
195 
 

DAFTAR PUSTAKA 

Azhar, Fauzani Refdiani.2013.Efektivitas Pengelolaan Keluhan Masyarakat pada 

Lembaga Ombudsman Daerah (LOD DIY) Daerah Istimewa Yogyakarta. 

Tesis. Universitas Gadjah Mada. 

Bappenas. 2010. Laporan Kajian Manajemen Pengaduan Masyarakat dalam 

Pelayanan Publik. Direktorat Aparatur Negara Kementeriana 

Perencanaan Pembangunan Nasional. 

Bardus, Marco,  Holly Blake, Scott Lloyd, L. Suzanne Suggs , (2014),"Reasons 

for participating and not participating in a e-health workplace physical 

activity intervention", International Journal of Workplace Health 

Management, Vol. 7 Iss 4 pp. 229 - 246 

Bennett, Roger & Sharmila Savani, (2011),"Complaints-handling procedures of 

human services charities", Managing Service Quality: An International 

Journal, Vol. 21 Iss 5 pp.484-510 

Brennan, Carol & Alex Douglas. 2002. Complaint procedures in local government 

Informing your customers. The International Journal of Public Sector 

Management. Vol. 15 No. 3, 2002, pp. 219-236 

Celino Adele, Grazia Concilio, Pierpaolo Pontrandolfo, Barbara Scozzi, 

(2008),"Addressing coordination problems in information intensive 

processes for public management innovation", Transforming 

Government: People, Process and Policy, Vol. 2 Iss 1 pp. 31 – 46 

Chen, Yen-Chun, Po-Chien Li, Ya-Hui Lin, (2013),"How inter- and intra-

organisational coordination affect product development performance: the 

role of slack resources", Journal of Business & Industrial Marketing, 

Vol. 28 Iss 2 pp. 125 - 136 

KINERJA PEMERINTAH KOTA YOGYAKARTA DALAM PENYEDIAAN SALURAN PENANGANAN
KELUHAN MASYARAKAT  (Studi
penelitian deskriptif pada Unit Pelayanan Informasi dan Keluhan Publik (UPIK) Pemerintah Kota
Yogyakarta)
NENY AYU NOURMANITA, Dr.Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



196 
 

Creswell, John. W. 2013. Research Design: Pendekatan Kualitatif, Kuantitatif, 

dan Mixed. Yogyakarta: Pustaka Pelajar. 

Dionne, Shelley D., Francis J. Yammarino, Leanne E. Atwater, William D. 

Spangler, (2004),"Transformational leadership and team performance", 

Journal of Organizational Change Management, Vol. 17 Iss 2 pp. 177-

193 

Enserink, Bert & Joop Koppenjan, (2007),"Public participation in China: 

sustainable urbanization and governance", Management of 

Environmental Quality: An International Journal, Vol. 18 Iss 4 pp. 459 – 

47 

Dharma, Surya. 2005. Manajemen Kinerja Falsafah, Teori, dan Penerapannya. 

Yogyakarta: Pustaka Pelajar. 

Dwiyanto, Agus. 2008. Mewujudkan Good Governance Melalui Pelayanan 

Publik. Yogyakarta: Gadjah Mada University Press. 

Dwiyanto, Agus, dkk. 2002. Reformasi Birokrasi Publik di Indonesia. 

Yogyakarta: Pusat Studi dan Kebijakan Universitas Gadjah Mada. 

Eccles, Gavin & Philip Durand, (1998),"Complaining customers, service recovery 

and continuous improvement", Managing Service Quality: An 

International Journal, Vol. 8 Iss 1 pp. 68 – 71 

Fathoni, A. 2006. Organisasi dan Manajemen SDM. Jakarta: Rineka Cipta. 

George, Manoj K. & Renju Joseph, (2009),"Complaints procedures in the NHS: 

are they fair and valid?", Clinical Governance: An International Journal, 

Vol. 14 Iss 3 pp. 183 – 188 

Gupta, Vipin, (2011),"Cultural basis of high performance organizations", 

International Journal of Commerce and Management, Vol. 21 Iss 3 pp. 

