
 

BIBLIOGRAPHY 
 
Abbott, Julie (2002), “Does Employee Satisfaction Matter?” Journal of 

Communication Management, Vol. 7, pp. 333-339. 
 
Anthony, William P., Kacmar, K. Michele, and Perrewé (2002), “Human 

Resource Management: A Strategic Approach”, Harcourt College Publishers, 
2002. 

 
Avianti, DA (2002), “The Relationship Between Employee’s Job Satisfaction 

Perception and Guest Satisfaction Perceptions at Jayakarta Hotel 
Jogjakarta”, Magister Management Program, GMU.  

 
Bitner, M.J. (1990), “Evaluating Service Encounters: The Effects of Physical 

Surroundings and Employee Responses”, Journal of Marketing, Vol. 54, 
April, pp. 69-82. 

 
Berry, L.L., Zeithaml, V.A. and Parasuraman, A. (1990), “Five Imperatives for 

Improving Service Quality”, Sloan Management Review, Summer, pp. 29-38. 
 
Brooks, R. (2000), “Why loyal employees and customers improve the bottom 

line”, Journal of Quality and Participation, Vol. 23 No. 2, pp. 40-4. 
 
Clare, L. Comn and Dennis, F.X. Mathaisel (2003), ”A case study of the 

implications of faculty workload and compensation for improving academic 
quality”, The International Journal of Education Management, Vol. 17 No. 5, 
2003, pp. 200-210. 

 
Clement, R.W. (1992), “The Changing face of organizational development: views 

of manger-turned-academic”, Business Horizons, May-June, pp. 6-12. 
 
Crow, Stephen M and Hartman, Sandra J. (1995), “Can’t get no satisfaction”, 

Leadership & Organization Development Journal, Vol. 16 No. 4, 1995, pp. 
34-38. 

 
Crosby, L.A., Grisaffe, D.B. and Marra, T.R. (1994), “The impact of quality and 

customer satisfaction on employee organizational commitment”, Marketing 
and Research Today, February, pp. 19-30. 

 
Elangovan, A.R. and Xie, Jia Lin (2000), ”Effect of perceived power of 

supervisor on subordinate work attitudes”, Leadership & Organization 
Development Journal, Vol. 21 No. 6, 2000, pp. 319-328. 

 
Evans, L. (1997), “Understanding teacher morale and job satisfaction”, Teaching 

and Teacher Education, Vol. 13 No. 8, pp. 31-45 
 

92 

The Analysis of employee satisfaction and its relationship with customer satisfaction at PT Telkom
Divre V Jawa Timur
BUDIHARJO, Eko, Prof.Dr. Djamaludin Ancok, MA
Universitas Gadjah Mada, 2004 | Diunduh dari http://etd.repository.ugm.ac.id/



 

Feuss, William J.; Harmon, Joel; Wirtenberg, Jeana; and Wides, Jeffrey (1999), 
“Employees, Customers, and Financial Performance: How Some Companies 
are Eamining Linkages in Their Own Organizations”, Journal Cost 
Management, Vol. 18, No. 1 

  
Gibson, J. I., Ivancevich, J. M., and Donelly, Jr, J. H. (2003), “Organization: 

Behavior, Structure, Process”, 10th Edition, Irwin.  
 
Hair, Joseph. F.Jr., Ralph E. Anderson, Ronald L. Tatham, William C. Block 

(1998), “Multivariate Data Analysis”, Upper Saddle River, New Jersey, 
Prentice Hall Int. Inc. 

 
Heskett, James L, Jones, Thomas O., Loveman, Gary W., Sasser, W. Earl, Jr., and 

Schlesinger, Leonard A., (1994), “Putting the Service-Profit Chain to Work”, 
Harvard Business Review, March-April 1994, pp. 163-174. 

 
Kotler, Philip (2003), “Marketing Management, Eleventh Edition”, Prentice Hall. 
 
Kreitner, Robert & Kinicki, Angelo (2003), “Organizational Behavior”, Fifth 

Edition, Irwin McGraw-Hill.  
 
Malhotra, Naresh K. (1999), ”Marketing Research: An Applied Orientation” 3rd 

edition, Upper Saddle River, New Jersey, Prentice Hall, Inc.  
 
Oshagbemi, Titus (1999), “Satisfaction with co-workers’ behavior”, Employee 

Relation, Vo. 22 No. 1, pp. 88-106 
 
Poon, June M.L. (2004), “Effect of performance appraisal politics on job 

satisfaction and turnover intention”, Personnel Review, Vol. 33 No. 3, 2004, 
pp. 322-334. 

 
Robbins, Stephen P. (1993), “Organizational Behavior: Concepts, Controversies 

and Applications”, Prentice Hall International, USA. 
 
Rucci, A.J., Kim, S.P. and Quinn, R.T. (1998), “The employee-customer-profit-

chain at Sears”, Harvard Business Review, Vol. 76 No. 1, pp. 83-97. 
 
Santoso, Singgih (2002), “SPSS Statistik Multivariat”, PT. Elex Media 

Komputindo, Jakarta. 
 
Schneider, W.W. and Bowen, D.E. (1985), ”Employee and Customer Perceptions 

of Service in Banks: Replication and Extension”, Journal of Applied 
Psychology, Vol. 70 No. 3, pp. 423-433 

 
Schofield, P. (1998), “It’s true: happy workers are more productive”, Works 

Management, Vol. 51 No. 12, pp. 33-35. 

93 

The Analysis of employee satisfaction and its relationship with customer satisfaction at PT Telkom
Divre V Jawa Timur
BUDIHARJO, Eko, Prof.Dr. Djamaludin Ancok, MA
Universitas Gadjah Mada, 2004 | Diunduh dari http://etd.repository.ugm.ac.id/



 

 
Sekaran, Uma (2003), “Research Methods for Business: A Skill-Building 

Approach”, John Wiley & Sons, Inc. 
 
Spinelly, M. A. and Canavos, G. C. (2000), “Investigating the Relationsgip 

between Employees Satisfaction and Guest satisfaction”, Journal of 
Management. Vol. 41, pp 299-308  

 
Spinelli, M.A. and Gray, G.R. (1998), “Employee satisfaction: are there 

differences among departments in the same hotel?”, Compensation and 
Benefits Management, Vol. 14 No. 4 pp. 12-17. 

 
Ulebohn, J.H. and Ferris, G.R. (1999), “The role of influence tactics in 

perceptions of performance evaluations’ fairness”, Academy of Management 
Journal, Vol. 42, pp.288-303. 

 
Vilares, Manuel José and Coelho, Pedro Simões (2003), “The employee-customer 

satisfaction chain in the ECSI model”, European Journal of Marketing, Vol. 
37 No. 11/12, 2003, pp. 1703-1722. 

 
Williams, M.L. (1995), “Antecedents of employee benefit level satisfaction”, 

Journal of Management, Vol. 21, pp. 1097-128. 
 
Zeithaml, A.V., Parasuraman, A., Berry, L.L., (1990), “Delivering Service 

Quality: Balancing Customer Perceptions and Expectations”, Free Press, 
Singapore. 

 
 
 
 
 
 

94 

The Analysis of employee satisfaction and its relationship with customer satisfaction at PT Telkom
Divre V Jawa Timur
BUDIHARJO, Eko, Prof.Dr. Djamaludin Ancok, MA
Universitas Gadjah Mada, 2004 | Diunduh dari http://etd.repository.ugm.ac.id/




