
79 

 

DAFTAR  PUSTAKA 

 

 

 

Ade Nena Supriatin,. 2010. Analisis Kepuasan Konsumen Berdasarkan Variabel 

Fasilitas, Harga, Dan Citra Perusahaan (Studi Kasus Tmbookstore Depok). 

Jurnal Ekonomi Manajemen  

 

Ghozali, Imam, 2001, Analisis Multivariate SPSS”. Semarang: Badan Penerbit    

Universitas Diponegoro. 

 

Grönroos, Christian, 2004, What Can A Service Logic Offer Marketing Theory, 

Artikel, CERS Center for Relationship Marketing and Service Management 

Hanken Swedish School of Economics Finland 

 

Grönroos, Christian. 2006, Adopting a service logic for marketing, SAGE Publications 

 

Grönroos, Christian. 2011, Value co-creation: Towards a conceptual model :Otago 

Forum-3 – Academic Papers 

 

Holbrook, Morris B., 1999. Consumer Value:A framework for analysis and Research, 

11 New Fetter Lane, London EC4P 4EE 

 

Kotler, Philip dan Armstrong, Gary, 2011, Marketing : An Introduction, Prentice   

Hall 

 

Kotler, Philip dan Keller, Lane, 2002,  Manajemen Pemasaran: Edisi 1.2, Jilid-2. PT. 

Indeks, Jakarta. 

 

Lupiyoadi, Rambat, dan Hamdani 2006, Manajemen Pemasaran Jasa Teori dan 

Praktek, Salemba 4, Jakarta. 

 

Mowen, J.C. dan Minor, M. 2001. Perilaku Konsumen . Jilid II. Alih Bahasa : Dwi 

Kartini Yahya. Jakarta : Erlangga 

 

Nguyen, Nha dan LeBlanc, Gaston, 1998, The mediating role of corporate image on  

customers’ retention decisions: an  investigation in financial Services, 

International Journal of Bank Marketing 16/2 [1998] 52–65 

 

Nimas Laila, 2012, Pengaruh Kualitas Pelayanan, Harga Dan Nilai Pelanggan 

Terhadap Kepuasan Pelanggan Pengguna Jasa Servis Bengkel Ahass 0002 

Semarang Honda Center, Diponegoro Journal Of Social And Politic 

 



80 

 

Oliver, Band, 1999, Membangun Kepuasan Pelanggan, Gramedia Pustaka Utama. 

 

Majalah Otomotif, 2013, majalah tren otomotif tahun 2013 

 

Parasuraman, A., Zeithaml, V.A. and Berry, L.L.(1985), “A conceptual model of 

service quality and its implications for futureresearch”, Journal of Marketing, 

Vol. 49 No. 4, pp. 41-50. 

 

Prasetio, Ari, 2012, Pengaruh Kualitas Pelayanan dan Harga terhadap Kepuasan 

Pelanggan, Management Analyst Journal, Vol 1 No.4 

 

Rachmad Hidayat, 2009, Pengaruh Kualitas Layanan, Kualitas Produk dan Nilai 

Nasabah Terhadap 

 

Rizan, Mohammad, 2011, Pengaruh Kualitas Produk dan Kualitas Pelayanan terhadap 

Kepuasan Pelanggan (Survey Pelanggan Suzuki, Dealer Fatmawati Jakarta 

Selatan,Jurnal Riset Sains Manajemen, Vol 2 No. 1 

 

Sugiyono, 2004, Statistik untuk penelitian. Bandung : Alfabeta. 

 

Sweeney J.C., Soutar G.N. (2001): Consumer perceived value: The development of a 

multiple item scale. Journal of Retailing, Vol. 77, pp. 203-220. 

 

Syafei, M. Yani, 2010, The Influence Of Brand Image And The Authorized Workshop 

Service Delivery To The Customer Value And It’s Impact On The Customer 

Buying Decision (A Survey on MPV Car under 2000 cc at the Authorized 

Workshop of Car Dealers in Bandung), Artikel Program Doktor, Bidang Ilmu 

Ekonomi Manajemen Universitas Padjajaran. 

 

Tjiptono, Fandi, 2011, Pemasaran Jasa. Yogyakarta : Penerbit Andi. 

 

Tjiptono, Fandi. 2004. Prinsip – Prinsip Total Quality Service. Yogyakarta : Andi 

 

Zeithaml, Valarie A, Bitner, Mary Jo, dan Gremler, Dwayne D, 2010, Service 

Marketing Strategy, Wiley International of Strategy, Marketing Strategy,     

Vol. 1 

 

Zhang, Yang, 2009, A Study of Corporate Reputation’s Influence on Customer 

Loyalty Based on PLS-SEM Model, International Business Research, Vol. 2 

No. 3 

 

 


