
DAFTAR PUSTAKA 

 

Allred, A, T dan Addams, H, L, 2000, “Service Quality at Banks and Credit 

Unions : What Do Their Customer Say?”, International Journal of Bank 

Marketing, Vol.18, No2, page 203 

 

Antariksa, Yodhia, 1 Desember 2007, Startegi Dalam Bisnis, www.vibinews.com. 

(15 April 2008) 

 

Asakdiyah, S, 2005, Analisis Hubungan Antara Kualitas Pelayanan dan 

Kepuasan Pelanggan Dalam Pembentukan Intensi Pembelian Konsumen 

Matahari Group Di Daerah Istimewa Yogyakarta, Jurnal Akuntansi & 

Manajemen, No. 2 Vol VVI, hal. 129-140 

 

Azwar, S., 2003, Metode Penelitian, Yogyakarta : Pustaka Pelajar 

 

Bahia, Kamilia dan Nantel, Jacques, 2000, A reliable and valid measurement 

scale for the perceived service quality of banks, International Journal of 

Bank Marketing, No.2, Vol.18, page.84-91. 

 

Bloemer, et,al, 1998, “Investigating Drivers of Bank Loyalty : The Complex 

Relationship Between Image, Service Quality and Satisfaction”,  

International Journal of Bank Marketing, Vol.16, No.7, page 280 

 

Dick, Alan S. & Basu Kunai, 1999,”Customer Loyalty : Toward and Integrated 

Conceptual Framework, ”Journal  of  Academy  of  Marketing  Science,  

p.99-113. 

 

Ferdinand, Augusty Tae, 2000, Manajemen Pemasaran : Sebuah Pendekatan 

Strategik, Research Paper Series – Konsentrasi Manajemen Pemasaran. 

Program Magister Manajemen Universitas Diponegoro. 

 

Griffin, Jill, 1996, Customer Loyalty : How to Earn It, How to Keep It, New York: 

Simon and Chuster, Inc 

 

Hair, J. F., Jr., R. E. Anderson, R. L. Tatham & W. C. Black (1995) Multivariate 

Data Analysis with Readings, Englewood Cliffs, NJ: Prentice Hall. 

 

Hayzer, J and Render, B, 2004 “Operation Management”, 7th  edition, Prentice 

Hall International, Inc, New Jersey. 

http://www.vibinews.com/


 

Irawan, Handi, 2008, Driver-driver Kepuasan Pelanggan, www.reindo.co.id. (15 

April 2008) 

 

Jones, Thomas, and W. Earl Sasser, Jr., 1994, Marketing, Second edition, United 

States of America : Mc. Grow Hill Inc 

 

Kotler, Philip and Gary Amstrong, 1996, Principles of Marketing, Sevent Edition, 

International Edition, Prentice hall, Inc, Englewood Cliffs, New Jersey. 

 

Kotler, Philip & Garry Amstrong, 2000, Dasar-dasar Pemasaran (Principles of 

Marketing), Prentice Hall Inc. 

 

Lassar, W, M., Manolis, Chris, Winsor, Robert, D., Service quality perspectives 

and Satisfaction in Private Banking, The International Journal of bank 

Marketing, Bradford, 2000, Vol.18, Iss.4, page 181 

 

Monfort, K.V., Masurel, E., Rijn, I.V., 2000, Service Satisfaction : An Empirical 

Analysis of Consumer Satisfaction in Financial Service, The Service 

Industries Journal, Vol.20 No. 3 

 

Mowen, John, C., Minor Michael, 2002, Perilaku Organisasi, Jakarta : Penerbit 

Erlangga  

 

Oliver, RL, 1997, “ A Cognitive Model of The Antecedents and Consequences of 

Satisfaction Decisions”, Journal of Marketing Research,, vol. 17, No.4, 

Nopember, p.460-469 

 

Olson, Peter, 1993, Consumer Behavior and Marketing Strategy, Third Edition, 

Richard D. Irwan Inc, Boston,  

 

Parasuraman, A, Berry,LL dan Zeithamil, VA, 1990,”An Empirical Examination 

Of Relationships In An Extended Servicequality Model“ Report, No.90-

122, Marketing Sciences Institute, Camberige, MA. 

 

Rangkuti, Freddy, 2002, Measuring Consumer Satisfaction : Gaining Customer 

Relation Strategy, Jakarta : PT. Gramedia Pustaka Utama. 

 

Rinella, Putri, 21 Januari 2008, Customer Intimacy sebagai Keunggulan 

Kompetitif, www.vibinews.com. (15 April 2008) 

http://www.reindo.co.id/


 

Sentana, Aso, 2006, Exxelent Service & Customer Satisfaction, Jakarta: PT. 

Media Elex Komputindo 

 

Subroto, B., Nasution, D. S., 2001, Pengukuran Tingkat Kepuasan Pelanggan : 

Studi Kasus di Perusahaan Penerbangan X, Usahawan No. 03 Th. XXX 

Maret 

 

Tjiptono, F., 2000, Strategi Pemasaran, Yogyakarta, Penerbit Andi 

 

Yavas, et,al., 1997, “Service Quality in the Banking Sector in an Emerging 

Economy : A Consumer Survey”, International Journal of Bank Marketing, 

Vol.15 No.6, page 218 

 

Yuliarti, Ermina, 2008, Kualitas Pelayanan Perbankan Indonesia Menurun, 

www.antara.co.id. (15 April 2008) 

 

Yuswohadi, 2008, Inovasi Dunia Industri, www.vibinews.com (15 April 2008). 

 

http://www.antara.co.id/

