
 

Universitas Kristen Maranatha 

DAFTAR PUSTAKA 

 

Berry,L., Zeithaml,V., Parasuraman,A., (1998)’The Service-Quality Puzzle’, 

Business Horizons. 

D Manggala (2005) Manggala. 2005. Mengenal Six Sigma Secara Sederhana.  

Dari: URL: http://www.beranda.net. Diakses tanggal 25 November 2010. 

Douglas C Montgomery: Introduction to Statistical Quality Control, Edisi 4, John 

Wiley & Sons Inc. 

Pearce dan Robinson (2005) PEST Analysis in strategic Human Resources  

Planning 

Goetsch dan Davis, (2000), Quality Management, Prentice-Hall, Inc. 

Garvin dalam Lovelock (1994) Garvin, D.A., Competing on the Eight Dimension 

of Quality, Harvard 

Business Review, November – Desember 1984,  

Gasperz, Vincent. 2002. Pedoman Implementasi Program Six Sigma Terintegrasi 

dengan ISO 9001:2000. Jakarta: PT Gramedia 

Gasperz, Vincent., (2006) Continuous Cost Reduction Through Lean-Sigma 

Approach, Jakarta: Gramedia Pustaka Utama, Jakarta 

Gaspersz, Vincent, (2007) Lean Six sigma for Manufacturing and Service 

Industries, Jakarta: PT. Gramedia Pustaka Utama, Jakarta 

Hunger & Thomas L Wheelen: Strategic Management, Addison Wesley, 

6thEdition, 2006  

Lovelock, C., Wright, L., (2005) Manajemen Pemasaran Jasa, Jakarta : PT. 

INDEKS Kelompok Gramedia. 

Moh Nazir (2003:54) Moh. Nazir. 2000. Metode Penelitian. Cetakan Kelima. 

Penerbit Ghalia Indonesia.Jakarta. 

Mulyadi. 2001. Balanced Scorecard. Edisi Kedua. Cetakan Pertama. Penerbit 

Salemba Empat. Jakarta. 

Parasuraman, A., Berry, L., Zeithaml, V., (1985)’Quality Counts in Service, Too’, 

Business Horizons. 

http://www.beranda.net/


 

Universitas Kristen Maranatha 

 --------------Delivering Quality Service :Balancing Customer Perceptions and 

Expectations, USA : The Free Press Collier Macmillan Publishers 

Tjiptono , Fandy.,(1997) Prinsip-prinsip Total Quality Service, Yogyakarta : 

Andi Yogyakarta. 

Sugiyono, 1997. Metode Penelitian Administrasi, Bandung: Penerbit 

ALFABETA. 

Muis, Rudijanto; “Diktat Kuliah Rekayasa Kualitas”, Jurusan Teknik Industri, 

Universitas Kristen Maranatha, Bandung, 2004. 

Stamatis, D. H.; “Failure Mode and Effect Analysis : FMEA from Theory to 

Execution”, Second Edition, American Society for Quality (ASQ), Quality Press, 

Milwaukee, 2003. 


