
Bibliography 
 

 

Anderson, E. and Sullivan, M., (1993), “The antecedents and Consequences of Customer 
Satisfaction for Firms,” Marketing Science, Vol. 12, No.2, Spring, pp. 125-143. 

 

Baca, D. R., (2006), “Dimensions of Service Quality of the University of Arizona Sponsored 
Projects Services Office Internal Customers,” Unpublished Doctorate Dissertation, 
Texas A&M University, USA. 

 

Bitner, M. J., (1990), “Evaluating Service Encounters: The Effects of Physical Surroundings 
and Employee Responses,” Journal of Marketing, Vol. 54, April, pp. 69-82. 

 

Boshoff, C. and Gray, B., (2004), “The Relationships between Service Quality, Customer 
Satisfaction and Buying Intentions in the Private Hospital Industry,” South African 
Journal of Business Management, Vol. 35, No. 4, pp. 27-37. 

 

Brady, M. K. and Robertson, C. J., (1999), “An Exploratory Study of Service Value in the 
USA and Ecuador,” International Journal of Service Industry Management, Vol. 10, 
No. 5, pp. 469-486. 

 

Brown, S. and Swartz, T., (1989), “A Gap Analysis of Professional Service Quality,” Journal 
of Marketing, Vol. 53, April, pp. 92-98. 

 

Bloemer, J., de Ruyter, K. and Wetzels, M., (1999), “Linking Perceived Service Quality and 
Service Loyalty: A Multiple-dimensional Perspective,” European Journal of 
Marketing, Vol. 33, No. 11/12, pp. 1082-1106. 

 

Bolton, R. N. and Drew, J. H., (1991), “A Multistage Model of Customers’ Assessments of 
Service Quality and Value,” Journal of Consumer Research, Vol. 17, March pp. 275-
84. 

 

Boulding, W., Kalra, A., Staeling, R. and Zeithaml, V.A., (1993), “A Dynamic Process 
Model of Service Quality: From Expectations to Behavioral Intentions,” Journal of 
Marketing Research, Vol. 30, pp. 7-27. 

 

Carman, J. M., (1990), “Consumer Perceptions of Service Quality: An Assessment of 
SERVQUAL Dimensions,” Journal of Retailing, Vol. 66, No. 1, pp. 33-55. 

 

Churchill, G. A. Jr. and Suprenant, C., (1982), “An Investigation into the Determinants of 
Customer Satisfaction,” Journal of Marketing Research, Vol. 19, No. 4, pp. 491-504. 

 

Linking perceived service quality, perceived sacrifice, and perceived value to customer satisfaction
in higher education services :: The case of Master of Management Program Gadjah Mada University
Yogyakarta
WIDYAN, Denny, Basu Swastha Dharmmesta, Prof., Dr., MBA
Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/



Cooper, D. R. and Schindler, P. S., (2006), Business Research Methods, 9th Ed., New York, 
NY, McGraw-Hill. 

 

Cuthbert, P. F. (1996), “Managing Service Quality in HE: Is Servqual the Answer? Part I,” 
Managing Service Quality, Vol. 6, No. 2, pp. 11-16. 

 

Cronin, J. J. and Taylor, S. A., (1992), “Measuring Service Quality: A Re-examination and 
Extension,” Journal of Marketing, Vol. 56, July, pp. 55-68. 

 

Cronin, J. J. and Taylor, S., (1994), “SERVPERF versus SERVQUAL: Reconciling 
Performance-Based and Perceptions-Minus-Expectations Measurement of Service 
Quality,” Journal of Marketing, Vol. 58, January, pp. 125-131. 

 

Cronin, J. J., Brady, M. and Hult, G., (2000), “Assessing the Effects of Quality, Value and 
Customer Satisfaction on Consumer Behavioral Intentions in Service Environments,” 
Journal of Retailing, Vol. 76, No. 2, pp. 193-218. 

 

Dabholkar, P., Dayle, C., Thorpe, I. and Rentz J. O., (1996), “A measure of Service Quality 
for Retail Stores,” Journal of the Academy of Marketing Science, Vol. 24, Winter, pp. 
3-16. 

 

Dirks, A. L., (1998), “Higher Education in Marketing Theory,” Published online by author 
(http://webhost.bridgew.edu/adirks/ald/papers/mktheor,htm), Bridgewater, MA., 
Accessed [January 25, 2007]. 

 

Eggert, A. and Ulaga, W., (2002), “Customer Perceived Value:  A Substitute for Satisfaction 
in Business Markets,” Journal of Business and Industrial Marketing, Vol. 17, No. 2/3, 
pp. 107-118. 

 

Firdaus, A., (2006), “The Development of HEdPERF: A New Measuring Instrument of 
Service Quality for the Higher Education Sector,” International Journal of Consumer 
Studies, Vol. 30, No. 6, November, pp. 569-581. 

