DAFTAR PUSTAKA

Ahmed, I. and A. Parasuraman (1994), Environmental and Positional Antecedents
of Management Commitment to service Quality: A Conceptual
Framework. dalam Ashill, Nicholas J., Janet Carruthers and Jayne
Krisjanous (2006), The Employees’ Affective and Performance Outcomes:
An Empirical Investigation of the New Zealand Public Healthcare Sector,
International Journal Nonprofit Voluntary Sector Marketing, (November),
p.271-287.

Agarwal, S., M.K. Erramilli and C. Dev (2003), Market Orientation and
Performance in Service Firms: Role of Innovation, Journal of Services
Marketing, Vol. 17, p.68-82.

Aldi, B. Elnath (2001), Meningkatkan Keunggulan Bersaing Organisasi Melalui
Perangkaian, Jurnal Bisnis dan Ekonomi, September, p.1-15.

Alddrich, H.E. and Carler N.M, (2004), Social Networks, In Gartner, Shaver,
Carter & Reynolds (Eds), Handbook of Entrepreneurial Dynamic The
Process of Business Creation, London, Sage Publication.
Allen, N.J. and Meyer P.J. (1990), The Measurement and Antecedents of
Affective, Continuance, and Normative Commitment to the
Organizational, Journal of Occupational Psychology, Vol. 63, p.1-18.

Almer, E.D., J.L. Higgs, and K.L. Hooks (2005), A Theoretical Framework of
The Relationship Between Public Accounting Firms and Their Auditors,
Behavioral Research in Accounting, Vol. 17, p.1-22.

Anderson, E.W. and M. Sullivan (1993), The Antecedents and Consequences of
Consumer Satisfaction for Firms, Marketing Science, Vol. 12, Spring,
p.125-143.

Apiah-Adu, Kwaku and Satyendra Singh (1998), Costumer Orientation and
Performance: A Study of SMEs, Management Decision, London, Vol.36,
Edisi 6, p.385.

Appiah-Adu., Kwaku and Blankson, Charles (1998), Business Strategy,
Organizational Culture and Market Orientation, Thunderbird
International Business Review, Vol.40, No.3, pp.235-256.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 365
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Appiah-Adu, K (1998), Market Orientation and Performance : Empirical Test in A
Transition Economy, Journal of Strategic Marketing, Vol.6, No.1, pp.25-
45.

Aranya, Nissim and Kenneth R. Ferris (1984), A Reexamination of Accountants’
Organizational-Professional Conflict, The Accounting Review, Vol. 59,
No. 1, p.1-15.

Aranya, Nissim, J. Pollock and J. Amernic (1991), An Examination of
Professional Commitment in Public Accountant,  Accounting,
Organization and Society, Vol. 6, p.265-267.

Asif, S. And A. Sargeant (2000), Modelling Internal Communcations in the
Financial Services Sector, European Journal of Marketing, Vol. 34,
No.3/4, p.299-317.

Ashil, Nicholas J., Janet Carruthers and Jayne Krisjanous (2006), The Effect
Management Commitment to Service Quality on Frontline Employees’
Affective and Performance Outcomes: An Empirical Investigation of The
New Zealand Public Healthcare Sector, International Journal Nonprofit
Voluntary Sector Marketing, (November), p.271-287.

Atkins, P.M., B. Stevenson Marshall and R.G. Javalgi (1996), Happy Employees
Lead to Loyal Patients, Journal of Health Care Marketing, Vol. 16, No. 4,
p.15-23.

Babakus, Emin; Ugur Yavas, Osman M. Karatepe, and Turgay Avci (2003), The
Effect of Management Commitment to Service Quality on Employees’
Affective and Performances Outcomes, Academy of Marketing Science
Journal, Vol. 3, No. 3 (Summer), p.272-286.

Baker, A. Tansu (2001), Salespeople Characteristics, Sales Manager’s Activities
and Theority Design as Antecedents of Sales Organizations Performance,
Journal of Marketing Intelligence and Planning, Vol. XIX, No. 1, p.10-18.

