ANALISIS KEPUASAN PELANGGAN DENGAN PENDEKATAN SERVICE QUALITY Studi pada PT Bank
Mandiri Cabang
Cilacap
MOHAMAD BAKHTIAR R, Ertambang Nahartyo, Dr., M.Sc., CMA., Ak., CA
UNIVERSITAS

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

Daftar Pustaka

Abdullrahim, N., & Robson, J. (2017). The importance of service quality in British
Muslim’s choice of an Islamic or non-Islamic bank account. Journal of
Financial Services Marketing, 22(2), 54-63.

Bougie, & Sekaran. (2013). Edisi 5, Research Methods for Business: A skill Building
Approach. New York: John wiley@Sons.

Creswell, JW. (2013).Research Design: Pendekatan Kualitatif, Kuantitatif, dan
Mixed, ed 3. Yogyakarta: Penerbit Pustaka Pelajar.

Fandy, Tjiptono. 2017. Service Management Mewujudkan Layanan Prima,Edisi 3.
Yogyakarta: Andi.

Freddy Rangkuti, 2003, Measuring Customer Statisfaction, cetakan kedua, Jakarta:
Penerbit PT. Gramedia Pustaka Utama.

Galeeva, R. B. (2016). SERVQUAL application and adaptation for educational
service quality assessments in Russian higher education. Quality Assurance
in Education,24(3), 329- 348. doi:10.1108/qae-06-2015-0024

Kotler, P., and Keller, K.L.(2009).Marketing Management. 3" ed. Unitsityed States
of America.: Person Education, Inc.

Lone, F. A., & Rehman, A. U. (2017). Customer satisfaction in full-fledged Islamic
banks and Islamic banking windows: A comparative study. Journal of
Internet Banking and Commerce, 22(S7).Malhotra, N.K. (1993). Marketing
Research and Applied Orientation. USA: Prentice Hall International.

Parasuraman, A. (2002). TRI/SERVQUAL/LiIbQUAL+™, Uverstity of Miami
Journal, pp 4-10.

Parasuraman, A., Berry, Leonard L, and Zeithaml, Valarie A. (1991). Refinement and
Reassessment of The SERVQUAL Scale. Journal of Retailing, vol. 67 No.
4 (Winter), pp. 420-450.

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

73



ANALISIS KEPUASAN PELANGGAN DENGAN PENDEKATAN SERVICE QUALITY Studi pada PT Bank
M?ndiri Cabang
Cilaca

p
MOHAMAD BAKHTIAR R, Ertambang Nahartyo, Dr., M.Sc., CMA., Ak., CA
GUAI\IIDIJVAE—IR[SVII-/I—\/I\DSA Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

Supranto, J. 2011. Pengukuran Tingkat Kepuasan Pelanggan. Jakarta: Rineka Cipta

Yilmaz, V., Ari, E., & Girbiz, H. (2018). Investigating the relationship between
service quality dimensions, customer satisfaction and loyalty in Turkish
banking sector: an application of structural equation model. International
Journal of Bank Marketing, 36(3), 423-440.Zeithaml, Bitner, Gremler.
(2006). Services Marketing: Integrating Customer Focus Across The Firm.
Singapore, The MCGraw-Hill Companies.

Zeithaml, Valarie A. Mry Jo Bitner. (2000). Services Marketing: Integrating
Customer Focus Across The Firm, Second Edition Hill. New York:
McGraw.

Zeithaml, V., Berry, L., and Parasuraman, A.1993. The nature and determinants of
customer expectations of service. Journal of the Academy of Marketing
Science,1(21):1-12.

http://infobanknews.com/2017-asbisindo-optimis-aset-perbankan-syariah-naik-15/

http://markbiz.files.wordpress.com/2008/06/1-beberapa-konsep-dasar-m-prod.pdf

74



