
47 

 

WORKS CITED 

 

Bell, Simon J., and Luddington, James A., 2006, Coping with customer complaints, Journal 

of Service. Sage Publitions 

Blanding, Warren. Practical handbook of Customer Service Operations. Washington, D.C:  

International Thomson Transport Press, 1989. Print 

Dannysia, Andhika. Personal Interview. 26 May 2016  

Gerson, Richard F. Keeping Customers for Life. Great britain: Kogan Page Ltd, 1993. Print  

Ir. Endar Sugiarto, MM. Psikologi Pelayanan dalam Industri Jasa. Jakarta: PT Gramedia 

Pustaka Utama, 1999. Print 

Kasmir, S.E., M.M. Etika Customer Service. Jakarta: PT RAJAGRAFINDO PERSADA,  

2006. Print 

Misranedi. Personal Interview. 25 March 2016  

Prof. Dr. Farida Jasfar, M.E. Manajemen Jasa. Ghalia Indonesia, 2005. Print 

Rahmayanty, Nina. Manajemen Pelayanan Prima. Yogyakarta: Graha Ilmu, 2013. Print  

Sekar, Wedha. Personal Interview. 25 May 2016  

 

 

 

 

 

 

 

 

 

The Performance of Customer Service Officer of PT. Angkasa Pura I (Persero) Adisutjipto Airport
Yogyakarta in Handling Customer Complaints
FAKHRUNNISA, Dewi Cahya Ambarwati, SIP.,M.A
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



47 

 

Electronic Source 

“Sejarah.” Adisutjipto International Airport Yogyakarta. N.p., n.d. Web. 25 May 2016. 

http://adisutjipto-airport.co.id/sejarah  

“Visi Misi Nilai.” Adisutjipto International Airport Yogyakarta. N.p., n.d. Web. 25 May 

2016. http://www.angkasapura1.co.id/visi-misi-nilai 

“Struktur Organisasi.” Adisutjipto International Airport Yogyakarta. N.p., n.d. Web. 25 May 

2016.  http://adisutjipto-airport.co.id/196-struktur-organisasi 

”Bidang Usaha.” Adisutjipto International Airport Yogyakarta. N.p., n.d. Web. 25 May 2016. 

http://adisutjipto-airport.co.id/bidang-usaha 

“Fasilitas Terminal.” Adisutjipto International Airport Yogyakarta. N.p., n.d. Web. 25 May 

2016. http://adisutjipto-airport.co.id/fasilitas-terminal 

The Performance of Customer Service Officer of PT. Angkasa Pura I (Persero) Adisutjipto Airport
Yogyakarta in Handling Customer Complaints
FAKHRUNNISA, Dewi Cahya Ambarwati, SIP.,M.A
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/


