The Analysis of Service Quality in Balai Layanan Perpustakaan Ghratama Pustaka Using IPA Method
FAZA SENO RAVINDITO, Ely Susanto, Dr., M.B.A.,

Universitas Gadjah Mada, 2021 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

REFFERENCE

Andjani, Ike Yuli dan Adi Irawan. 2011. Modul Praktikum Statistika 1. Semarang:
Cipta Prima Nusantara.

Agus, Arawati, Barker, Sunita & Kandampully, Jay (2007) “An exploratory study of
service quality in the Malaysian public service sector,” International Journal of Quality and
Reliability Management, vol. 24(2), p. 177-190

A, Parasuraman. 2001. The Behaviorial Consequenses of Service Quality, Journal of
Marketing. Vol 60.

Hardiansyah .2011. Kualitas Pelayanan Publik. Yogyakarta: Gava Media.

Kotler, Philip. 2002. Manajemen Pemasaran, Analisa perencanaan, Implementasi dan
control, Edisi Kesembilan, Jilid 1 dan jilid 2, Jakarta, Prehalindo, alih bahasa oleh Hendra
Teguh S.E.,A K., dan Ronny A. Rusli, S.E.

Lukea-Bhiwajee, P. R.-M. (2010). Service Quality in the Public Service.
INTERNATIONAL JOURNAL OF MANAGEMENT AND MARKETING RESEARCH ¢ Volume
3 ¢ Number 1 ¢,37 - 50.

Lovelock, C. (1994). Product plus. New York: McGraw Hill.

Lovelock, C. and Wirtz, J. (2011). Services Marketing. New Jersey: Pearson.

Tjiptono, Fandy. 2006. Manajemen Pelayanan Jasa. Yogyakarta: CV Andi Offset.

Wisniewski, M. & Donnelly, M. (1996), “Measuring service quality in the public
sector: the potential for SERVQUAL”, Total Quality Management, Vol. 7(4), p.357-365

Galloway, Les (1998) “Quality perceptions of Internal and External Customers: a case
study in educational administration,” The TQM Magazine, vol. 10(1), p. 20-26

Ghozali, Imam, 2007, Aplikasi Analisis Multivariate Dengan Program SPSS,
Universitas Diponogoro, Semarang.

Gowan, M., Seymour, J., Ibarreche, S. & Lackey, C. (2001) “Service quality in a public
agency: same expectations but different perceptions by employees, managers, and customers,”
Journal of Quality Management, vol. 6, p. 275-291

Martilla dan John C. James. 1977. “Importance-Performance Analysis.” Journal of
Marketing, Vol. 41 No. 1 Januari 1977 : 77-79.

Parasuraman, A., Zeithaml, Valerie A. & Berry, Leonard.L. (1985) “A conceptual
model of service quality and its implications for future research,” Journal of Marketing, vol.

49, p. 41-50



The Analysis of Service Quality in Balai Layanan Perpustakaan Ghratama Pustaka Using IPA Method
FAZA SENO RAVINDITO, Ely Susanto, Dr., M.B.A.,

Universitas Gadjah Mada, 2021 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH ]\ﬁa%lsuraman, A., Zeithaml, Valerie A. & Berry, Leonard L. (1988) “SERVQUAL: a

multiple-item scale for measuring consumer perceptions of service quality,” Journal of
Retailing, vol. 64(1), p. 12-40
Parasuraman, A., Zeithaml, Valerie A. & Berry, Leonard L. (1991) “Refinement and
reassessment of the SERVQUAL scale,” Journal of Retailing, vol. 67(4), p. 420-50
Parasuraman, A., Berry, Leonard L. & Zeithaml, Valerie A. (1993) “Research note:
more on improving service quality measurement”, Journal of Retailing, vol. 69, p. 140-147
Parasuraman, A., Zeithaml, Valerie A. & Berry, Leonard L. (1994) “Reassessment of
expectations as a comparison standard in measuring service quality: implications for further
research,” Journal of Marketing, vol. 58, January, p.111-124
Sasser, W. E., Olsen, R. P. and Wyckoff, D. D. (1978). Management of Service
Operations. Boston: Allyn & Bacon.
Siregar, Syofian. 2013. Metode Penelitian Kuantitatif. Jakarta: PT Fajar Interpratama
Mandiri.
Sugiyono. 2010. Metode Penelitian Bisnis. Alfabeta. Bandung.
Yarimoglu, E. K. (2014). A Review on Dimensions of Service Quality Models . Journal
of Marketing Management June 2014, Vol. 2, No. 2, pp. 79-93 ,79 - 93.

Burhan, S. (2015). PELAYANAN PUSTAKAWAN PADA BADAN PERPUSTAKAAN,
ARSIP DAN DOKUMENTASI DAERAH PROVINSI SULAWESI TENGAH. e-
Jurnal Katalogis Vol. 3 No. 10, 116-124.

Denhardt, R., & Denhardt, J. (2000). The New Public Service: Serving Rather Than Steering.
Public Administration Review, 549-557.

Drs. H. Soekarman Kartasedono, M. (1995). Perpustakaan Sebagai Lembaga Pendidikan Dan
Sarana Mencerdaskan Masyarakat Dan Bangsa. Media Pustakawan Vol. 2 No. 2.

Spicker, P. (2009). The Nature of a Public Service. Internation Journa of Public
Administration, 970-991.