Baker, A. Tansu (1999), Benchmarks of Succesful Salesforce Performance,
Canadian Journal of Administrative Sciences, Vol. 16, No. 2, p.95-104.

Baker, William.E and Sinkula, James.M (199a), Organizational Learning Styles,
Competencies and Learning Systems in Small, UK Manufacturing Firms,
Journal of Small Business Management, VVol.39, No.2, pp.139-151.

Baker, William.E and Sinkula, James.M (199b), The Synergistic Effect of
Market Orientation and Learning Orientation, Journal of The Academy
Marketing Science, Vol.27, No.4, pp.411-427.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 366
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Baker, William.E and Sinkula, James.M (2005), Market Orientation and The
New Product Paradox, Journal Product Development and Management
Association, VVol.22, No.6, pp.483-502.

Baker, William E. And James M. Sinkula (2005), Environmental Marketing
Strategy and Firms Performance: Effects on New Product Performance
and Market Share, Journal of The Academy of Marketing Science, Vol. 33,
No. 4, p.461-475.

Baker, William.E and Sinkula, James.M (2007), Does Market Orientation
Facilitate Balanced Innovation Program? An Organizational Learning
Perspective, Journal Product Development and Management Association,
Vol.24, No.4, pp.316-334.

Baldauf, Arthur; David W. Cravens, Mark Jhonston, and William C. Moncrief
(2001), Examining the Role of Organizational VVariables in the Salesperson
Job Satisfaction Model, Journal of Personel Selling and Sales
Management, VVol. 16, No. 3 (Summer), p.36-42.

Barker, J.R. (2001), Tightening the Iron Cage: Concertive Control in Self
Managing Teams, Administrative Science Quarterly, Vol. 38, p.408-437.

Barners, J.G. and D.M. Howlett (1998), Predictors of Equity in Realtionsships
Between Financial Services Providers and Retail Costumers, International
Journal of Bank Marketing, Vol. 16, No. 1,p.15-23.

Barney, Jay B. (1991), Firms Resources and Sustained Competitive Advantage,
Journal of Management, Vol. 17,p.99-120.

Barney, Jay B. (1996), The Resource-Based Theory of the Firm, Organizational
Science, Vol. 7, p.469-480.

Barney, Jay B. (2001), Is the Resource-Based View a Useful Perspective for
Strategic Management Research? Yes, Academy of Management Review,
Vol. 26, No. 1, p.41-56.

Baydoun, Ramzi, Dale Rose and Teresa Emperado (2001), Measuring Costumer
Service Orientation: An Examination of The Validity of The Costumer
Service Profile, Journal of Business and Psychology, Summer, Vol. 85,
No. 4, p.605-620.

Beerli, Asuncion, Josefa D. Martin and Agustina Quintana (2004), A Model of
Customer Loyalty in the Retail Banking Market, European Journal of
Marketing, Vol. 38, No. 1-2, p.253-275.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 367
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Bernhardt, K.L., N. Donthu, and P.A. Kennett (2000), A Longitudinal Analysis of
Satisfaction and Profitability, Journal of Business Research, Vol. 47, p.
161-171.

Bline, W.F. Meixner and N. Aranaya (1992), The Impact of The Work Setting on
the Organizational and Profesional Commitment of Accountants, Research
in Govermental and Nonprofit Accounting, Vol. 3, p.1-12.

Boles, James S., Barry J. Babin, Thomas G. Brashear, and Charles Brooks (2001),
An Examination of the Relationships Between Retail Work Environments,
Salesperson ~ Selling  Orientation-Customer  Orientation and Job
Performance, Journal of Marketing Theory and Practice, Vol. 9, No. 3,
p.1-13.

Bolon, D.S. (1997), Organizational Citizenship Behavior among Hospital
Employees: A Multidimensional Analysis Involving Job Satisfaction and
Organizational Commitment, Hospital and Healt Service Administration,
Vol. 42, No. 2, p.221-242.

