
61 

 

 

 

DAFTAR PUSTAKA 

 

   

Alsa, A. (2004). Pendekatan Kuantitatif dan Kualitatif serta Kombinasinya dalam Penelitian 

Psikologi. Yogyakarta: Pustaka Pelajar. 

Azwar, S. (2012). Validitas dan Reliabilitas. Yogyakarta: Pustaka Pelajar. 

Azwar, S. (2014). Penyusunan Skala Psikologi. Yogyakarta: Pustaka Pelajar. 

Buttle, F. A. (1998). Word of mouth: understanding and managing referral marketing. 

Journal of Strategic Marketing, 6(3), 241-254. 

Carmines, E. G., & Zeller, R. A. (1979). Reliability and Validity Assessment. California: 

SAGE Publications, Inc. 

Cooligan, H. (1996). Introduction to Research Methods and Statistics in Psychology: 2nd 

Edition. London: Bath Press. 

Dichter, E. (1966). How word-of-mouth advertising works. Harvard Business Review, 44, 

147–66. 

Danim, S. (2000). Metode Penelitian untuk Ilmu-ilmu Perilaku. Jakarta: Bumi Aksara. 

Engel, J. F., Blackwell, R. D., & Paul, W. M. (1990). Consumer Behaviour. San Francisco: 

The Dryden Press. 

Gerson R. F. (1993), Measuring Customer Satisfaction. California: Crisp Publication, Inc.  

Godinho, A., Kushnir, V., & Cunningham J. A. (2016). Unfaithful findings: identifying 

careless responding in addictions research. Society for the Study of Addiction, 111 

(6), 955-956. 

Goyette, I., Ricard, L., Bergeron, J., & Mrticotte, F. (2010). E-wom scale: word of mouth 

measurement scale for e-services context. Canadian Journal of Administrative 

Sciences, 27: 5-23. 

Goodman, J. A. (2009). Strategic Customer Service. New York: AMACOM Books. 

Harrison-Walker, L. J. (2001). The measurement of word-of-mouth communication and an 

investigation of service quality and customer commitment as potential antecedents. 

Journal of service research, 4(1), 60-75. 

Hasan, A. (2010). Marketing dari Mulut ke Mulut. Yogyakarta: Media Presindo. 

Hennig-Thurau, T., & Hansen. U. (2000). Relationship Marketing: Gaining Competitive 

Advantage Through Customer Satisfaction and Customer Retention. New York: 

Springer Science & Business Media. 

Hill, N. (1996). Handbook of Customer Satisfaction Measurement. Hampsire: Gower. 

Huda, F. (2011).  Pengaruh kepuasan konsumen terhadap perilaku WOM (getok tular) 

konsumen jasa angkutan bis antar kota antar propinsi kelas eksekutif di PO Rosalia 

Indah tahun 2010. Surakarta: Universitas Sebelas Maret. 

Hubungan antara Kepuasan Pelanggan dengan Perilaku Getok Tular
AYUNING GALUH RESMI, Ridwan Saptoto, S.Psi., M.A., Psikolog
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



62 

 

 

 

Jan, M. T., Abdullah, K., & Shafiq, A. (2013). The impact of customer satisfaction on word 

of mouth: conventional banks of Malaysia investigated. International Journal of 

Information Technology & Computer Science, 10(3), 14-23. 

Khan, S., Hussain, S. M., & Yaqoob, F. (2013). Determinants of customer satisfaction in fast 

food industry a study of fast food restaurants peshawar pakistan. Studia 

Commercialia Bratislavensia, 6(21), 56-65. 

Kotler, P. (2001). Marketing Management. New Jersey: Prentice-Hall, Inc. 

Kotler, P., & Keller, K. L. (2009). Marketing Management 13th Edition. New Jersey: Pearson 

Prentice Hall. 

Lovelock, C. H., & Wirtz, J. (2011). Service marketing: People, technology, strategy. New 

Jersey: Prentice Hall. 

Lovelock, C. H., & Wright, L. K. (2005). Manajemen Pemasaran Jasa. Jakarta: Indeks. 

Muhammad, A. (2006). Cara Pintar Promosi Murah dan Efektif. Yogyakarta: Garailmu. 

