Analisis kualitas layanan purna jual kepada pelanggan di Call Center Telkomsel
SYAMSUNIL, Djoko Susanto Prof., Dr., MSA

Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR PUSTAKA

Kitcharoen, Krisana, (December 2004), The Importance-Performance Analysis of
Service Quality Administrative Departments of Private Universities In
Thailand, ABAC Journal Vol 3 September-December, 2004 pp. 20-46.

Setiawan, Rudy, ST., MT, Jurnal Analisa Tingkat Kepuasan Pengguna Kereta Api
Komuter Surabaya — Sidoarjo.

Wicaksono, Satrio Arry, 2005, Pengaruh Persepsi Kualitas Layanan Terhadap
Kepuasan Klien dan Dampaknya pada Preferensi Rekomendasi Klien, Jurnal
Ekonomi Perusahaan, IBII, Vol 12 No. 3.

Mugdh, Mrimal, Measuring Service Quality in a Nontraditional Institution Using
Importance-Performance Gap Analysis, State University of New York, pp. 2-
8

Anderson, Deryk, Value Driven Preventive Maintenance Quadrant Analysis,
Oniqua Enterprises Analytics, July 2006

Voss, Christopher A, A Tale of Two Countries’ Conservatism, Service Quality, and
Feedback on Customer Satisfaction, London Business School and Advanced
Institute of Management Research, United Kingdom, Journal of Service
Research, Vol 6, 3 February, 2004

Bolton, Sharon C, The (mis)representation of Customer Service, Lancaster
University, Journal of British Sociological Association, Vol 19, 2005

Ndubisi, Nelson Oly, Service Quality: Understanding Customer Perception and
Reaction, and Its Impact on Business, Gadjah Mada University Journal of
Business, Vol 5, May 2005

Nilsen, Kirsti, Comparing user perspectives of in-person and virtual reference,
Faculty of Information and Media Studies, Universities of Western Ontario,

London, Canada, 2006

Crawford, Scott Z, Exploring the Relationship between Perception of Quality in
Basic Instruction Programs and Repeat Participations, 2007

Austin, David, Improving Customer Service Through Learning, MediaTec
Publishing, Inc, Sept 2007

Becker, Wendy S, Wellins, Richard S, Customer Service Perceptions and Reality,
Training and Development Journal, March 1990

63



Analisis kualitas layanan purna jual kepada pelanggan di Call Center Telkomsel
SYAMSUNIL, Djoko Susanto Prof., Dr., MSA

Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Data monitor, Improving surveying methods for measuring customer satisfaction,
London, March 2004

Rifai, Harif Amali, A Test of The Relationship among Perceptions of Justice, Job
Satisfaction, Affective Commitment and Organizational Citizenship Behavior,
Gadjah Mada International Journal of Business, May-August 2005

Anthony, Robert N. & Govindarajan, Vijay. (2004), Management Control System,
McGraw Hill 11" edition, New York.

Suardi, Rudi, (Desember 2004), Sistem Manajemen Mutu ISO 9000:2000, PPM
Edisi ketiga, Jakarta

Gasperst, Vincent, 2001, 1SO 9001:2000 and Continual Quality Improvement,
Jakarta: Gramedia Pustaka Utama, PT.

Besanko D., Dranove D., Shanley M., Schaefer S, 2004, Economic of Strategy,
John Wiley & Sons, Inc. 31 edition, New York.

Djunaidi, Much., Setiawan, Eko & Hariyanto, Tri., 2006, Jurnal Analisa Kepuasan
Pelanggan dengan Pendekatan Fuzzy Service Quality Dalam Upaya
Peningkatan Kualitas Pelayanan, Jurusanan Teknik Industri Universitas
Muhammadiyah, Surakarta

Djati, S. Pantja., Darmawan, Didit, 2005, Pengaruh Kinerja Karyawan Terhadap
Kepuasan, Kepercayaan, dan Kesetiaan Pelanggan, Jurusan Ekonomi
Manajemen, Fakultas Ekonomi, Universitas Kristen Petra Surabaya

Mudrajad, Kuncoro, 2006, Strategi Bagaimana Meraih Keunggulan Kompetitif,
Penerbit Erlangga, Jakarta.

Riduwan, Drs, MBA, 2004, Metode & Teknik Menyusun Tesis, Penerbit Alfabeta,
Bandung

Irawan, Handi, MBA. Mcom, 2008, 10 Prinsip Kepuasan Pelanggan, Penerbit PT.
Elex Komputindo, Jakarta

Pengolahan Data Statistika dengan SPSS 15, Penerbit Wahana Komputer,
Semarang

Amin, Nur Muhammad, Trend Industri Telekomunikasi di Indonesia, Fakultas
Ekonomi UI, 1998

Woulansari, Diana, 2006, Startegi Telkomsel Mempertahankan Market Leader 3-G
di Indonesia pada 2010, MM UGM

64



Analisis kualitas layanan purna jual kepada pelanggan di Call Center Telkomsel
SYAMSUNIL, Djoko Susanto Prof., Dr., MSA

Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Adriansyah, Igbal, 2003, Formulasi Strategi Saluran Distribusi PT. Telkomsel
Dalam Menghadapi Persaingan di Indusri Telekomunikasi Selular, MM UI

Mengukur Kepuasan Masyarakat terhadap Pelayanan Pendidikan,
www.depdiknas.go.id/Journal

Website Telkomsel www.telkomsel.com

Website Indosat www.indosat.com

Website Excelcomindo www.xl.co.id

65





