DAFTAR REFERENSI

Achmad, Hardiman, 2003, “Rumah Sakit Indonesia Belum Siap Bersaing”, Melalui
http://www.kompas.com/kompas-cetakr/0412/22/humanioral455383 html-4k. (4/21/04)

Andreani, Fransisca, 2007, “Experiential Marketing”, Jurnal Manajemen Pemasaran ,Vol. 2
No. 1, pp. 1-8

Andreassen, Tor Wallin and Bodil Lindestad, 1998, “The Impact of Corporate Image on Quality,
Customer Satisfaction and Loyalty for Customers with Varying degrees of Service
Expertise”, International Journal of Service Industry Management ,Vol. 9 No. 1, pp.
7-23

Arikunto, Suharsimi, 1998, Prosedur Penelitian Suatu Pendekatan Praktik, Rineka Cipta,
Jakarta

Assael, Henry, 1992, Consumer Behavior and Marketing Action, Boston: PWS-KENT
Publishing Company: 194-221
Azwar, Azrul, 1995, Menjaga Mutu Pelayanan Kesehatan, Pustaka Sinar Harapan, Jakarta

Belanger, Charles, Joan Mount and Mathew Wilson, 2002, “Institutional Image and Retention”,
Tertiary Education and Management, Vol. 8, pp. 217-230

Bhattacharya, Arpita, Prema Meno, Vipin Koushal and Rao, 2003, “Study Patient Satisfaction in
a Tertiary Referral Hospital”, Journal of the Academy of Hospital Administration, Vol.
15, No. 1, pp. 29-32

Block, Dale J, 2006. Healthcare Outcomes Management: Strategies for Planning and
Evaluation, Jones and Bartlett Publisher

Bloemer, Josee and Gaby Odekerken-Schroder, 2002, “Store Satisfaction and Store Loyalty
Expalained by Customer and Store Related Factors”, Journal of Customer Satisfaction,
Dissatisfaction and Complaining Behavior, Vol. 15, pp. 68-83

Boy, S Sabarguna, 2004, Pemasaran Rumah Sakit, Yogyakarta, Konsorsium RSI: 1-21

Buchari Alma, 2005, Manajemen Pemasaran dan Pemasaran Jasa, Bandung, Alfabeta: 370-
385

Carman, James M, 2000, “Theoretical Papers : Patient Perception of Service Quality : Combining
the Dimensions”, Journal of Management in Medicine, Vol. 14, pp. 339-356


http://www.kompas.com/kompas-cetakr/0412/22/humaniora1455383

Chen, Yungkun, Chen, Chia-You, Hsieh, Tsuifang, 2007, “A Study of the Correlations Between
Consumption Experience, Customer Satisfaction, Brand Image and Behavior Intention of
Motels in Tiwan”, The Journal of Global Business Management, Vol. 3, No. 1

Cooper, Philip D, 1994, Health Care Marketing: A Foundation For Managed Quality,
Gaithersburg, Maryland: Aspen Publisher, Inc.: 1-331

Eriksson, K dan Lofmarck, Vaghult, 2000, “Customer Retention, Purchasing Behavior and
Relationship Substance in Professional Services”, Industrial Marketing Management,
Vol. 29, No. 4, pp. 363-372

Ferdinand, Augusty, 2000, Manajemen Pemasaran: Sebuah Pendekatan Stratejik, Research
Paper Series-Konsentrasi Manajemen Pemasaran, Magister Manajemen Undip,
Semarang

-------- , 2005, Structural Equation Modelling dalam Penelitian Manajemen, Badan Penerbit
Universitas Diponegoro, Semarang.

Finley, Veronda M, 2001, Patient Satisfaction in Managed Care, Department of Public
Administration University of Nevada, Las Vegas (March 25), http://www.indonusa-
ac.id/pdf5 acade med-/writing/publichealth/ FAHPHOOIO.pdf [4/21/04]

Fitzsimmons, J A and Fitzsimmons, M J, 1998, Service Management: Operations, Strategy,
and Information Technology, Irwin/McGraw-Hill, Boston

Garbarino, Ellen and Mark, S Johnson, 1999, “The Different Roles of Satisfaction, Trust, and
Commitment in Customer Relationship”, Journal of Service Marketing, Vol. 63, pp. 70-
87

Gerpott, T, Rams, W dan Schindler, A, 2001, “Customer Retention, Loyalty, and Satisfaction in
the German Mobile Cellular Telecomunications Market”, Telecommunications Policy,
Vol. 25, No. 4, pp. 249-269

Goncalves, Karen P, 1998, Service Marketing A Strategy Approach, Upper Saddle River New
Jersey: Prentice Hall: 1-80

