ANALISIS SISTEM WAITING LINE DALAM RANGKA PENINGKATAN SISTEM PELAYANAN KORIDOR
PINANG RANTI - PLUIT
Yohana Laurantina, Fahmy Radhi, Dr., M.B.A.

Universitas Gadjah Mada, 2011 | Diunduh dari http://etd.repository.ugm.ac.id/

0
UNIVERSITAS
GADJAH MADA

DAFTAR PUSTAKA

Ariani, Wahyu , 2009 , Manajemen Operasi Jasa , Edisi I , Graha Ilmu , Yogyakarta
Buku Dinas Perhubungan Dalam Angka Tahun 2010
Buku Profil Transjakarta Busway Tahun 2010

Chase, R. B., Aquilano, Nicholas J., 1990, Production and Operations Management,
| A Life Cycle Approach, Fifth Edition, Richard D. Irwin, Inc., Homewood,
Illinois.

Cooper,D.R., & Schindler, P.S., 2001, Business Research Methods, Seventh Edition,
Boston : Mc Graw Hill Book Co.

Davis, M.M dan Heineke, J. 1998. How Disconfirmation, Perception, and Actual
Waiting
Times Impact Customer Satisfication. International Journal of Service
Industry Management, 9 (1)

Davvis M.M dan Vollmann, TE. 1990. A Framework For Relating Waiting Time
Coustomer Satisfaction in A Service Operation. Journal of Service Marketing,
4(1):61-69

Fandy Tjiptono, 1997, Prinsip-prinsip Total Quality Service, Edisi 1, Penerbit Andi,
Yogyakarta.

Fritzsimmons, J.A dan Fritzsimmons, M.J .2008. Service Management : Operations,
Strategy, Information technology, 7™ edition. New York : McGraw-Hill/Irwin

Heizer, J. dan Render, B., 2005, Operations Management, International Edition,
Seventh
FEdition, Prentice Hall, Inc.

Kotler, P., 1997. Marketing Management : Analisis, Perencanaan, Implementasi dan
Kontrol, Edisi Bahasa Indonesia, Prentice Hall, Inc.

Nasution, M.N, 2008 , ManajemenTransportasi , Edisi 3 , Penerbit Gahlia Indonesia,
Jakarta

80




ANALISIS SISTEM WAITING LINE DALAM RANGKA PENINGKATAN SISTEM PELAYANAN KORIDOR
PINANG RANTI - PLUIT

Yohana Laurantina, Fahmy Radhi, Dr., M.B.A.
UNIVERSITAS Universitas Gadjah Mada, 2011 | Diunduh dari http://etd.repository.ugm.ac.id/
GADJAH MADA

Noori, H dan Radford, R, 1995, Production and Operation Management, New York,
Mc
Graw-Hill, Inc.

Russel, R.S dan Taylor III, B.W. 2003. Operation Management, 4™ Edition. Prentice
Hall, Pearson Education, Inc Upper Saddle. New Jersey.

Sheu, C ; McHaney, R : dan Babbar, S. 2003. Service Process Design Flexibility and
Coustomer Waiting Time. International Journal of Operations & Production
Management, 23 (8) : 901 -917

Tampubolon, Manahan , 2003 , Manajemen Operasi , Penerbit Ghalia Indonesia,
Jakarta.

Whiting, A. dan Dounthu, N .2006. Managing Voice to Voice Encounters : Reducing
The

Agony of Being Pot on Hold. Journal of Service Research, 8 (3) : 234 - 244

http://www.tempointeraktif.com/hg/layanan_publik/2010/12/31/brk.20101231-
302901,id.html

http://www.suaratransjakarta.org/node/476

81



