
 

Universitas Kristen Maranatha 

DAFTAR PUSTAKA 
 

1. Stamatis, D.H., ; “Failure Mode and Effect Análisis : FMEA From Theory 

to Execution”, American Society for Quality, Quality Press, Milwaukee, 2003. 

2. Sugiyono ; ”Metodologi Penelitian Administrasi”, Penerbit Alfabeta, 

Bandung, 2006. 

3. Sulisworo, “Metode kano pemetaan preferensi pelanggan”, 

http://blog.uad.ac.id/sulisworo/2009/04/20 

4. Tjiptono, Fandy., ; ”Prinsip-prinsip Total Quality Service”, Penerbit Andi, 

Yogyakarta, 2004. 

5. Walpole, Ronald E., : “Pengantar Statistika”, Penerbit PT Gramedia Pustaka 

Utama, Yakarta, 1995. 

6. Wijaya, Dian., “Penerapan metode kano”, http://dian.wijaya.web.id/2009/03 

7. www://en.wikipedia.org/wiki/Kano_model 

8. Zeithaml, Valarie A., A. Parasuraman, Berry, Leonard L., ; ”Delivering 

Quality Service : Balancing Customer Perceptions and Expectation”, The 

free Press, New York, 1990. 

 

 

 
 

 

 

 

 