Hallowell, R, 1996, “The Relationships of Customer Satisfaction, Customer Loyalty and
Profitability, An Empirical Study”, International Journal of Service Industry
Management, VVol. 7, No. 4, pp. 27-42

Hansemark, Ove C and Albinsson, Marie, 2004, “Customer Satisfaction and Retention: The
Experiences of Individual Employees”, Managing Service Quality, Vol. 14, No. 1, pp.
40-57

Hair, Joseph F, Ralph E Anderson, Ronald L Tatham, and William C Black ,1998, Multivariate
Data Analysis, 5th ed Upper Saddle River, NJ: Prentice Hall


http://www.indonusa-ac.id/pdf5%20acade%20med-/writing/publichealth/FAHPHOOIO.pdf
http://www.indonusa-ac.id/pdf5%20acade%20med-/writing/publichealth/FAHPHOOIO.pdf

Helgesen, @ yvind and Nesset, Erik, 2007, “Images, Satisfaction and Antecedents: Drivers of
Student Loyalty? A Case Study of Norwegian University College”, Corporate Reputation
Review, Vol. 10, No. 1, pp. 38-59

Hennig-Thurau, Thorsten, 2004, “Customer Orientation of Service Employees: Its Impact on
Customer Satisfaction, Commitment, and Retention”, International journal of Service
Industry Management, Vol. 15, No. 5, pp. 460-478

Hurley, Teresa, 2004, “Managing Customer Retention in The Health and Fitness Industry: A Case
of Neglect”, Irish Marketing Review, Vol. 17 No. %2 ABI/INFORM Global

Irawan, H, 2002, 10 Prinsip Kepuasan Pelanggan, Elex Media Komputindo, Jakarta
Jefkins, Frank, 1992, Public Relation, terjemahan Haris Munandar, Jakarta, Erlangga pp. 9-33

Kassim, Norizan M and Souiden, Nizar, 2007, “Customer Retention measurement in the UAE
Banking Sector”, Journal of Financial Services Marketing, VVol. 11, No. 3, pp. 217-228

Keiningham, Timothy L., Cooil, Bruce, Aksoy, Lerzan, Andreassen, Tor W., Weiner, Jay, 2007,
“The Value Of Different Customer Satisfaction And Loyalty Metrics In Predicting
Customer Retention, Recommendation, And Share-Of-Wallet”, Managing Service
Quiality, Vol. 17, No. 4, pp. 361-384

Keller, K L, 1993, “Conceptualizing, Measuring, and Managing Customer-Based Brand Equity”,
Journal of Marketing, Vol. 57, January, pp. 1-22

Keputusan Menteri Kesehatan RI No. 983 tahun 1992.

Kolodinsky, 1999, “Consumer Satisfaction with A Managed Health Care Plan”, The Journal of
Consumer Affairs, Vol. 33, pp. 223-235

Kotler, Philip, 1997, Marketing Management : Analysis, Planning, Implementation, and
Control, 9" Edition, Prentice Hall Inc, New Jersey

------- , Phillip, 2003, Marketing Management, Engelwood Cliffs: Prentice Hall International Inc.
A Division of Simoon and Scuster: 65-451

Kurt, David L. and Kenneth, Clow, 1998, Service Marketing, Singapore, John Wiley & Sons,
Inc: 24-30

Leblanc, Gaston and Nha, Nguyen, 1996, “Cues Used by Customers Evaluating Corporate Image
in Service Firm: An Empirical Study in Fnancial Institution”, Corporate
Communication: An International Journal, Vol. 2, pp. 30-38



Lehtinen, Uolevi and Jarmo Lehtinen, 1982, Service Quality: A Study of Quality: A Study of
Quality Dimensions, Unpublished Working Paper, Service Management Institute,
Helsinki, Findland

Liu, Tsung-Chi and Wu, Li-Wei, 2007, “Customer Retention and Cross Buying in the
BankingblIndustry: An Integration of Service Attributes, Satisfaction and trust”, Journal
of Financial Service Management, Vol. 12, No. 2, pp. 132-145

Lukasyanti, Dewi, 2006, Pengaruh Kualitas Pelayanan terhadap keputusan Menggunakan
jasa pada rumah sakit umum Daerah kraton kabupaten pekalongan, Tesis

Lupiyoadi, Rambat, 2001, Manajemen Pemasaran Jasa Teori dan Praktik, Salemba Empat,
Jakarta

Mauludin, Hanif, 2001, “Analisis Kualitas Pelayanan, Pengaruhnya Terhadap Image: Studi Pada
Penderita Rawat Inap RSUD. DR. R. Koesma Tuban”, Jurnal Penelitian Akuntansi,
Bisnis dan Manajemen, Vol. 7, No. 1, April, pp. 37-51