 

Gavin, D., (1983), “Quality on the Line,“ Harvard Business Review, Vol. 61, September-
October, pp. 65-75. 

 

Goncalves, K. P., (1998), Services Marketing: A Strategic Approach, Upper Saddle River, 
New Jersey, Prentice Hall. 

 

Grönroos, C., (1984), “A Service Quality Model and Its Marketing Implications,” European 
Journal of Marketing, Vol. 18, No. 4, pp. 36-44.  

 

Grönroos, C., (2000), Service Management and Marketing – A Customer Relationship 
Management Approach, 2nd Ed., Chichester, West Sussex,  John Wiley and Sons, Ltd. 

Linking perceived service quality, perceived sacrifice, and perceived value to customer satisfaction
in higher education services :: The case of Master of Management Program Gadjah Mada University
Yogyakarta
WIDYAN, Denny, Basu Swastha Dharmmesta, Prof., Dr., MBA
Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/



 

Hair, J. F., Jr., Black, W. C., Babin, B. J., Anderson, R. E. and Tatham, R. L., (2006), 
Multivariate Data Analysis, 6th Ed., Upper Saddle River, NY, Pearson Education, Inc. 

 

Ham, C. L., (2003), “Analyzing the Value of Service Quality Management: Gaining 
Competitive Advantages,” International Journal of Value-Based Management, Vol. 
16, No. 2, pp. 131-152. 

 

Hernon, P., Nitecki, D. A. and Altman, E., (1999), “Service Quality and Customer 
Satisfaction: An Assessment and Future Directions,” The Journal of Academic 
Librarianship, Vol. 25, No. 1, pp. 9-17. 

 

Heskett, J., Sasser, E. and Schlesinger, L., (1997), The Service Profit Chain: How Leading 
Companies Link Profit and Growth to Loyalty, Satisfaction and Value, New York, 
NY, The Free Press. 

 

Jogiyanto, H. M., (2004), Metodologi Penelitian Bisnis: Salah Kaprah dan Pengalaman-
pengalaman, BPFE-Yogyakarta.  

 

Jones, T. O. and Sasser, W. E. Jr., (1995), “Why Satisfied Customers Defect,” Harvard 
Business Review, Vol. 73, November-December, pp. 88-99. 

 

Kotler, P. and Keller, K. L., (2006), Marketing Management, 12th Ed., Upper Saddle River, 
New Jersey, Pearson Education, Inc. 

 

Kuncoro, M., (2003), Metode Riset untuk Bisnis dan Ekonomi: Bagaimana Meneliti dan 
Menulis Tesis?, Jakarta, Penerbit Erlangga. 

 

Lovelock, C. H. and Wirtz, J., (2004), Services Marketing: People, Technology, Strategy, 5th 
Edition, Prentice Hall, Pearson Education Singapore, Pte. Ltd.  

 

Mayness, E. S. and Assum, T., (2000), “Informationally Imperfect Consumer Markets: 
Empirical Findings and Policy Implications,” Journal of Consumer Affairs, Vol. 16, 
Summer, pp. 62-87. 

 

McDougall, G. and Levesque, T., (2000), “Customer Satisfaction with Services: Putting 
Perceived Value into the Equation,” Journal of Services Marketing, Vol. 14, No. 5, 
pp. 392-410. 

 

Mququ, M.H., (2005), “A Survey of Customer Satisfaction, Expectations and Perceptions as 
a Measure of Service Quality in SANBS,” Unpublished Master Thesis, Rhodes 
University, Investec Business School, Grahamstown, South Africa.  

 

Linking perceived service quality, perceived sacrifice, and perceived value to customer satisfaction
in higher education services :: The case of Master of Management Program Gadjah Mada University
Yogyakarta
WIDYAN, Denny, Basu Swastha Dharmmesta, Prof., Dr., MBA
Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/



Oliva, T. A., Oliver, R. L. and McMillan, I. C., (1992), “A Catastrophe Model for 
Developing Service Satisfaction Strategies,” Journal of Marketing, Vol. 56, No. 2, pp. 
83-95.  

 

Oliver, R. L., (1980), “A Cognitive Model of the Antecedents and Consequences of 
Satisfaction Decisions,” Journal of Marketing Research, Vol. 17, November, pp. 460-
469. 

 

Oliver, R. L., (1997), Customer Satisfaction: A Behavioral Perspective on the Consumer, 
New York, NY, McGraw-Hill. 

 

Parasuraman, A., Zeithaml, V. and Berry, L., (1985), “A Conceptual Model of Service 
Quality and Its Implications for Future Research,” Journal of Marketing, Vol. 49, 
Fall, pp. 41-50. 

 

Parasuraman, A., Zeithaml, V. and Berry, L., (1988), “SERVQUAL: A Multiple-Item Scale 
for Measuring Consumer Perceptions of Service Quality,” Journal of Retailing, Vol. 
64, No. 1, pp. 12-40. 

