
 

Universitas Kristen Maranatha 1 

DAFTAR PUSTAKA 

 

 Suparmono dan Jony (2003). Desain Proposal Penelitian Studi Pemasaran. 

Yogyakarta : Penerbit Andi Offset. 

Kotler, Philip and Gary Amstrong (1994). Principles of Marketing, 6
th
 ed. Englewood 

Cliffs, New Jersey: Prentice Hall Internasional, Inc. 

Kotler, Philip, Marketing Management, Millenium edition, 2000 

Lovelock, Christoper (1992). Managing Service: Marketing, Operations and Human 

Resources. London: Prentice-Hall Internasional, Inc. 

Stanton, William J. Michael J. Etzel, and Bruce J. Walker (1991). Fundamental of 

Marketing, 9
th
 ed. New York: McGraw-Hill, Inc. 

Rambat Lupiyoadi (2001). Manajemen Pemasaran Jasa. Jakarta: Penerbit Salemba  

Empat. 

Zeithaml, Valarie A, and Mary Jo Bitner (1996). Service Marketing. New York: The 

McGraw-Hill Companies, Inc. 

Berry, Leonard L. (1995). On Great Service. New York: The Free Press. 

Parasuraman A, V.A Zeithaml, L.L Berry (1985). “A Conceptual Model of Service 

Quaity and Its Implication for Future Research”, Journal of Marketing, Vol.49 

(Fall), ppp. 41-50. 

Fandy Tjiptono (2000). Manajemen Jasa. Yogyakarta: Penerbit Andi Offset. 

Tse, D.K. and P.C. Wilton (1998) “Models of Consumer Satisfaction Formation: An 

Extention”, Journal of Marketing Spring, pp.33-4. 



 

Universitas Kristen Maranatha 2 

Mudie, Peter and Angela Cottam (1993). The Management and Marketing of 

Services. Oxford: Butterworth-Heinemann Ltd. 

Suliyanto (2005). Analisis Data Dalam Aplikasi Pemasaran.  

Sekaran, Uma, (2000). Research Methods for Business: A Skill-Building Approaches. 

Nasution, M.N. (2004). Total Service Management, Manajemen Jasa Terpadu. 


