Application of quality function deployment to improve service quality in Lembaga Bimbingan Belajar
Primagama
SUMIRAT, Aditya, Prof.Dr. Boma Wikan Tyoso, MSc.,PhD

UNIVERSITAS Universitas Gadjah Mada, 2004 | Diunduh dari http://etd.repository.ugm.ac.id/
GADJAH MADA

BIBLIOGRAPHY

Abdul-Rahman, H., C. L. Kwan, and P. C. Woods, “Quality function deployment
in construction design: application in low-cost housing design,” The
International Journal of Quality and Reliability Vol. 16(6): 591.
Retrieved September 9, 2003, from
http://gateway.proquest.com/openurl?ctx_ver=z39.88-
2003&res_id=xri:pqd&rft_val_fmt=ori:fmt:kev:mtx:journal&genre=arti
cle&rft_id=xri:pqd:did=000000115730610&svc_dat=xri:pqil:fmt=text
&req_dat=xri:pqil:pq_clntid=42788

Andarini, 1. A., 2003, “The Application of Quality Function Deployment (QFD)
for Identification of Service Quality to Increase Customer Satisfaction
in Natour Garuda Hotel Yogyakarta,” Thesis, Gadjah Mada University
Yogyakarta

Cooper, D. R. and P. S. Schindler, 2003, Business Research Methods, McGraw-
Hill Companies, Inc., New York

Einspruch, E. M., 1996, “Quality function deployment (QFD): application to
rehabilitation services,” International Journal of Health Care Quality
Assurance Vol. 9(3): 41. Retrieved September 9, 2003, from
http://gateway.proquest.com/openurl?ctx_ver=z39.88-
2003&res_id=xri:pqd&rft_val_fmt=ori:fmt:kev:mtx:journal&genre=arti
cle&rft_id=xri:pqd:did=000000117540093 &svc_dat=xri:pqil:fmt=text
&req_dat=xri:pqil:pq_clntid=42788

Evans, R. J. and W. M. Lindsay, 2002, The Management and Control of Quality,
South-Western, Cincinnati

Fitzsimmons, J. A. and M. J. Fitzsimmons, 2001, Service Management:
Operations, Strategy, and Information Technology, McGraw-Hill
Companies, Inc., New York.

Gobhadian, A. and A. J. Terry, 1995, “How Alitalia improves service quality
through quality function deployment,” Managing Service Quality, Vol.
5(5): 26-31. Retrieved September 9, 2003, from
http://gateway.proquest.com/openurl?ctx_ver=z39.88-
2003 &res_id=xri:pqd&rft_val_fmt=ori:fmt:kev:mtx:journal&genre=arti
cle&rft_id=xri:pqd:did=000000009321111&svc_dat=xri:pqil:fmt=text
&req_dat=xri:pqil:pq_clntid=42788

Heizer, J. and B. Render, 2001, Operation Management, Prentice-Hall, Inc.,
Upper Saddle River, New Jersey.



Application of quality function deployment to improve service quality in Lembaga Bimbingan Belajar
Primagama
SUMIRAT, Aditya, Prof.Dr. Boma Wikan Tyoso, MSc.,PhD

Universitas Gadjah Mada, 2004 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Kokin, L., and Z. Xiande, 1998, “ An application of quality function deployment
to improve quality of teaching,” The International Journal of Quality
and Reliability Vol. 15(4): 389. Retrieved September 9, 2003, from
http://gateway.proquest.com/openurl?ctx_ver=z39.88-

2003 &res_id=xri:pqd&rft_val_fmt=ori:fmt:kev:mtx:journal&genre=arti
cle&rft_id=xri:pqd:did=000000115730542&svc_dat=xri:pqil:fimt=text
&req_dat=xri:pqil:pq_clntid=42788

Kompas Cyber Media, 2003, “Sebanyak 78.892 Peserta SPMB Lulus Masuk
PTN,” Berita Utama. Retrieved September 11, 2003, from
http://www.kompas.com/utama/news/0308/03/081736.htm

Kotler, P., 2003, Marketing Management, Pearson Education, Inc., New Jersey.

Lovelock, C. and L. Wright, 2002, Principles of Service Marketing and
Management, Prentice-Hall, Inc., Upper Saddle River, New Jersey.

Parasuraman, A., V. A. Ziethaml, and L. L. Berry, 1985, “A conceptual model of
service quality and its implications for future research,” Journal of
Marketing Vol. 49(4): 41-50. Retrieved September 9, 2003, from
http://proquest.umi.com/pqdweb?index=5&did=000000066012410&Src
hMode=1&s1d=2&Fmt=6& VInst=PROD& VType=PQD&RQT=309&V
Name=PQD&TS=1062828094&clientld=42788

Sekaran, U., 2003, Research Methods for Business: A Skill Building Approach,
John Wiley & Sons, New York.

Zairi, M. and M. A. Youssef, 1995, “Quality function deployment,” The
International Journal of Quality and Reliability Vol. 12(6): 9-24.
Retrieved September 9, 2003, from
http://gateway.proquest.com/openurl?ctx_ver=z39.88-

2003 &res_id=xri:pqd&rft_val_fmt=ori:fmt:kev:mtx:journal&genre=arti
cle&rft_id=xri:pqd:did=000000006788298&svc_dat=xri:pqil:fimt=text
&req_dat=xri:pqil:pq_clntid=42788

Zeithaml, V. A. and M. J. Bitner, 2003, Services Marketing: Integrating Customer
Focus across the Firm, The McGraw-Hill Companies, Inc., New York.

55



