Thomas H; David W De Long; dan Michael C Beers, (1997),
“Building succesfull knowledge management projects,” Working Papper

Ferdinand, Augusty (2002), Structural Equation Modelling Dalam Penelitian
Manajemen, Badan Penerbit Universitas Diponegoro, Semarang Ferdinand,
Augusty (2002), Structural Equation Modelling Dalam Penelitian
Manajemen, Badan Penerbit Universitas Diponegoro, Semarang

Ferdinand, Augusty, (1999), Strategic Pathways Toward Sustainable Competitive
Advantage, Unpublished DBA Thesis, Southern Cross, Lismore, Australia.

Hair (1995), Multivariate Data Analysis, Englewood Cliffs, New Jerseys.

Hall, Jeremy; Jonathan Sapsed; dan Kelly William, (2012), ”Barriers and
facilitators to knowledge capture and transfer in project based firms,”
University of Calgary

Hendricks, K. Et. All 2004. The Balance Scorecard : To adopt or not to adopt.
Invey Business Journal.

Hincu, Daniela; dan Luban Florica, (2012), ”On some issues about knowledge
management system implementation,” The Bucarest Academy of Economic
Studies

Husein Umar, 1999, Riset Manajemen Strategik, Jakarta, PT. Gramedia Pustaka
Utama

Hong, Paul; Yong Won Park; dan Suk Bong Choi, (2012), “Achieving knowledge
management excellent for competitive advantage: research model for small
and medium enterprises,” University of Toledo

Jonghyeok Kim, Euiho Suh, dan Hyunseok Hwang, (2003), A Model For
Evaluating The Effectiveness of CRM Using The Balanced Scorecard,
Journal of Interactive Marketing, Vol.17, No.2, Spring, 2003, pp. 15-29



83

Kakabadse, Nada K; Alexander Kouzmin; dan Andrew Kakabadse, (2001), “From
tacit knowledge to knowledge management: Levering invisible assets,”
Knowledge and process management

Kaplan, Robert S., Norton, David, and P, (1996), The Balance Scorecard
Measures that Drive Performance. Harvard Business Review, (January-
February 1992), pp. 71-79

Lindgren, Adam, (2004), The Design, Implementation and Monitoring of a CRM
Programme: A Case Study, Marketing Intellegance and Planning, Vol.22,
No.2, pp.160-186

Lindgreen, Adam dan Michael Antioco, (2005), Customer relationship
management: The Case of A European Bank, Marketing Intellegance and
Planning, Vol. 23, No. 2, pp.136-154

Luneborg, Johannes Liebach; Nielsen, Jorn Flohr, (2003), Customer Focused
Technology and Perfoemance in Small and Large Banks, European
Manajement Journal, Vol 21, Iss, 2, pp. 301-322

Matthews, Judy dan Arthur Shulman, (2005), “Competitive advantage in public
sector organization: explaining the public good/sustainable competitive
advantage paradox,” Journal of Bussiness Research

Menon, Anil, et al (1999), “Anticedents and Consequencess of Marketing
Strategy Making: A Model and a test,” Journal of Marketing, Vol.63,
(April), pp.18-40.

Norusis N, P. 1994, SPSS for  Windows : Base System Users's Guide. Michigan
Avenue Chicago,USA.

O’Donnell, Sue and Moore, Chris, (2001), Implementing of CRM Strategies,
Price Water House Coopers report, (February 2001), pp. 1-25

Pelham, Alfred M(1997), “Mediating Influencess on The Relationship Between
Market Orientation and Profitability in Small Industrial Firms,” Journal
of Marketing Theory and Practice, Summer, 1997, pp.55-67

Porter, Michael E, (2001). Keunggulan bersaing, PT. Gramedia Jakarta



84

Porter, Michael E dan Mark R Kramer, (2002), “The competitive advantage of
corporate philanthropy,” Harvard Bussiness Review

Robbins, Stephen P, 1996, Organizational Behaviour Concept, Controversiest,
Applications, Prentice Hall. Inc, Englewoods Cliffs

Sheth, Jadish, N.;Sisodia, Rajendra, S,:Shrma, Arun, (2000), The Antecedent and
Concequences of Customer-Centric Marketing Journal of Academy Science,
Vol.28,No.1 (2000), pp. 55-66

Singgih, Santoso, (2000),  SPSS ( Statistical Product and Service Solutions).
Penerbit PT. Elex Media Komputindo-Kelompok Gramedia .Jakarta.

Suhartini, (2007). Pengaruh Penerapan terhadap Kinerja manajerial pada PT.
Pertamina.

Tabachnick, B.G & Fidell, L.S. (1996), Using Multivariate Statistics (3rd ed),
New York : Harpercollins Collage Publisher.

Werner, Reinartz; Kraft, Manfred; Hoyer, Wayne, D, (2004), The Customer
Relatiuonship Manajement Process: Its Measurement and Impact on
Performance, Journal of Marketing Research, Vol.41, Iss: 3, pp. 181-199


