
Universitas Kristen Maranatha

DAFTAR PUSTAKA 

 

Azwar, Saifuddin. (2000). Realibilitas dan Validitas. Yogyakarta : Pustaka Pelajar, 

edisi ketiga. 

Ghiselli, Edwin E.; John P. Campbell and Sheldon Zedeck. (1981). Measurement 

Theory for the Behavorial Sciences. New York: W.H. Freeman and 

Company. 

Gujarati, Damodar. (2003). Basic Econometrics. McGraw-Hill, Singapore 

Hasan, Ir. M. Iqbal,M.M. (1999). Pokok –pokok Materi Statistik 1 (Statistik 

Deskriptif). Edisi kedua. 

__________. (1999). Pokok –pokok Materi Statistik 2 (Statistik Interensif). Edisi 

kedua. 

Issac, Stephen and William B. Muchael. (1981). Handbook in Research and 

Evaluation. San Diego : Edits Publishers, second edition. 

Kassim, Norizan & Abdullah, Nor Aisah. (2009). The Effect of Perceived Service 

Quality Dimensions on Customer Satisfaction, Trust, and Loyalty in E-

Commerce Settings. Asia Pacific Journal of Marketing and Logistics, Vol. 

22 No. 3, 2010, pp.351-371.  

Kang, G. & James, J. (2004). Service Quality Dimensions: An Examination of 

Gronroos’s Service Quality Model. Managing Service Quality, 14 (4): 266-

277 

Kotler, P. & Amstrong G. (1996). Dasar-dasar Pemasaran. Edisi Ketujuh. Jakarta: 

Prenhallindo 

Kotler, P. (2003). Marketing Management. Eleventh Edition. New Jersey: 

Prentice Hall,Inc. 

__________. (2008). Manajemen Pemasaran. Edisi keduabelas. New Jersey: 

Prentice Hall,Inc. 

Lenka, U., Suar, D., & Mohapatra, P. K. J. (2009). Service Quality, Customer 

Satisfaction, and Customer Loyalty in Indian Commercial Banks. The 

Journal of Entrepreneurship, 18 (1): 47-64. 

Lovelock, C. & Wright, L. (2002). Principles of Service Marketing and 

Management. 2
nd
 Ed. Upper Saddle River, NJ: Prentice-Hall, Inc. 

Parasuraman, A., Zeithaml, V. and Berry, L.L. (1988). ”SERVQUAL: a multiple-

item scale for measuring customer perceptions of service quality”, Journal 

of Retailing, Vol.64,pp.420-50. 



Universitas Kristen Maranatha

Sekaran, Uma. (2003). Research Methods for Business: A Skill Building Approach, 

New York: John Willey & Sons,Inc.,2
nd 
edition. 

Sudjana. (2006). Metoda Statistik. Bandung: Tarsito. 

Sugiyono (2006). Statistik untuk Penelitian. Alfabeta, Bandung. 

Suliyanto. (2005). Metode Riset Bisnis. PT. Penerbit Andi. Yogyakarta.  

Zeithaml, Valarie; Bitner, Mary Jo; Gremler, Dwayne. (2006). Services Marketing. 

Fourth Edition. New York:McGraw-Hill/Irwin. 

 

 

 


