
Bibliography 

Adom, Nyarko, and Som. "Competitor Analysis in Strategic Management: Is it a 

Worthwhile." Journal of Resources Development and Management www.iiste.org, 

2016. 

Anthony, Robert N, Vijay G. Management Control System. Mc Graw Hill, 2007. 

Atkinson, Kaplan Matsumura, Young. Management Accounting Sixth edition. Pearson, 2012. 

Bitner, Robert A. Goddard. Successful Bank Asset/Liability Management: A Guide to the 

Future Beyond Gap. 1992. 

Brod, Tesler, and Christensen. "Qualitative research and content validity: developing best." 

Springer, 2009. 

Caldwell, Chatman, and O'Reily. "Building organizational commitment:." Journal of 

Occupational Psychology, 1986. 

Cavana, Brian L. Delahaye, Uma Sekaran. Applied Business Research. Wiley, 2001. 

Chandrashekaran, Rotte, and Stephen S. Tax and Rajdeep Grewal. "Satisfaction Strength and 

Customer Loyalty." Journal of Marketing Research, 2007. 

Cresswell, John W. Research Design: Qualitative, Quantative, and Mixed Methods 

Approaches, 4th ed. Thousands Oaks: SAGE Publications, 2014. 

Dodd, Shimin Chen and James L. "Economic Value Added (EVA™): An Empirical Examination 

Of A New CorporatePerformance Measure." Journal of Managerial Issues, 1997. 

Emmerich, Roxanne. The Net Interest Margin Solution. Leadership Avenue Press,, 2014. 

Fornell, Michael D. Johnson, Eugene W. Anderson, Jaesung Cha andBarbara Everitt Bryant. 

"The American Customer Satisfaction Index: Nature, Purpose, and Findings." Journal 

of Marketing, 2018. 

Hartono, Jogiyanto. Motodologi Penilitian Bisnis. Yogyakarta: BPFE, 2017. 

Kehinde, Oladele Joseph. "Marketing Concept And The Satisfaction of Consumers needs." 

researchjournali.com, 2016. 

Sekaran, Roger Bougie. Research Methods For Business: A Skill Building Approach. New York: 

Wiley & Sons, 2016. 

Tjiptono, F and Chandra, G. Service Quality & Satisfaction. Yogyakarta: Andi Offset, 2005. 

THE EFFECT OF CUSTOMER SATISFACTION AS PERFORMANCE MEASUREMENT TOWARD
COMPANY FINANCIAL PERFORMANCE:
A CASE STUDY IN BANK X
MUHAMMAD RISANG B.W, Choirunnisa Arifa, S.E., M.Sc., Ph.D
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/



 

Tong, Wan. "Analyzing the relationship between Customer Satisfaction and Customer 

Loyalty." 2015. 

Zahorik, Roland T. Rust Anthony J. "Customer Satisfaction, Customer Retention, and Market 

Share." Journal of Retailing, 1993. 

Zaki, Dalia Kandeil, Andy Neely, and. "The Fallacy of the Net Promoter Scores : Customer 

Loyalty Predictive Model." University of Cambridge, 2016. 

Zeithamel, and Berry. "The Behavioral Consequences of Service Quality." Journal of 

Marketing, 1996. 

 

 

 

 

THE EFFECT OF CUSTOMER SATISFACTION AS PERFORMANCE MEASUREMENT TOWARD
COMPANY FINANCIAL PERFORMANCE:
A CASE STUDY IN BANK X
MUHAMMAD RISANG B.W, Choirunnisa Arifa, S.E., M.Sc., Ph.D
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/