Mercier, Stace and Joyce Fikes, 1998, “Factor to Consider in the Delivery of Quality Service by
Hospitals”, Hospital Materiel Management Quarterly, Vol. 19, pp. 35-43

Moleong, L J, 2000, Metode Penelitian Kualitatif, Remaja Rosdakarya, Bandung

Mujiharjo, Bagyo, 2006, “Analisis Faktor-faktor yang Mempengaruhi Kepuasan Pelanggan dan
Pengaruhnya Terhadap Loyalitas Pelanggan”, Jurnal Sains Pemasaran Indonesia, Vol.
5, No. 2, Hal. 193-210

Muninjaya, Gede, 2004, “Sanglah Hospital Customer Satisfaction Survey”, JIMPK, Vol. 7, No. 3

Nguyen, Nha, and LeBlanc, Gaston, 2001, “Image and Reputation of Higher Education Institution
in Students’ Retention”, The International Journal of Educational Management, Vol.
15, No. 6/7, pp. 303

--------- , 2002, “Contact Personnel, Physical Environment and Perceived Corporate Image of
Intangible Services by New Clients”, International Journal of Service Industry
Management, Vol. 13, pp. 242-262

Oliver, R L, 1997, Satisfaction: A Behavioral Perspective on The Customer, Irwin/ McGraw-
Hill, NewYork, NY

Oropesa, Salvador, Nancys Landale and Cristina, 2002, “Structure, Process, and Satisfaction with
Obstetticians: An Analysis of Mainlad Puerto Ricans”, Medical Care Research and
Review, Vol. 59, pp. 412-440

Oxford Dictionary, tahun 1944



Parasuraman. A, Zeithalm V A, Malhotra A, 2005, “ESQUAL A multiple Item Scale for
Accessing Service Quality”, Journal of Service Research, Vol. 7

---------- , Leonard L. Berry, 1985, “A Conceptual Model of Service Quality and Its Implications
for Future Research”, Journal of Marketing, Vol. 49 (Fall), pp. 41-50

---------- , Zeithaml and Berry, 1998, “Communication and Control Processes in the Delivery of
Service Quality”, Journal of Marketing, Vol. 52, pp. 35-48

---------- , Berry and Zeithaml, 1990, “Guidelines for Conducting Service Quality Research”,
Marketing Research, Vol. 6, No. 2, pp. 34-44

Pizam, Abraham and Ellis, Taylor, 1999, “Customer Satisfaction and Its Measurement in
Hospitality Enterprises”, International Journal of Contemporary Hospitalty Management,
Vol. 11, No. 7

Pratiwi, Indah dan Edi Prayitno, 2005, “Analisis Kepuasan Konsumen Berdasarkan Tingkat
Pelayanan dan Harga Kamar Menggunakan Aplikasi Fuzzy dengan Matlab 3.5”, Jurnal
IImiah Teknik Industri, VVol. 4, No. 2, Hal. 66-77

Primalita, Ratni, 2005, Analisis Pengaruh Physical Support dan Contact Personnel terhadap
Citra Rumah Sakit untuk Meningkatkan Kepercayaan Pasien, Tesis

Ranaweera, Chatura and Prabhu Jaideep, 2003, “The Influence of Satisfaction, Trust, and
Switching Barriers on Customer Retention”, International Journal of Service Industry
Management, Vol. 14, %, pp. 374

Riordan, Christine, Robert, D Gatewood and Jodi Barnes Bill, 1997, “Corporate Image: Employee
Reaction and Implications for Managing Corporate Social Performance”, Journal of
Business Ethics, Vol. 16, pp. 401-412

Ristrini, 2005, “Perubahan Paradigma Jasa Pelayanan Kesehatan Rumah Sakit dan Rekomendasi
Kebijakan Strategis bagi Pimpinan”, JIMPK, Vol. 08, No. 01, Hal. 1-9

Safakli, Okan Veli, 2007, “Testing SERVQUAL Dimensions on the Commercial Bank Sector of
Northern Cyprus”, Financial Theory and Practice, Vol. 31, Iss. 2, Hal. 185-201

Samosir, Zurni Zahara, 2005, “Pengaruh Kualitas Layanan Terhadap Kepuasan Mahasiswa
Menggunakan Perpustakaan USU”, Jurnal Studi Kepustakaan dan Informasi, Vol. 1,
No. 1, Hal. 28-36

Schimit, 1999, Experiential Marketing,
http://pioneer.netserv.chula.ac~ckieatvi/Fathom_Exp_Marketing.htm

Sekaran, Uma, 2000, Research Methods for Business: A Skill Building Approach, Singapore,
John Wiley & Sons, Inc,: 1-415