Boorom, M.L., J.R. Goolsby and R.P Ramsey (1998), Relational Communication
Traits and Their Effects of Adativeness and Sales Performance, Journal of
the Academy of Marketing Science, Vol. 26, p.16-30.

Boshoff, C. and J. Allen (2000), The Influence of Selected Antecedents of
Frontline Staff’s Perception of Service Recovery Performance,
International Journal of Sevice Industry Management, VVol. 11, No.1, p.63-
90.

Boshoff, C. and M. Tait (1996), Quality Perception in the Financial Services
Sector: The Potential Impact of Internal Marketing, International Journal
of Service Industry Management, VVol. 17, No. 5, p.5-31.

Bowen, David E. and E.E. Lawler 111 (1995), Empowering Service Employees,
Sloan Management Review, Vol. 36 (Summer), p.73-88.

Bowen, David E., Caren S. and B. Schneider (1989), A Framework For Analizing
Costumer Service Orientation in Manufacturing, Academy of Management
Review, Vol. 14, No. 1, p.75-95.

Brierly, John A. (1996), The Measurement of Organizational Commitment and
Profesional Commitment, The Journal of Social Psychology, Vol. 136, No.
2, p.265-267.

Brown, Tom J., Joh C. Mowen, D. Todd Donovan and Jane W. Licata (2002),
Yhe Customer Orientation of Service Worker Personality Trait

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 368
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Determinants and Effects on Self and Supervisor Performances Rattings,
Journal of Marketing Research, VVol. 39 (February), p. 110-119.

Brown, Steven P. and Robert A. Peterson (1994), The Effect of Effort on Sales
Performance and Job Satisfaction, Journal of Marketing, Vol. 58 (April),
p.70-80.

Burke, Ronald J., Jim G. and Frank Smith (2005), TQM Implementation: Effects
of Reengineering on the Employee Satisfaction-Customer Satisfaction
Relationship, The TQM Magazine, Vol. 17, No. 4, p.358-363.

Caruana, Albert (2002), Service Loyalty: The Effects of Service Quality and The
Mediating Role of Customer Satisfaction, European Journal of Marketing,
Vol. 36, No. 7/8, p.811-828.

Caruana, Albert (1995), Propositions and Model: Do Excellent Market Oriented
Firms Who Deliver Quality Service Perform Better?, Management
Research News, Patrington, VVol. 8, No. 1-2, p.9-24.

Caruana, A.Pitt, Laeland and Berton, Piere (1999), Excellence-Market Orientation
Link : Some Consequences for Service Firm, Journal of Business Research,
Vol.44, pp.5-15.

Caruana, A., Ramaseshan, B. and Ewing, M.T (1999), Market Orientation and
Performance in The Public Sector : The Role of Orga nizational
Commitment, Journal of Global Marketing, Vol.12, No.3, pp.59-79.

Castro, Carmen Barroso, Enrique Martin Armarion, and Maria Elena Sanchez del
Rio (2005), Consequences of Market Orientation for Customers and
Employees, European Journal of Marketing, Vol. 39, No. 5/6, p.646-675.

Chait, Herschel N., Shwan M. Carraher, and M. Ronald Buckley (2000),
Measuring Service Orientation With Biodata, Journal of Managerial
Issues, Spring, Vol. 12, No. 1, p.109-120.

Chang, Ting-Yueh and Hung-Yuan Lin (2008), A Study on Service Employees
Customer-Oriented Behaviors, Journal of American Academy of Business,
Cambrigde, Vol. 13, No. 1, p.92-97.

Chang, T.Z. and S.J. Chen (1998), Market Orientation Service Quality and
Business Profitability: A Conceptual Model and Empirical Evidence, The
Journal of Service Marketing, Vol. 12, No. 4, p.246-264.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 369
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



.Chatman, Jennifer A. (1991), Matching People and Organizations: Selection and
Sosialization in Public Accounting Firms, Administrative Service
Quarterly, Vol. 36 (September), p.459-484.

Chenet, P., C. Tynan and A. Money (1999), Service Performance Gap: Re-

evaluation and Re-development, Journal of Business Research, Vol. 48,
p.133-147.

