Pembangkit
Listrik di PT Indonesia Power
SUJADI, Fahmy Radhi, M.B.A., Ph.D.

(%JAI\IIDIJXEHRSI\/I[]/-\P]\DSA Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

DAFTAR PUSTAKA

Aryani, D., Rosinta, F. (2010). Pengaruh Kualitas Layanan terhadap Kepuasan
Pelanggan dalam Membentuk Loyalitas Pelanggan. Jurnal llmu Administrasi
dan Organisasi, 17 (2), 114-126.

Besanko, D., Dranove, D., Shanley, M. & Schaefer, S., 2013. Economics of
Strategy. Sixth ed. New Jersey: John Wiley & Sons.

Cooper, D., and Schindler, P. (2011). Business Research Metohd. 11th ed.
Singapore: McGraw-Hill

Dewi, I. A. E. P., Utama, I. G. B. R. (2007). Penerapan The Service Profit Chain
Pada Industri Perhotelan (conference paper tidak diterbitkan). Universitas
Dhayana Pura Bali, Bali.

Finn, D., Baker, J., Marshall, G., and Andreson, R. (1996). “Total Quality
Management and Internal Customers : Measuring Internal Service Quality”.
Journal Of Marketing Theory and Practice, Vol. 4, No. 3, pp. 36-51.

Heskett, J., Jones, T., Loveman, G., Sasser, W., and Schlesinger, L. (1994). “Putting
the Service-Profit Chain to Work.”Harvard Business Review, March-April, pp.
164-74.

Johnston, R. (2008). Internal Service — Barriers, Flows And Assessment.
International Journal of Service Industry Management, 19 (2), 210-231

Kotler dan Ketler. (2012). Manajemen Pemasaran. Edisi 12. Jakarta : Erlangga.

Kumar, S., Phillips, A., Rupp, J. (2009). Using Six Sigma DMAIC to Design a
High-Quality Summer Lodge Operation. Journal of Retail & Leisure Property,
8 (3), 173-191.

Lovelock, Christopher H., Managing Service Marketing Operation and Human
Resources, Second Edition, New York : Prentice Hall International Edition,
1992.

Patel, N., Bhatt, N. K. H. (2017). An Empirical Study On Integration Of Servqual
And Kano Model For Measuring Service Quality Of Hospitals In Ahmedabad.
Indian Journal of Commerce and Management Studies, V111 (3), 77-95.

Permadi, A.W. (2014). Analisis Kualitas Jasa Internal Studi Pada PT Garuda

Maintenance Facility (GMF) Aeroasia (tesis tidak diterbitkan). Universitas
Gadjah Mada , Yogyakarta.

70

Analisis Kualitas Pelayanan Internal Dengan Metode Service Profit Chain Pada Pemeliharaan



Analisis Kualitas Pelayanan Internal Dengan Metode Service Profit Chain Pada Pemeliharaan
Pembangkit

Listrik di PT Indonesia Power
SUJADI, Fahmy Radhi, M.B.A., Ph.D.
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

Ruiz, L. C. (2014). Service Blueprints : Laying The Foundation. Tersedia di
http://interactions.acm.org/blog/view/service-blueprints-laying-the-
foundation, diakses pada 17 April 2018.

Zeithaml, Valarie A., Bitner, Mary Jo., Gremler, Dwayne D. Service Marketing :
Integrating Customer Focus Across the Firm. McGraww-Hill Irwin, 2009.

71


http://interactions.acm.org/blog/view/service-blueprints-laying-the-foundation
http://interactions.acm.org/blog/view/service-blueprints-laying-the-foundation



