
DAFT AR PUSTAKA 

Cooper, Donald R. and P.S. Schindler. Business Research Methods. 9th ed. 
McGraw- Hill International Ed ition, 2006. 

Gaspers, Vincent, Dr., D.Sc., CFPIM, CIQA, Total Quality Management, Edisi ke 
lima, PT Gramedia Pustaka Utama, Oktober 2008 

Hari Purnomo, Setiawan, SE., MBA., Zulkieflimansyah, Ph.D., Buku Seri 
Manajemen - Manajemen Strategi, Ed isi Revisi, Lembaga Penerbit Fakultas 
Ekonomi Universitas Indonesia, 2007 

Heizer, Jay dan Render, Barry, Operation Management, Eighth Edition, Pearson 
Prentice Hall, New Jersey, US A, 2006 

IBM Global Technology Services Indonesia, Quality Manual Document ISO 
900 I :2000, 2003 edition 

ISO 900 I :2000, Quality Management Systems - Requirement, 3rd Edition, 2000 

Jan van Bon, Mike Pieper, Anheleis van der Veen, IT Service Management - an 
introduction based on /TIL, Van Haren Publishing, First impression, 
second edition, September 2004 

Lin, Chinho, Wu, Chuni, A Knowledge Creation Model for ISO 900 I :2000, 
Routledge - Total Quality Management, Vol 16., 2005 

Mithchell, Alan, Reduce Call Centre Costs by Cutting Service Delivery 
Errors, Marketing Week, 2008 

tungo, Chrispin, Quality Culture in Goverment: The Pursuit of Quality 
Management Model, Routledge- Total Quality Management, Vol 18., 
2007 

Thompson, A, Arthur, et at, Crafting and Executing Strategy, Sixteen Edition, 

88 

Evaluasi penerapan total quality management yang berbasis ISO 9001 2000 :: Studi kasus pada jasa
layanan purna jual di PT IBM Indonesia
WIJIASTO, Condrojoko, Wakhid Slamet Ciptono, Drs., MBA., MPM
Universitas Gadjah Mada, 2009 | Diunduh dari http://etd.repository.ugm.ac.id/



89 

Me Graw-Hill, New York, USA. 2008, 

Wheatley, Malcom, How Small Companies can make a Big Impact with /TIL?, Mid 
Market Jurnal, June 2008 

____ , Linking ISO 9001:2000 to Product Quality, Smithers Quality 
Assesment, Inc, Ohio, April 2005 

http://finance.yahoo.com/q/co?s=IBM, International Business Machines Corp.­
Competitor, Yahoo Finance, 9 Agustus 2009 

Evaluasi penerapan total quality management yang berbasis ISO 9001 2000 :: Studi kasus pada jasa
layanan purna jual di PT IBM Indonesia
WIJIASTO, Condrojoko, Wakhid Slamet Ciptono, Drs., MBA., MPM
Universitas Gadjah Mada, 2009 | Diunduh dari http://etd.repository.ugm.ac.id/