221 - 240 

KINERJA PEMERINTAH KOTA YOGYAKARTA DALAM PENYEDIAAN SALURAN PENANGANAN
KELUHAN MASYARAKAT  (Studi
penelitian deskriptif pada Unit Pelayanan Informasi dan Keluhan Publik (UPIK) Pemerintah Kota
Yogyakarta)
NENY AYU NOURMANITA, Dr.Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



197 
 

Gruber, Thorsten , (2011),"I want to believe they really care", Journal of Service 

Management, Vol. 22 Iss 1 pp. 85 – 110 

Hardiyansyah. 2011. Kualitas Pelayanan Publik: Konsep, Dimensi, Indikator, dan 

Implementasinya. Yogyakarta: Gava Media. 

Hasibuan, Malayu S.P. 2006. Manajemen dasar, Pengertian, dan Masalah (Edisi 

Revisi). Jakarta: Bumi Aksara. 

Holloway, Jacky, Graham Francis & Matthew Hinton, (1999),"A vehicle for 

change?", International Journal of Public Sector Management, Vol. 12 

Iss 4 pp. 351 – 365 

Hsieh, Sophie Yahui, (2012),"Using complaints to enhance quality improvement: 

developing an analytical tool", International Journal of Health Care 

Quality Assurance, Vol. 25 Iss 5 pp. 453 – 461 

http://nasional.republika.co.id/berita/nasional/umum/14/12/18/ngqq4c-

ombudsman-ri-pelayanan-publik-di-pemda-paling-banyak-dikeluhkan 

diakses pada 10 januari 2015 pukul 11.09.  

Istianto, Bambang. 2011. Manajemen Pemerintahan Dalam Perspektif Pelayanan 

Publik. Jakarta: Mitra Wacana Media. 

Javetz, Rachel & Zvi Stern, (1996),"Patients’ complaints as a management tool 

for continuous quality improvement", Journal of Management in 

Medicine, Vol. 10 Iss 3 pp. 39-48 

Jean Lee, Siew Kim & Kelvin Yu, (2004),"Corporate culture and organizational 

performance", Journal of Managerial Psychology, Vol. 19 Iss 4 pp. 340 – 

359 

Joiner, Therese A., (2001),"The influence of national culture and organizational 

culture alignment on job stress and performance: evidence from Greece", 

Journal of Managerial Psychology, Vol. 16 Iss 3 pp. 229 -242 

KINERJA PEMERINTAH KOTA YOGYAKARTA DALAM PENYEDIAAN SALURAN PENANGANAN
KELUHAN MASYARAKAT  (Studi
penelitian deskriptif pada Unit Pelayanan Informasi dan Keluhan Publik (UPIK) Pemerintah Kota
Yogyakarta)
NENY AYU NOURMANITA, Dr.Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/

http://nasional.republika.co.id/berita/nasional/umum/14/12/18/ngqq4c-ombudsman-ri-pelayanan-publik-di-pemda-paling-banyak-dikeluhkan
http://nasional.republika.co.id/berita/nasional/umum/14/12/18/ngqq4c-ombudsman-ri-pelayanan-publik-di-pemda-paling-banyak-dikeluhkan


198 
 

Joseph, Errol E., Bruce E. Winston, (2005),"A correlation of servant leadership, 

leader trust, and organizational trust", Leadership & Organization 

Development Journal, Vol. 26 Iss 1 pp. 6 – 22 

Kabra, Gaurav & A Ramesh , (2015),"Analyzing drivers and barriers of 

coordination in humanitarian supply chain management under fuzzy 

environment", Benchmarking: An International Journal, Vol. 22 Iss 4 pp. 

559 - 587 

Kumorotomo,  Wahyudi. (2008). Pengembangan E-government untuk 

Peningkatan Transparansi Pelayanan Publik : Studi Kasus UPIK di 

Pemkot Jogyakarta dan E-procurement di Pemkot Surabaya. Makalah 

KAN Juni 2008 , UGM, Jogjakarta.Diakses pada 4 Mei 2015 dari 

http://kumoro.staff.ugm.ac.id/wpcontent/uploads/2008/06/pengembangan

-e-government dalam-peningkatan-transparansi-pelayanan- publik.pdf 

Limsila, Kedsuda & Stephen O. Ogunlana, (2008),"Performance and leadership 

outcome correlates of leadership styles and subordinate commitment", 

Engineering, Construction and Architectural Management, Vol. 15 Iss 2 

pp. 164 – 184 

Mastrangelo Angelo & Erik R. Eddy Steven J. Lorenzet , (2014),"The relationship 

between enduring leadership and organizational performance", 

Leadership & Organization Development Journal, Vol. 35 Iss 7 pp. 590 – 

604 

Moenir, A.S. 1983. Pendekatan Manusiawi Dan Organisasi Terhadap Pembinaan 

Kepegawaian. Jakarta: Gunung Agung. 

