10.

11.

12.

13.

DAFTAR PUSTAKA

Arikunto, Suharsini.: “Prosedur Penelitian : Suatu Pendekatan Praktek”,
edisi revisi V, cetakan kedua belas, Penerbit Rineka Cipta, Jakarta, 2002.
Besterfield, Dale H., “Quality Control”, fourth edition, Perntice Hall Inc,
1994

Cohen, Lou : “How to Make Quality Function Deployment Work For
You”, Addison Wesley Publishing Company, Inc, 1995

Day, Ronald G., “Quality Function Deployment : Linking a Company With
1t’s Customer”, ASQC Quality Press Milwaukee, Wisconsin, 1993
Ramaswany, Rohit., “Design and Management of Service Process :
Keeping Customer for Life”, Addison Wesley Publishing Company Inc,
Canada 1996

Sugiyono.: “Metode Penelitian Administrasi”, CV Alfabeta, Bandung,
2004.

Tjiptono, Fandy.: “Manajemen Jasa”, Penerbit Andi Yogyakarta, 1996.
Ginting, Rosnani.: “Quality Function Deployment : Sebagai Alat
Perancangan & Pengembangan Produk dan Jasa”, USU Press, 2016.
Hayes, E. Bob.: “Measuring Customer Satisfaction”, ASQ Quality Press,
USA, 1998.

Kotler, Philip.: “Manajemen Pemasaran”, edisi milenium jilid 1,
Prebalindo, Jakarta, 2002

Sekaran, Uma., Bougie, Roger., “Metode Penelitian Untuk Bisnis :
Pendekatan Pengembangan Keahlian”, Salemba Empat, Jakarta, 2017
Tan, Kay C., Pawitra, A. Theresia.: “Integrating SERVQUAL and Kano's
Model Into QFD For Service Excellence Development”. Managing Service
Quality Volume 11, No. 6, 2001. Pp. 418-430

Liu, Xiaoqing Frank.: “Building Software Products With High Customer

Satisfaction ”.

Universitas Kristen Maranatha



14. Birdogan, Z. Cilingir.:"An application of integrating SERVQUAL and
Kano's model into QFD for logistics services”, Asia Pacific Journal of
Marketing and Logistics, Vol. 21, 2009, Iss 1 pp. 106 — 126

15. Sanjaykumar, R. Gangurde., Saurabh, S. Patil.: "Benchmark product
features using the Kano-QFD approach: a case study”, Benchmarking: An
International Journal, 2018 Vol. 25 Iss 2, pp.450-470

Universitas Kristen Maranatha