Shafie, Shahrie, Wan Nursofiza Wan Azmi dan Sudin Haron, 2004, “Adopting and Measuring
Customer Service Quality in Islamic Banks : A Case Study of Bank Islam Malaysia
Berhad”, Journal of Muamalat and Islamic Finance Research, Vol. 1, No. 1

Sivadas, Eugene dan Jamie L Baker-Prewitt, 2000, “An Examination of the Relationship Between
Service Quality, Customer Satisfaction, and Store Loyalty”, International Journal of
Retail & Distribution Management, Vol. 28, Iss. 2, pp. 73

Soedarmono, S, Ali Alkatiri dan Emil Ibrahim, 2000, Reformasi Perumahsakitan Indonesia,
Jakarta: Bagian Penyusunan Program dan Laporan Ditjen Pelayanan Medik Depkes RI: 3-
337

Stavins and Fache, 2004, “Developing Employee Participation in the Patient Satisfaction Process”,
Journal of Healthcare Management, Vol. 49, pp. 135-139

Stauss, B, Chojnacki, K, Decker, A, And Hoffman, F, 2001, “Retention Effect Of A Customer
Club”, International Journal Of Service Industry Management, Vol. 12, No. 1, pp. 7-
19

Stewart, Scott lan, 2001, Customer Satisfaction in the Metropolitan Ambulance Service,
Thesis, Faculty of Bussiness and Law, Victoria University of Technology

Sulastomo, 2000, Manajemen Kesehatan, Jakarta, Gramedia: 117-175

Supranto, J, 2000, Metode Riset Aplikasinya dalam Pemasaran, Rineka Cipta, Jakarta

Suryawati, Chriswandani, Dharminto, Shaluhiyah, Zahroh, 2006, “Penyususnan Indikator
Kepuasan Pasien Rawat Inap Rumah Sakit di Provinsi Jawa Tengah”, Manajemen
Pelayanan Kesehatan, Vol. 09, No. 04, hal. 177-184

Tam, Jackie L M, 2007, “Linking Quality Improvement with Patient Satisfaction in Study of
Health Service Centre”, Marketing Inteligence and Planning, Vol. 25, No. 7, pp. 732-
745

Tasunar, Nanang, 2006, “Kualitas Pelayanan Sebagai Strategi Menciptakan Kepuasan pada
Pangkalan Pendaratan Ikan (PP1) Morodemak”, Jurnal Sains Pemasaran Indonesia, Vol.
V, No. 1, Hal. 41-62

Tjandra, Y A, 2003, Manajemen Administrasi Rumah Sakit, Jakarta, Universitas Indonesia:
169-241

Tjiptono, F, 2000, Manajemen Jasa, Andi Offset, Yogyakarta

Tjokorda, Mahadewa, 2004, Menekan Malpraktik Tidak Sering Terjadi, Pikiran Rakyat 3
Desember, hal. 1-16



Trisnantoro, Laksono, 2005, Aspek Strategis Manajemen Rumah Sakit, antara Misi Sosial dan
Tekanan Pasar, Yogyakarta, Andi Offset: 1-359

---------- , 1996, Manajemen Jasa, Andi Offset, Yogyakarta

Van Der Bij, J D And JMH Visser, 1999, “Monitoring Health-care Process: A Framework for

Performance Indicator”, International Journal Health Care Quality, Vol. 12, pp. 214-
222

Vinagre, Maria Helena and Neves, José, 2008, “The Influence of Service Quality and Patients’
Emotions On Satisfaction”, International Journal of Health Care Quality Assurance,
Vol. 21, No. 1, pp. 87-103

Weiweli, Tang, 2007, “Impact of Corporate Image and Corporate Reputation on Customer Loyalty:
A Review”, Management Science and Engineering, Vol. 1, No. 2

Zeithaml, Valerie A and Mary Jo Bitner, 2000, Service Marketing, Singapore: McGraw-Hill
Companies Inc.: 3-287

Zineldin, M, 2000, “Total Relationship Management (TRM) and Total Quality Management
(TQM)”, Management Auditing Journal, Vol. 12, No. 1-2

Zineldin, Mosad, 2006, “The Quality of Health Care and Patient Satisfaction”, International
Journal of Health care Quality Assurance, Vol. 19, No. 1, pp. 60

http://pioneer.netserv.chula.ac.th/~ckieatvi/Fathom_Exp_Marketing.htm

http://agelessmarketing.typepad.com/ageless marketing/2005/01/exactly what is.html

http://agelessmarketing.typepad.com/ageless marketing/2005/01/exactly what is.html



http://agelessmarketing.typepad.com/ageless_marketing/2005/01/exactly_what_is.html
http://agelessmarketing.typepad.com/ageless_marketing/2005/01/exactly_what_is.html

