
 

59 

DAFTAR REFERENSI 
 
 
 
Asubonteng, P. Mccleary, K.J., & Swan, J.E., “SERVQUAL revisited: a critical 

review: of service quality”, The Journal of Service Marketing 10 (6), 62-
81. 

 
Band, William, A, 1991, CreatingValue for Customers, John Wiley and Sons Inc. 
 
Ferdinand A, 2004, Structural Equation Modelling Dalam Penelitian 

Manajemen, Semarang : Badan Penerbit Universitas Diponegoro. 
 
Gasperz, V, (1997), Manajemen Kualitas: Penerapan Konsep-Konsep Kualitas 

dalam Manajemen Bisnis Total, Penerbit PT Gramedia Pustaka Utama, 
Jakarta. 

 
Gujarati, Damodar, (1995), Basic Econometrika, PT. Gramedia Jakarta 
 
Hair, J.F.,Jr.,R.E. Anderson, R.L., Tatham & W.C. Black, (1995), Multivariate 

Data Analysis With Readings, Englewood Cliffs, NJ: Prentice Hall. 
 
Harjadi, Dikdik dan Dewi Fatmasari, (2008), “Word of mouth (WoM) 

communication sebagai alternatif kreatif dalam komunikasi pemasaran,” 
Equilibrium 

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

Utama. 
 
Imam Ghozali,  Aplikasi Analisis Multivariate Dengan Program SPSS, Badan 

Penerbit UNDIP, Semarang, 2005. 
 
Indriantoro dan Bambang Supomo, 1999, Metodelogi Penelitian Manajemen, 

Jakarta, PT. Gramedia Pustaka Utama. 
 
Katz Rayna, (2007), “Price Rising in 2008: Planners Beware,” Succesfull Meeting 
 
Kotler, Philip, (2000), Manajemen Pemasaran, PT. Gramedia Pustaka Utama 
 
Kraajewski, L.J. and Ritzman, L.P, (1996), Operations Management: Strategy 

and Analysis, Fourth Edition, Addison-Wesley publishing Company: 
Massachusetts. 

 
Li, Tiger, Roger J Calantone, 1998, The Impact of Market Knowledge Competence 

on New Product Advantage: Conceptualization and Empirical Examination, 
Journal of Marketing, Vol. 62, Oktober, p. 13-29 



 

60 

 
 
 
Liu, Mathew Tingchi, dan James L Brock, 2005, “Redemption Behavior for Credit 

Card Reward Programs in China,” International Journal of Bank 
Marketing 

 
Mas’ud, Fuad, (2007), Survei Diagnosis, Penerbit Undip. 
 
Mital, Vikas, William T. Ross and Patrick M Baldasare, 1998, “The Asymetric 

Impact of Negative and Positive Attribute Level Performance on Overall 
Satisfaction and Repurchase Intentions,” Journal of Marketing, 
vol.62,pp.33-47. 

 
Oetting, Martin dan Frank Jacob, (2010), “Empowerd involvement and word of 

mouth: conceptual model and first empirical evidence,” Journal of 
Marketing Trends 

 
Oliver, Richard L., 1997, Satisfaction: A. Behavioral Perspective on The 

Consumer, McGraw-Hill: New York 
 
Parasuraman, A., Berry, L.L., and Zeithaml, A.V., (1985), “ A Conceptual Model 

of Service Quality and Its Service Quality and Its Implication  for 
Future Research, “ in B.M. Enis, K.K. Cox, and M.P. Mokwa (Eds), 
Marketing Classics: A Selections of Influential Articles, 8th Ed., Engewood, 
Cliffs, NJ: Prentice Hall International, Inc. 

 
-------- (1988), “SERQUAL: A Multiple Item Scale for Measuring Consumer 

Perceptions of Service Quality”, Journal of Retailing, Vol. 64, No. 1, 
Spring, 12-40. 

 
-------- (1990), Delivery Quality Service: Balancing Customer Perceptions and 

Expectation, New York: The Free Press Adivision of Macmillan, Inc. 
 
Parasuraman. A., Zeithaml, V.A. and Berry, L.L, (1994), “Reassessment of 

Expectations as a Comparison Standar in Measuring Service Quality: 
Implication for Further Research, “Journal of Marketing, January (58): 
111-124. 

 
Roland, Ross and Patrick Desmet, 2008, “The Asymetric Impact of Negative and 

Positive Attribute Level Performance on Overall Satisfaction and 
Repurchase Intentions,” Journal of Marketing, vol.62,pp.33-47. 

 
Sconberger, J.R. dan Knod, M.E, (1997), Operations Management Customer 

Fokused Principles, Sixth Edition, IRWIN, Chicago. 
 



 

61 

Shibin Sheng, Andrew M Parker, dan Kent Nakamoto, (2007), The Effects of Price 
Discount and Product Complementarity on Cunsumer Evaluations of Bundle 
Components,” Jounal of Marketing Theory and Practice, Vol. 15, No.1 

 
Selnes, Fred, 1993, “An Examination of the Effect of Product Performance on 

Brand Reputation, Satisfaction and Loyalty,” European Journal of 
Marketing 27 (9), 19-35 

 
Sunter, James, 1993, “A Framework for Market Based Organizational Learning : 

Linking Values, Knowledge, and Behavior”, Journal of the Academy of 
Marketing Science, Vol.25, no.4, p.305-318 

 
 
Taff, J Steven dan Sanford Weisberg, (2007), “Compensated Short Term 

Conservation Restrictions May Reduce Sale Prices,” The Appraisal 
Journal. 

 
Taguchi, G, (1987), System of Experimental Design, (Vol. 1-2),  UNIPUB/Kraus 

International Publication, N.Y: White Plains. 
 
Tjiptono, F,(1997), Total Service Quality, Yogyakarta: Andi Offset. 
 
Van Trijp; Georgr; Zheng, YS dan HO, TH, (1996), “Setting Customer Expectation 

in Service Delivery: An Integrated Marketing-Operations Perspective,” 
 
Voss, Chriss, dan Arnold Giroud, 2000, Customer Benefits and Company 

Consequens of Customer Salesperson Relationship in Retailing, Journal of 
Personal and Sales Management. 

 
Yusoff, A, 1995 Desight and Marketing of New Products, Prentice Hall Inc 
 
Zeithaml, Valerie A, 1987, “Defining and Relaying Price, Perceived Quality, and 

Perceived Value,” Marketing Science, Institute, Cambridge, MA Report 
No.87-101 

 
 
 
 
 
 
 
 
 
 
 
 