 

Parasuraman, A., Zeithaml, V. and Berry, L., (1994), “Reassessment of Expectations as a 
Comparison Standard in Measuring Service Quality: Implications for Future 
Research,” Journal of Marketing, Vol. 58, April, pp. 111-124. 

 

Patterson, P. and Spreng, R., (1997), “Modeling the Relationship between Perceived Value, 
Satisfaction and Repurchase Intention in a Business-to-Business, Service Context: An 
Empirical Examination,” International Journal of Service Industry Management, Vol. 
8, No. 5, pp. 414-434. 

 

Peterson, R. A. and Wilson, W. R., (1992), “Measuring Customer Satisfaction: Fact and 
Artifact,” Journal of the Academy of Marketing Science, Vol. 20, pp. 61-71. 

 

Ravald, A. and Grönroos, C., (1996), “The Value Concept and Relationship Marketing,” 
European Journal of Marketing, Vol. 30, No. 2, pp. 19-30. 

 

Reichheld, F. F. and Sasser W., (1990), “Zero Defections: Quality Comes into Services,” 
Harvard Business Review, Sept-Oct, pp. 105-111.  

 

Reichheld, F. F., (1993), “Loyalty-based Management,” Harvard Business Review, March-
April, pp. 64-73. 

 

Reichheld, F. F., (1996), The Loyalty Effect, Boston, MA, Harvard Business School Press. 
 

Linking perceived service quality, perceived sacrifice, and perceived value to customer satisfaction
in higher education services :: The case of Master of Management Program Gadjah Mada University
Yogyakarta
WIDYAN, Denny, Basu Swastha Dharmmesta, Prof., Dr., MBA
Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/



de Ruyter, K., Bloemer, J. and Peeters, P., (1997), “Merging Service Quality and Service 
Satisfaction: An Empirical Test of an Integrative Model,” Journal of Economic and 
Psychology, Vol. 18, pp. 387-406. 

 

Sweeney, J. C., Soutar, G.N. and Johnson, L. W., (1999), “The Role of Perceived Risk in the 
Quality-Value Relationship: A Study in a Retail Environment,” Journal of Retailing, 
Vol. 75, No. 1, pp. 77-4105. 

 

Tam, J. L. M., (2004), “Customer Satisfaction, Service Quality and Perceived Value: An 
Integrative Model,” Journal of Marketing Management, Vol. 20, pp. 897-917. 

 

Teas, K., (1993), “Expectations, Performance Evaluation and Consumers’ Perceptions of 
Quality,” Journal of Marketing, Vol. 57, October, pp. 18-34. 

 

Teas, K., (1994), “Expectations as a Comparison Standard in Measuring Service Quality: An 
Assessment of a Reassessment,” Journal of Marketing, Vol. 58, January, pp. 132-139. 

 

Teas, K. and Agarwal, S., (2000), “The Effects of Extrinsic Product Cues on Consumers’ 
Perception of Quality, Sacrifice, and Value,” Journal of the Academy of Marketing 
Science, Vol. 28, No. 2, pp.280-292. 

 

Voss, G. B. and Parasuraman, A., (1995), “Prepurchase Preference and Postpurchase 
Satisfaction in Service Exchange,” Working Paper, Marketing Science Institute, 
Report No. 95-113, October. 

 

Weinstein, A. and Johnson, W., (1999), Designing and Delivering Superior Customer Value: 
Concepts, Cases and Applications, CRC Press. 

 

Wolak, R., Kalafatis, S. and Harris, P., (1998), “An Investigation into Four Characteristics of 
Services, Journal of Empirical Generalizations in Marketing Science, Vol. 3, pp. 25. 

 

Woodruff, R. B., (1997), “Customer Value: The Next Source for Competitive Advantage,” 
Journal of the Academy of Marketing Science, Vol. 25, No. 2, Spring, pp. 139-153. 

 

Zeithaml, V. A., Parasuraman, A. and Berry, L. L., (1985), “Problems and Strategies in 
Services Marketing,” Journal of Marketing, Vol. 49, pp. 33-46. 

 

Zeithaml, V. A., (1988), “Consumer Perceptions of Price, Quality, and Value: A Means-end 
Model and Synthesis of evidence,” Journal of Marketing, Vol. 52, July, pp. 2-22. 

 

Zeithaml, V.A. and Bitner, M.J., (2003), Services Marketing, New York, NY, McGraw-
Hill/Irwin. 

 

Linking perceived service quality, perceived sacrifice, and perceived value to customer satisfaction
in higher education services :: The case of Master of Management Program Gadjah Mada University
Yogyakarta
WIDYAN, Denny, Basu Swastha Dharmmesta, Prof., Dr., MBA
Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/




