
49 
 

DAFTAR PUSTAKA 

Arif, M., 2016, Bahan Ajar Racangan Teknik Industri, Deepublish, Yogyakarta. 

Bajari, A. H., 2008, Analisis Kualitas Pelayanan Bagi Peserta Asuransi Kesehatan 

Masyarakat Miskin (Askeskin) di Puskesmas Candilama Semarang, Thesis, 

Magister Ilmu Administrasi Universitas Diponegoro. 

BPJS Kesehatan, 2017, Segmentasi Kepesertaan 31 Desember 2016, Yogyakarta: 

BPJS Kesehatan KCU Yogyakarta. 

Burns, A.C., 1986, Generating Marketing Strategy Priorities Based on Relative 

Competitive Position, Journal of Consumer Marketing, Vol. 3, pp. 49-56. 

Cook, C., Thompson, B., 2000, Reliability and Validity of SERVQUAL Scores 

Used to Evaluate Perceptions of Library Service Quality, The Journal of 

Academic Librarianship, Vol. 26, pp. 248-258. 

Delius, C. N., 2014, Statistical Modeling of Diagnostic Data Continuous Surface 

Mining, 12th International Symposium Proceedings, pp. 378-380. 

Destria, S., Rukmi, H. S., Susanti, S., 2010, Usulan Perbaikan Kualitas Pelayanan 

Minimarket Intimart dengan Menggunakan Metode Importance 

Performance Analysis, Institut Teknologi Nasional Bandung. 

Engel, J. F., Blackwell, R. D., Miniard, P. W., 1990, Consumer Behavior 6th ed,  

Dryden Press, Chicago. 

Ferreira, H. P., Fernandes, P. O., 2015, Importance-Performance Analysis Applied 

to A Laboratory Supplies and Equipment Company, Conference on 

ENTERprise Information System, Vol. 64, pp. 824-831. 

Gilbert, G. R., 2000, Measuring Internal Customer Satisfaction, Journal of 

Managing Service Quality, Vol. 10, pp. 178-86. 

Gong, G. C., 2014, Development of the Adolescent Family-Belonging 

Questionnaire, International Conference on Education and Management 

Science (ICEMS), DEStech Publication, Inc., Lancaster. 

Gronroos, C. 1992, Service Management and Marketing, Lexington Books, 

Massachusetts. 

Gulati, N. C., 2009, Principles of Insurance Management, Excel Books, New Delhi. 

Harmaini, L., 2013, Analisis Kualitas Pelayanan Perpustakaan Perguruan Tinggi 

dengan Metode Quality Function Deployment, e-Journal Universitas Negeri 

Padang, pp.1-11. 

Huang, S. H. S., Tseng, W. J., Hsu, W. K. K., 2016, An Assessment of Knowledge 

Gap in Service Quality for Air Freight Carriers, Journal of Transport Policy, 

Vol. 50, pp. 87-94. 

Heizer, J., Render, B., 2005, Operations Management. 7th ed, Prentice Hall Inc., 

New York 

Juniarsa, Y., 2015, Aplikasi Fuzzy Servqual untuk Identifikasi Preferensi Kepuasan 

Nasabah Pada Asuransi Bringin Life SCO Jakarta, E-Journal Management 

Gunadarma, pp. 4-13. 

49 

Analisis Preferensi dan Pemetaan Kualitas Jasa Asuransi Kesehatan Publik di Kota Yogyakarta
DINDA LARASATI, Muhammad Kusumawan Herliansyah, S.T., M.T., Ph.D.
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



50 
 

Kotler, P., 1994, Marketing Management: Analysis, Planning, Implementation,and 

Control 8th ed., Prentice Hall Inc., New Jersey. 

Kumar, R., 2008, Research Methodology, APH Publishing Corporation, New 

Delhi. 

Lovelock, C., Wright, L., 2005, Manajemen Pemasaran Jasa, PT. Indeks, Jakarta. 

Martilla, J. A., James, J. C., 1977, Importance-Performance Analysis. Journal of 

Marketing, Vol. 41, pp. 77-78. 

Martinez, C.L., 2003, Evaluation Report: Tools Cluster Networking Meeting, 

Center Point Institute, Inc., Arizona. 

Meesala, A., Paul, J., 2016, Service Quality, Cunsomer Satisfaction and Loyalty in 

Hospitals: Thinking for the Future, Journal of Retailing an Consumer 

Services. 