Choi, Duke H., Chul M. Kim, Song Il Kim and Song H. Kim (2006), Cutomer
Loyalty and Disloyalty in Internet Retail Stores: Its Antecedents and Its
Effect on Customer Price Sensitivity, International Journal of
Management, VVol. 23, No. 4, p. 925-944.

Chow, I.H. (2006), The Relationship Between Entrepreneurial Orientation and
Firm Performance in China, Advance Management Journal, Summer,
pp.11-20.

Church, J. (1995), Social Trends, Journal of Occupational and Organizational
Psychology, Vol. 69, p.57-81.

Clapton, Stephen W., James E. Stoddard and Jennifer W. Clay, (2001),
Salesperson Characteristic Affecting Consumer Complaints Reponses,
Journal of Consumer Behaviour, Vol. 1 No. 2, p.124-1309.

Clelariu, Christian, Abdoulaye Quattara and Kofi Q.Dadzie (2002), Market
Orientation in Ivory Coast : Measurement Validity and Organizational
Antecedents in A Sub-Saharan African Economy, Journal of Business and
Industrial Marketing, VVol.17, No.6, pp.456-470.

Comer, L.B. and T. Drolinger (1999), Active Emphathetic Listening and Selling
Succes: A Conceptual Framework, Journal of Personal Selling and Sales
Management, Vol. 14, p. 15-29.

Cran, David J. (1994), Towards Validation of the Service Orientation Construct,
Service Industries Journal, Vol. 14, No. 1, p.34-44.

Cooper, R.G. and Kleinschmidt (1993), Screening New Product for Potential
Winners, Long Range Planning, VVol.26, No.6, pp.60-76.

Covin, J.G, and D.Slevin (1989), Strategic Management of Small Firms in Hostile
and Begin Environment, Strategic Management Journal, 10 (a), pp.75-87

Covin, J.G., and D.Slevin (1991), A Conceptual Model of Entrepreneurship as
Firm Behavior, Entrepreneurship Theory and Practice, 16, pp.7-24.

Covin, J.G., and D.Slevin (2006), Strategic Process on The Entrepreneurship as
Firm Behaviour, Entrepreneurship Theory and Practice, 16 (1), pp.7-25.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 370
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Cronin J.J. and S.A. Taylor (1992), Measuring Service Quality: A Re-examination
and Extention, Journal of Marketing, Vol. 56, p. 55-68.

Crossman, Alf and Bassem Abou Zaki (2003), Job Satisfaction and Employee
Performance of Lebanese Banking Staff, Journal of Managerial
Psychology, Vol. 18, No. 4, p.368-376.

Dale, B.G. and K. Lightburn (1992), Continuous Quality Improvement: Why
Some Organizations Lack Commitment, International Journal of
Production Economics, Vol. 27, No. 1, p.57-67.

Damanpour, Faribborz (1996), Organizational Innovation: A Meta-Analysis of
Effects of Determinants and Moderators, Academy of Management
Journal, Vol. 34, p.555-590.

Dawes, Philip L., Grahme R. Dowling and Paul G. Patterson (1992), Criteris Used
to Select Management Consultant, Industrial Marketing Management, Vol.
21, p.187-193.

Day, George S. (1994), Marketing’s Contribution to the Strategy Dialogue,
Journal of Marketing, No. 58 (October), p.37-52.

Day, G.S (1990), Market Driven Strategy, Process for Creating Value, The Free
Press New York.

Deng, S., and Dart, J (1999), The Market Orientation of The Chinese Enterprieses
During A Time of Transition, European Journal of Marketing, Vol.33,
No.5/6, pp.631-654.

Dean, Alison M. (2004), Links Between Organizational and Customer Variables
in  Service Delivery, International Journal of Service Industry
Management, Vol. 15, No. %, p.332-350.

Dean, Alison M. (2004), Rethinking Customer Expectations of Service Quality:
Are Call Centere Different?, The Journal of Service Marketing, Vol. 18,
No. 1, p.60-77.

