
78 
 

Daftar Pustaka 
 

Agmasari, Silvita. 2018. Industri Kuliner, Penopang Tertinggi Perekonomian 
Kreatif di Indonesia. Kompas.com, 2 Februari. Diakses pada 12 Februari 
2018, 12:39 WIB. 
https://travel.kompas.com/read/2018/02/06/185000027/industri-kuliner-
penopang-tertingi-perekonomian-kreatif-di-indonesia. 

Badan Ekonomi Kreatif (Bekraf). 2017. Data Statistik dan Hasil Survei Ekonomi 
Kreatif.  Direktorat Riset dan Pengembangan Ekonomi Kreatif, DREP-
Bekraf. Jakarta. 

Beckford, J. 2002. Quality,2nd.ed. Rutledge-Taylor & Francis Group: London.  
Berger, C., Blauth, R., Boger, D., Bolster. C., Burchill, G., DuMouchel, W., 

Pouliot, F., Richter, R., Rubinoff, A., Shen, A., Timko, M., dan Walden, 
D. 1933. “Kano’s Method for Understanding Customer Defined Quality.” 
Center for Quality Management Journal. Dikutip dalam Wang dan Ji, 
Understanding Customer Needs through Quantitative Analysis of Kano’s 
Model (Emerald Group Publishing Limited, 2010) 

Cronin, J. J., dan Steven A. Taylor. 1992. “Measuring Service Quality: A 
Reexamination and Extension.” Journal of Marketing vol 56, no. 3 (Juli): 
56-68. American Marketing Association. 

Crosby, Philip B. 1979. Quality is Free: The Art of Making Quality Certain. 
McGraw-Hill 

Deming, W.E. 1982. Quality, Productivity & Competition Position. Massachusetts 
Institute Of Technology. Centre of Advanced Engineering Study: USA. 

Dharmmesta, Basu S., dan Sukotjo, Ibnu. (2007). Pengantar Bisnis Modern. 
Liberty. Yogyakarta. 

Gronroos, C. 1998. “ Marketing Service: The Case of a Missing Product.” Journal 
of Business and Industrial Marketing 13: 322-338. 

Hall, Colin M., dan Liz Sharples. 2003. “Food Tourism Around the World: 
Development, Managemen, and Market.” Elsevirer: Butterworth-
Heinemann. 

Hansen, Don R., dan Marryanne M. Mowen. 2007. Management Accounting. 
Cengange Learning. 

Heizer, Jay, dan Barry Render. 2011. Operation Management. New Jersey: 
Pearson Education. 

Juran, Joseph M. 1988. Juran’s Quality Control Handbook. McGraw-Hill 

Kano, Noriaki, dan Takahashi, F. 1979. “Nippon QC Gakkai.” Annual 
Presentation Meeting ke 9. Dikutip dalam Witel dan Lofgren, 
Classification of Quality Attributes (Emerald Group Publishing Limited, 
2007). 

Integrasi Service Performance dan Model KANO untuk Evaluasi Kinerja Layanan pada Warung Kopi
Klotok
Pakem Yogyakarta
PASKALIS DEVIAN K, Rika Fatimah P.L., S.T., M.Sc., Ph.D.
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/

https://travel.kompas.com/read/2018/02/06/185000027/industri-kuliner-penopang-tertingi-perekonomian-kreatif-di-indonesia
https://travel.kompas.com/read/2018/02/06/185000027/industri-kuliner-penopang-tertingi-perekonomian-kreatif-di-indonesia


79 
 

Kano, Noriaki, Seraku, N., Takahashi, F., dan Tsjui, S. (1984). “Attractive Quality 
adn Must-be Quality.” Hinshitsu: The Journal of the Japanese Society for 
Quality Control vol 14, no. 2: 56-147. Dikutip dalam Witel dan Lofgren, 
Classification of Quality Attributes (Emerald Group Publishing Limited, 
2007). 

Kano, Noriaki. 2001.”Life Cycle and Creation of Attractive Quality.” 
International Quality Management and Organisational Development 
Conference 4. Linkoping: Linkoping University. Dikutip dalam Witel dan 
Lofgren, Classification of Quality Attributes (Emerald Group Publishing 
Limited, 2007). 

Keith, Nancy K., dan Christina S. Simmers. 2011. “Measuring Service Quality 
Perceptions of restaurant Experiences: The Disparity Between Comment 
Cards and DINESERV.” Journal of Foodservice Business Research 14: 
20-32. 

