
Daftar Pustaka 

 

1. Christopher W. Craighead,  Kirk R. Karwan, Janis L. Miller, Journal The 

Effects of Severity of Failure and Customer Loyalty on Service Recovery 

Strategies, POMS 2004 

2. Kotler Philip,Manajemen Pemasaran, Millenium ed, Prentice Hall 

International Inc, 2000 

3. Lovelock & Wright, Principles of Service Marketing and management, 2002 

4. Peter-Olson, Prilaku Konsumen dan Strategi Pemasaran,  Edisi ke 4, Erlangga, 

1999 

5. Stanton, William J, Bruce J Walker, Michael J.Etzel, Fundamental of 

marketing, 10
th
 ed, McGraw Hill Inc, Internatioanl ed, 1997 

6. Sudjana, Metode Statistika, Edisi ke-5, penerbit Tarsito, Bandung 1992 

7. Tjiptono Fandi, Chandra Yanto, Anastasia Diana, Marketing Scales, Andi 

8. Zeithamal, Parasuraman, Service Quality Management, Prentice Hall 

 

 

 