Deshpande, R., and Webster, F.E (1987), Organizational Culture and Marketing :
Defining the Research Agenda (Report No.87-106) Cambrige, MA :
Marketing Science Institute.

Deshpande, R. and Farley, J.U (1998), The Market Orioentation Construct :
Construct, Correlation, Culture and Comprehensiveness, Journal of
Market-Focused Management, VVol.2, No.3, pp.127-237.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 371
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Desphande, R,. Farley, JU and Webster, F.E. (1993), Corporate Culture,
Customer Orientation and Innovativeness in Japanese Firms: A Quadrad
Analysis, Journal of Marketing, Vol. 57, no. 1, p.23-35.

Deshpande, R., Farley J.W. and Webster, F.E (2007), Corporate Culture,
Customer Orientation and Innovativeness in Japanese Firm : A Quadrate
Analysis, Journal of Marketing, Vol.57, No.1, pp.23-27.

Desiana, Putri Mega and Budi M. Soejtipto (2006), Pengaruh Role Stressor dan
Persepsi Dukungan Organisasi (Perceived Organizational Support)
terhadap Kepuasan Kerja dan Komitmen: Studi Kasus Asisten Dosen
FEUI, Usahawan, No. 5, Tahun XXXV (Mei), p.22-35.

Donovan, D. Todd, Brown, Tom J. and Mowen, John C. (2004), Internal Benefits
of Service-Worker Customer Orientation: Job Satisfaction, Commitment
and Organizational Citizenship Behaviors, Journal of Marketing, Vol. 68,
(JanuaryO, p.128-146.

Doney, P.M and J.P Cannon (1997), An Examination of the Nature of the Trust in
Buyer-Seller Relationship, Journal of Marketing, Vol. 61, p.35-51.

Dotson, Michael and Wesley E. Patton (19920, Cutomer Perceptions on
Department Store Service: A Lesson for Retailers, Journal of Services
Marketing, Vol. 6, No. 2, p.15-28.

Drucker, Peter F. (1954), The Practices of Management, New York: Harper and
Brothers.

Dwyer, Peggy D., Robert B. Welker and Alan H. Friedberg (2000), A Research
Note Concerning the Dimensionality of the Profesional Commitment
Scale, Behavioral Research in Accounting, Vol. 12, p.279-296.

Edwards, Jeffrey R. (1991), Person-Job fit: A Conceptual Integration, Literature
Review, and Methodological Critique, International Review of Industrial
and Organizational Psychology, Vol. 6, p.283-357.

Ehigie, Benjamin O. (2006), Correlates of Customer Loyalty to Their Bank: A
Case Study in Nigeria, International Journal of Bank Marketing, VVol. 24,
No. 7, p. 494-508.

Elangovan, A.R. (2001), Cusal Ordering of Stress, Satisfaction and Commitment,
and Intention to Quit: A Structural Equation Modelling Analysis,
Leadership and Organization Development Journal, Vol. 22, No. 4, p.
159-165.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 372
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Elenkov, Datelin (1997), Strategic Uncertainty and Environmental Scanning: The
Case for Institutional Influences on Scanning Behavior, Strategic
Management Journal, Vol. 18, p. 287-302.

Erickson, Henrik (2003), Experiences of Working With in-Company Quality
Awards: A Case Study, The TQM Magazine, Vol. 15, No. 6, p.397-407.

Ferdinand, Augusty (2006), Structural Equation Modelling dalam Penelitian
Manajemen, edisi ke-empat, Badan Penerbit Universitas Diponegoro.

Fisher, Joseph G. (1998), Contingency Theory, Management Control Systems:
Past Result and Future Directions, Behavioral Research in Accounting,
Vol. 10, p. 47-64.

Flaherty, Theresa B., Robert Dahlstrom and Steven J. Skinner (1999),
Organizational Values and Roles Stress as Determinants of Customer-
Oriented Selling Performance, Journal of Personal Selling and Sales
Management, VVol.19, No. 2, Spring, p.1-18.