Kotler, Philip, dan Kevin L. Keller. 2011. Marketing Management, 14 edition. 
New Jersey: Pearson Education. 

Kurian, George, dan Prathamesh Muzumdar. 2017. :Restaurant Formality and 
Customer Service Dimension in the Restaurant Industry: An Empirical 
Study.” Atlantic Marketing Journal vol 6, no.1. 

Lovelock, Christopher H., Lovelock Patterson, dan Walker. 2007. Service 
Marketing. Pearson Education: Australia. 

Mehta, S. C., Lalwani, A. K., dan Han, S.L. 2000. “Service quality in retailing: 
relative efficiency of alternative measurement scales for different product-
service environment.” International Journal of Retail & Distribution 
Management, 28: 62-72. 

Parasuraman, A., Zeithaml, V. A., dan Berry, L. L. 1988. “SERVQUAL: a 
Multiple Item Scale for Measuring Csutomer Perceptions of Service 
Quality.” Journal of Retailing 64: 2-40 

Rodrigues, L. L. R., Barkur, G., Varam Bally, K. V., Motlagh, F. G. 2011. 
“Comparison of SERVQUAL and SERVPERF Metrics: An Empirical 
Study.” The TQM Journal 23, 6: 629-643. 

Sahney, S., Banwet, D.K., & Karunes, S. 2004. “A SERVQUAL and QFD 
approach to total quality education: A student perspective.” International 
Journal of Productivity and Performance Managemen, vol. 53: 143-166. 

Sekaran, Uma, dan Roger Bougie. 2010. Research Method for Business: A Skill 
Building Approach, 5 edition. New York: John Willey & Sons Inc. 

Souca, Luiza. 2012. “SERVQUAL and the Romanian Hospitality Industry: A 
Study.” International Conference “Marketing – from information to 
decision” 

Integrasi Service Performance dan Model KANO untuk Evaluasi Kinerja Layanan pada Warung Kopi
Klotok
Pakem Yogyakarta
PASKALIS DEVIAN K, Rika Fatimah P.L., S.T., M.Sc., Ph.D.
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/



80 
 

Stevens, P., Knutson B., dan Patton, M. 1995. “DINESERV: A tool for measuring 
service quality in restaurants.” Cornell Hotel and Restaurant 
Administration Quarterly, 36(2): 56-60. 

Sudiyana, Harin Ihtian, Agung Wibowo, Sri K. Damayanti, Waluyo, dan Helida 
Nurcahayani. 2017. Potensi Ekonomi Daerah Istimewa Yogyakarta: 
Sensus Ekonomi 2016 analisis hasil listing. Yogyakarta: Badan Pusat 
Statistik Provinsi Daerah Istimewa Yogyakarta. 

Tjiptono, Fandy, dan Gregorius Chandra. 2011. Pemasaran Jasa. Yogyakarta: 
Banyumedia Publishing 

Undang-Undang Republik Indonesia Nomor 10 tahun 2009. Kepariwisataan. 16 
Januari 2009. Lembaran Negara Republik Indonesia Tahun 2009 Nomor 
4966. Jakarta. 

Wang, Ting, dan Ping Ji. 2010. “Understanding Customer Needs through 
Quantitative Analysis of Kano’s Model.” International Journal of Quality 
& Reliability Management vol 27, no. 2: 173-184. Emerald Group 
Publishing Limited. 

Witell, Lars, dan Martin Lofgren. 2007. “Classification of Quality Attributes.” 
Managing Service Quality Vol.17, no.1: 54-73. Emerald Group Publishing 
Limited. 

Wittel, N. L., dan Fundin, A. 2005. “Dynamics of Service Attributes: A Test of 
Kano’s Theory of Quality.” International Journal of Services Industry 
Management vol 16, no.2 : 68-156. 

Zeithaml, Valarie A., Mary J. Bitner, dan Dwayne D. Gremler. 2013. Service 
Marketing.  New York: McGraw-Hill 

 

 

  

 

 
 
 
 
 
 
 
 
 
 
 

Integrasi Service Performance dan Model KANO untuk Evaluasi Kinerja Layanan pada Warung Kopi
Klotok
Pakem Yogyakarta
PASKALIS DEVIAN K, Rika Fatimah P.L., S.T., M.Sc., Ph.D.
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/