Melati, D. A. R., 2015, Analisis Kualitas Pelayanan Terhadap Kepuasan 

Pelanggan Menggunakan Metode Importance Performance Analysis pada 

PDAM Tirtawening Kota Bandung, Universitas Telkom Bandung. 

Muhammad, A., 2011, Hukum Asuransi Indonesia. Citra Aditya Bakti, Bandung. 

Nisfiannoor, M., 2009, Pendekatan Statistika Modern untuk Ilmu Sosial, Salemba 

Humanika, Jakarta. 

Nunnally, J. C, 1978, Psychometric Theory, McGraw-Hill, New York. 

Oliver, R. L., 1997, Satisfaction : A Behavioral Perspective on the Consumer, 

McGraw-Hill, New York.  

Parasuraman, A., Zeithaml, V.A., Berry, L.L., 1985, A Conceptul Model of Service 

Quality and Its Implication for Future Research, Journal of Marketing, Vol. 

49, pp. 41-50. 

Parasuraman, A., Zeithaml, V.A., Berry, L.L., 1990, Delivering Quality Service : 

Balancing Customer Perception and Expectation, 1st ed, The Free Press, 

New York. 

Rangkuti, F., 2002, Teknik Mengukur dan Strategi Meningkatkan Kepuasan 

Pelanggan  & Analisis Kasus PLN-JP, Gramedia Pustaka Utama, Jakarta. 

Saliman, A. R., 2014, Hukum Bisnis untuk Perusahaan, Kencana, Jakarta. 

Sari, E. K., Simanunsong, A., 2007, Hukum dalam Ekonomi, Grasindo, Jakarta. 

Simamora, B., 2008, Panduan Riset Perilaku Konsumen, Gramedia Pustaka Utama, 

Jakarta. 

Siregar, W. F., 2013, Analisa Tingkat Kepuasan Pelanggan Terhadap Jasa 

Asuransi Klaim Kendaraan (Mobil) PT. ASM, Universitas Mercu Buana 

Jakarta. 

Slack, N. 1994, The Importance-Performance Matrix as a Determinant of 

Improvement Priority, International Journal of Operations & Production 

Management, Vol. 14, pp. 59-75. 

Sulastomo, 2011, Sistem Jaminan Sosial Nasional: Mewujudkan Amanat 

Konstitusi, Kompas Media Nusantara, Jakarta. 

Sungip, Z., Affiaine, A., 2008, An Assessment on Service Quality in Malaysia 

Insurance Industry, Faculty of Business and Management University of 

Malaya. 

Analisis Preferensi dan Pemetaan Kualitas Jasa Asuransi Kesehatan Publik di Kota Yogyakarta
DINDA LARASATI, Muhammad Kusumawan Herliansyah, S.T., M.T., Ph.D.
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



51 
 

Suska, I. M., Budiartha, N., Diputra, Gd. A., 2013, Analisis Kualitas Pelayanan Pas 

Bandara Internasional Ngurah Rai dengan Menggunakan Metode Servqual, 

Jurnal Spektran, Vol.1, pp. 38-42. 

Tim Pustaka Yustisia, 2014, Panduan Resmi Memperoleh Jaminan Kesehatan dari 

BPJS, Visimedia, Jakarta. 

Tse, D., Wilton, P. C., 1988, Model of Consumer Satisfaction Formation: An 

Extention, Journal of Marketing Research, Vol. 25, pp. 12-24. 

Wati, C. S., 2012, Asuransi Kesehatan (Pengantar), Fakultas Kesehatan 

Masyarakat, Universitas Diponegoro. 

Widiawan, K., Sutedjo, F. C., 2005. Kualitas Layanan Beberapa Perusahaan 

Asuransi di Surabaya. Jurnal Teknik Industri, Vol. 7, pp.160-167. 

Wisnubroto, P., Anggoro, T., 2012, Analisis Pelayanan Kualitas Jasa dengan Six 

Sigma pada Hotel Malioboro Inn Yogyakarta, Prosiding Seminar Nasional 

Aplikasi Sains dan Teknologi (SNAST) Periode 3, pp. 117-128. 

Zadeh, L.A., 1965, Fuzzy Set, Information and Control Journal of University of 

California Berkeley, 8th ed., pp. 338-353. 

 

 

 

 

Analisis Preferensi dan Pemetaan Kualitas Jasa Asuransi Kesehatan Publik di Kota Yogyakarta
DINDA LARASATI, Muhammad Kusumawan Herliansyah, S.T., M.T., Ph.D.
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/


