DAFTAR PUSTAKA

Ericson, Clifton A., “Fault Tree Analysis”, Papers, September 2000

http://www.fault-tree.net/papers/ericson-fta-tutorial.pdf

Lupiyoadi, Rambat.,”Manajemen Pemasaran Jasa”, PT Salemba Empat,
Jakarta, 2001

Rangkuti, Freddy., "Measuring Customer Satisfaction”.PT. Gramedia
Pustaka Utama, Jakarta, 2002

. Stamatis, D.H.,“Failure Mode and Effect Analisis : FMEA From Theory
to Execution”, American Society for Quality, Quality Press, Milwaukee,
2003

. Sugiyono., “Metodologi Penelitian Administrasi”.Alfabeta,
Bandung,2006

. Tjiptono, Fandy., “Manajemen Jasa” . Andi, Yogyakarta,2004

. Walpole, Ronald E.,*Pengantar Statistika”. PT Gramedia Pustaka Utama,
Jakarta,1995

. Zeithaml, Valarie A, A.Parasuraman, Berry, Leonard L., Delivering
Quiality Sevice : Balancing Customer Perceptions and Expectation. New
York: The Free Press, 1990

. Zultner, R.E. & Mazur, G.H., “The Kano Model: Recent Development”,
2006

http://www.mazur.net/works/Zultner Mazur 2006 Kano Recent Develo
pments.pdf

Universitas Kristen Maranatha


http://www.fault-tree.net/papers/ericson-fta-tutorial.pdf
http://www.mazur.net/works/Zultner_Mazur_2006_Kano_Recent_Developments.pdf
http://www.mazur.net/works/Zultner_Mazur_2006_Kano_Recent_Developments.pdf