Moenir, A. S. 1992.  Manajemen Pelayanan Umum Di Indonesia. Jakarta: Bumi 

Aksara. 

Moleong, Lexy. 2009. Metodologi Penelitian Kualitatif. Bandung: Remaja 

Rosdakarya. 

KINERJA PEMERINTAH KOTA YOGYAKARTA DALAM PENYEDIAAN SALURAN PENANGANAN
KELUHAN MASYARAKAT  (Studi
penelitian deskriptif pada Unit Pelayanan Informasi dan Keluhan Publik (UPIK) Pemerintah Kota
Yogyakarta)
NENY AYU NOURMANITA, Dr.Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/

http://kumoro.staff.ugm.ac.id/wpcontent/uploads/2008/06/pengembangan-e-government%20dalam-peningkatan-transparansi-pelayanan-%20publik.pdf
http://kumoro.staff.ugm.ac.id/wpcontent/uploads/2008/06/pengembangan-e-government%20dalam-peningkatan-transparansi-pelayanan-%20publik.pdf


199 
 

Notoatmodjo, Soekidjo. 1998. Pengembangan Sumber Daya Manusia. Jakarta: 

Rineka Cipta. 

Nyer, Prashanth U. , (2000),"An investigation into whether complaining can cause 

increased consumer satisfaction", Journal of Consumer Marketing, Vol. 

17 Iss 1 pp. 9 – 19 

O’Brien, Geraldine, (2002),"Participation as the key to successful change – a 

public sector case study", Leadership & Organization Development 

Journal, Vol. 23 Iss 8 pp. 442– 455 

Parys, Myriam, (2003),"Staff participation in the Belgian public sector reform", 

International Journal of Public Sector Management, Vol. 16 Iss 6 pp. 446 

– 458 

Peng, Jisheng, Weiguo Zhong & Shihong Wang, (2009),"Harmony or conflict?", 

Journal of Technology Management in China, Vol. 4 Iss 3 pp. 217 - 238 

Prajogo, Daniel I.& Christopher M. McDermott, (2011),"The relationship 

between multidimensional organizational culture and performance", 

International Journal of Operations & Production Management, Vol. 31 

Iss 7 pp. 712 - 735 

Pramusinto, Agus. 2013. Membangun Mekanisme Pengaduan Keluhan Untuk 

Meningkatkan Efektivitas Kepemimpinan: Kasus Kota Yogyakarta.Jurnal 

Kebijakan dan Administrasi Publik 

Ratminto, dan Atik Septi Winarsih. 2010. Manajemen Pelayanan: Pengembangan 

Model Konseptual, Penerapan Citizen’s Charter dan Standar Pelayanan 

Minimal. Yogyakarta: Pustaka Pelajar. 

Rees, W. David & Christine Porter, (1998),"Employee participation and 

managerial style (the key variable)", Industrial and Commercial 

Training, Vol. 30 Iss 5 pp. 165 - 170 

KINERJA PEMERINTAH KOTA YOGYAKARTA DALAM PENYEDIAAN SALURAN PENANGANAN
KELUHAN MASYARAKAT  (Studi
penelitian deskriptif pada Unit Pelayanan Informasi dan Keluhan Publik (UPIK) Pemerintah Kota
Yogyakarta)
NENY AYU NOURMANITA, Dr.Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



200 
 

Reiboldt, W (2003) Factors That Influence a Consumer Complainer’s Rating of 

Service Recieved From a Third Party Complaint-Handling Agency – The 

Los Angeles Departement of Consumer Affairs. Journal of Consumer 

Satisfaction, Dissatisfaction and Complaining Behavior, Vol. 16 ; 

ABI/INFORM Research. Pg. 166-177 

Ruky, Achmad S. 2006. Sistem Manajemen Kinerja. Jakarta: Gramedia Pustaka 

Utama. 

