70

PUSTAKA

Aaker, D.A., Kumar, V., Day, G. S., (2004). Marketing Research. Eighth Edition,
New York: John Wiley & Sons, Inc.

Andreassen, T.W., and Lindestad, B. (1998). "Customer Loyalty and Complex
Service: The Impact of Corporate Image on Quality, Customer Satisfaction
and Loyalty for Consumer with Varying Degrees of Service Expertise",
International Journal Service Industry Management, Vol. 9, No. 1, pp. 7-23.

Azwar, Saifuddin, (2001). Metode Penelitian. Yogyakarta: Pustaka Pelajar.

(2001). Validitas dan Reliabilitas. Yogyakarta: Pustaka Pelajar.

Bei, L. T. and Chiao, Y. (1999). "An Integrated Model for The Effect of Perceived
Product, Perceived Service Quality, and Perceived Price Fairness on
Consumer Satisfaction dan Loyalty", Jornal of Customer Satisfaction,
Dissatisfaction and Complaining Behavior, Vol. 14, pg. 125,

- Cravens, D.W. (1999). Pemasaran Strategis. Edisi Keempat, Jilid 1, Alih bahasa:
Eina Salim, Jakarta: Erlangga.

Eovelock, C.H., dan Wright, EX. (2005). Manajemen Pemasaran Jasa. Alih
bahasa: Agus Widyartono, Jakarta: PT Indeks Kelompok Gramedia.

* Fandy, Tjiptono. (2005). Pemasaran Jasa. Malang: Bayumedia Publishing.

Glynn, W.J., and Barnes, J.G. (1996). Understanding Services Management, N'eu
York: John Wiley & Sons.

Gujarati, D.N., (2003). Basic Econometric. Fourth Edition, New York: McGraw-Hill
Book Company.

Hair, J.F., Black, W.C.. Babin, B. J.. Anderson. R. E. and Tatham. R. 1.. (2000).
Multivariate Data Analyisis. Sixth Edition, New Jersey: Prentice-Hall
International.

Innis, D.E.,; and Londe, B.J., (1994). "Customer Service: The Key to Customer
Satisfaction, Customer Loyalty, and Market Share", Journal of Business
Logistics, Vol. 15, No. 1, pg. 1. )

* Kotler, Philip. (2005). Manajemen Pemasarar_w.» Edisi Kesebelan, Jilid 2, Alih



71

Lupiyoadi, Rambat. (2001). Managjemen Pemasaran Jasa: Teori dun Praktik.
Jakarta: Salemba Empat. '

. Mowen, John C., dan Minor M., (2001). Perilaku Konsumen, Edisi Kelima. Jilid 2.
Alih bahasa: Dwi Kartini Yahya, Jakarta: Erlangga.

Sekaran, U. (2003) . Research Methods for Business: A Skill Bu:ldmg Approach.
Fourth Edition, New York: John Wiley & Sons, Inc.

Sureshchandar, ef al. (2002). "The Relationship between Service Quality and

Customer Satisfaction-A Factor Specific Approach”, Journal of Service
Marketing, Vol. 16, No. 4, pp. 363-379.

Curaeralawnta INNNY Adntndn Pamnlitiam Vamralrastar A ndil Miffoat TiintAann