Muijs, D. (2004). Doing Quantitative Research in Education With SPSS. California: SAGE 

Publications, Inc. 

O'Leary, S., Sheehan, K., & Lentz, S. (2008). Small Business Smarts: Building Buzz with 

Social Media: Building Buzz with Social Media. Westport: Praeger. 

Rensink, J. M. (2013). What motivates people to write online reviews and which role does 

personality play?: a study providing insights in the influence of seven motivations on 

the involvement to write positive and negative online reviews and how five 

personality traits play a role. Enschede: University of Twente. 

Sabir, R. I., Irfan, M., Akhtar, N., Pervez, M. A., & Rehman, A. (2014). Customer 

satisfaction in the restaurant industry: examining the model in local industry 

perspective.Journal of Asian Business Strategy, 4(1), 18-31. 

Sarantakos, S. (2005). Social Research: 3rd Edition. New York: Palgrave Macmillan. 

Shaughnessy, J. J., Zechmeister, E. B., & Zechmeister, J. S. (2012). Metode Penelitian dalam 

Psikologi. Jakarta: Salemba Humanika. 

Silverman, G. (2011). The Secrets of Getok Tular Marketing: How to Trigger Exponential 

Sales Through Runaway Getok Tular. New York: AMACOM. 

Solomon, M., Bamossy, G., Askegaard, S., & Hogg, M. K. (2006). Customer Behaviour: A 

European Perspective Third Edition. New Jersey: Prentice-Hall.Inc. 

Stevens, P., Knutson, B., & Patton, M. (1995). DINESERV: A tool for measuring service 

quality in restaurants. Cornell Hotel and Restaurant Administration Quarterly, 36(2), 

56-60. 

Sutisna. (2003). Perilaku Konsumen & Komunikasi Pemasaran. Bandung: Remaja 

Rosdakarya. 

Hubungan antara Kepuasan Pelanggan dengan Perilaku Getok Tular
AYUNING GALUH RESMI, Ridwan Saptoto, S.Psi., M.A., Psikolog
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



63 

 

 

 

Sweeney, J. C., Soutar, G. N., & Mazzarol, T. (2005). The differences between positive and 

negative word-of-mouth–emotion as a differentiator?. ANZMAC 2005 Conference: 

Consumer Behaviour, 331-337. 

Taghizadeh, H., Taghipourian, M. J., & Khazael A. (2013). The effect of customer 

satisfaction on word of mouth Communication. Research Journal of Applied 

Sciences, Engineering and Technology, 5(8), 2569-2575. 

Tjiptono, F., & Chandra, G. (2005). Service, Quality, and Satisfaction. Yogyakarta: ANDI. 

Wahyuningsih, & Nurdin, D. (2010). The effect of customer satisfaction on behavioral 

intentions. Jurnal Manajemen Bisnis, 3(1), 1-16. 

Wirtz, J., & Chew, P. (2002). The effects of incentives, deal proneness, 

satisfaction and tie strength on word-of-mouth behaviour. International 

Journal of Service Industry Management, 13(2), 141-162. 

Wiklund, J., & Fredberg, A. (2011). The Getok Tular Effect. Lulea: Luleå University of 

Technology. 

WOMMA. (2007). An introduction to WOM Marketing. WOM 101, 1:1-6. 

Yang, X., Zhang, X., & Zuo, F. (2009). Word of mouth: the effects of marketing efforts and 

customer satisfaction. International Joint Conference on Artificial Intelligence, 6(9), 

687-690. 

Yu, C., & Tang, X. (2010). The construct and influence of word of mouth: receiver 

perspectives. Journal of Chinese Marketing, 3(2), 13-18. 

Yuliani, S. P. (2012). Analisis Pengaruh Kualitas Pelayanan, Kepuasan Konsumen, dan 

Experiential Marketing Terhadap Getok Tular. Depok: Universitas Indonesia. 

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1988). Communication and control 

processes in the delivery of service quality. The Journal of Marketing, 35-48. 

 

  

Hubungan antara Kepuasan Pelanggan dengan Perilaku Getok Tular
AYUNING GALUH RESMI, Ridwan Saptoto, S.Psi., M.A., Psikolog
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/