Sarros, James C.,Brian K. Cooper & Joseph C. Santora, (2011),"Leadership 

vision, organizational culture, and support for innovation in not-for-profit 

and for-profit organizations", Leadership & Organization Development 

Journal, Vol. 32 Iss 3 pp. 291 - 309 

Sedarmayanti. 2010. Reformasi Administrasi Publik, Reformasi Birokrasi, dan 

Kepemimpinan Masa depan (mewujudkan Pelayanan Prima dan 

Kepemerintahan yang Baik. Bandung: Refika Aditama. 

Siagian, Sondang. 2007. Manajemen Sumber Daya Manusia. Jakarta: Bumi 

Aksara.  

Sulistiyani, Ambar T dan Rosidah. 2003. Manajemen Sumber Daya Manusia: 

Konsep, Teori, dan Pengembangan dalam Konteks Organisasi Publik. 

Yogyakarta: Graha Ilmu.  

Smith, Allen E.& Kerry D. Swinehart, (2001),"Integrated systems design for 

customer focused health care performance measurement: a strategic 

service unit approach", International Journal of Health Care Quality 

Assurance, Vol. 14 Iss 1 pp. 21- 29 

Syafiie, Inu Kencana. 2011. Manajemen Pemerintahan. Jakarta: Pertja.  

Syukri, Agus Fanar. 2010. Standar Pelayanan Publik Pemda Berdasarkan ISO 

9001/IWA-4. Banten: Indonesian Quality Research Agency (IQRA) 

KINERJA PEMERINTAH KOTA YOGYAKARTA DALAM PENYEDIAAN SALURAN PENANGANAN
KELUHAN MASYARAKAT  (Studi
penelitian deskriptif pada Unit Pelayanan Informasi dan Keluhan Publik (UPIK) Pemerintah Kota
Yogyakarta)
NENY AYU NOURMANITA, Dr.Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



201 
 

Tapia, Andrea H., Edgar Maldonado, Louis-Marie Ngamassi Tchouakeu, Carleen 

F. Maitland,(2012),"Coordinating humanitarian information", 

Information Technology & People, Vol. 25 Iss 3 pp. 240 – 258 

Tika, Moh. Pabundu. 2006. Budaya Organisasi dan Peningkatan Kinerja 

Peruahaan. Jakarta: Bumi Aksara 

Utomo, Sad Dian. 2008. Penanganan Pengaduan Masyarakat Mengenai 

Pelayanan Publik. Bisnis & Birokrasi, Jurnal Ilmu Administrasi dan 

Organisasi, Volume 15 Nomor 3, Sept—Des 2008, hlm. 161-167. 

Valero, Jesus N., Kyujin Jung & Simon A. Andrew , (2015),"Does 

transformational leadership build resilient public and nonprofit 

organizations?", Disaster Prevention and Management, Vol. 24 Iss 1 pp. 

4 - 20 

website CPPS UGM pada http://www.cpps.or.id dan ringkasan eksekutif 

http://www.cpps.or.id/documents/RINGKASAN%20EKSEKUTIF%20-

%20Hasil%20Pengukuran%20IKM%20Pelayanan%20UPIK%202014.pd

f diakses pada 18 Juni 2015 pukul 13.23. 

Yahya, Mohd Nor, Nik Nazli Nik Ahmad, Abdul Hamid Fatima, 

(2008),"Budgetary participation and performance: some Malaysian 

evidence", International Journal of Public Sector Management, Vol. 21 

Iss 6 pp. 658 – 673. 

KINERJA PEMERINTAH KOTA YOGYAKARTA DALAM PENYEDIAAN SALURAN PENANGANAN
KELUHAN MASYARAKAT  (Studi
penelitian deskriptif pada Unit Pelayanan Informasi dan Keluhan Publik (UPIK) Pemerintah Kota
Yogyakarta)
NENY AYU NOURMANITA, Dr.Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/

http://www.cpps.or.id/
http://www.cpps.or.id/documents/RINGKASAN%20EKSEKUTIF%20-%20Hasil%20Pengukuran%20IKM%20Pelayanan%20UPIK%202014.pdf
http://www.cpps.or.id/documents/RINGKASAN%20EKSEKUTIF%20-%20Hasil%20Pengukuran%20IKM%20Pelayanan%20UPIK%202014.pdf
http://www.cpps.or.id/documents/RINGKASAN%20EKSEKUTIF%20-%20Hasil%20Pengukuran%20IKM%20Pelayanan%20UPIK%202014.pdf