Fornell, C. et al (1996), The American Customer Satisfaction Index: Nature,
Purpose and Findings, Journal Marketing, Vol. 60, No. 4, p. 343-373.

Forerster, R. (2000), Empowerment: Rejuvenating a Potent Idea, Academy of
Management Executive, VVol.13, No. 4, p.67-80.

Frank, George R. and Jeong-Eun Park (2006), Salesperson Adaptive Selling
Behavior and Customer Orientation: A Meta Analysis, Journal of
Marketing Research, Vol. XLI1I, November, p.693-702.

Ganesan, Shankar (1994), Determinants of Long-Term Orientation in Buyer Seller
Relationships, Journal of Marketing, Vol. 58 (April), No. 2, p. 1-19.

Gatignon, H. and Xuereb, J.M (1997), Strategic Orientation of The Firm and New
Product Perforfamance, Journal of Marketing Research, Vol.34, No.1,
pp.77-79.

Gbadamosi, Gbolahan (2003), “HRM and the Commitment Rhetoric: Challenges
for Africa”, Management Decision (MGD), Vol. 41, No. 3, p.274-280.

George, William R. (1990), Internal Marketing and Organizational Behavior: A
Partnership in Developing Customer-Conscious Employee at Every Level,
Journal of Business Research, Vol. 20 (January), p.63-70.

George, C. and T. Jones (2002), The Horizontal Corporation, Business Week, Vol.
20 (December), p. 44-49.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 373
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Ghozali, Imam (2008), Model Persamaan Struktural, Konsep dan Aplikasi
Dengan Program AMOS 16.0, Badan Penerbit Universitas Diponegoro,
Semarang.

Ghozali, Imam (2006), Analisa Multivariat Lanjutan dengan Program SPSS,
Badan Penerbit Universitas Diponegoro, Semarang.

Ghozali, Imam dan Fuad Mas’ud (2005), Structural Equation Modelling: Teori
Konsep dan Aplikasi dengan Program AMOS Ver 5.0, Badan Penerbit
Universitas Diponegoro, Semarang.

Ghozali, Imam (2005), Model Persamaan Struktural: Konsep Aplikasi dengan
Program Lisrel 8.54, Badan Penerbit Universitas Diponegoro, Semarang.

Ghozali, Imam (2005), Aplikasi Analisa Multivariat dengan Program SPSS,Edisi
Ketiga, Badan Penerbit Universitas Diponegoro, Semarang.

Giacobbe, Ralph W., Donald W. Jckson Jr, Lawrence Crosby and Claudia Bridges
(2006), A Contingency Approach to Adaptive Selling Behavior and Sales
Performance: Selling Situation and Salesperson Characteristic, Journal of
Personal Selling and Sales Management, Vol. 26, No. 2, p.115-142.

Gibson, L. James, John M. Ivancevich, James H. Donelly Jr. And Robert
Konopaske (2006), Organizations Behavior Structure Procesess,
McGraw-Hill, New York.

Gilmore, A. (1997), Implementing Quality in A Service Marketing Context,
Marketing Intelligence and Planning, Vol. 15, No. 4, p. 185-189.

Gima, Atuahene, K. (1995), An Exploratory Analysis of The Impact of Market
Orientation on New Product Performance : A ContingencyApproach,
Jounal of Product Innovation Management, VVol.32, No.4, pp.275-294.

Gima, Atuahene, K. (1996), Market Orientation and Innovation, Journal of
Business Research, VVol.35, No.2, pp.93-103..

Gima, Atuahene, K. and Ko, Aathony (2001), An Empirical Investigation of The
Effect of Market Orientation and Entrepreneurship Orientation Alignment
on Product Innovation, Organizational Science, VVol.13, No.1, pp.54-74.

Glisson, Charles and Mark Durick (1988), Predictors Job Satisfaction and
Organizational Commitment in Human Service Organizations,
Administrative Science Quarterly, Vol. 33 (March), No. 1, p. 61-81.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 374
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Goffin, Keith and Marek Szwejczewski (1996), Is Management Commitment to
Quality just “a given”?, The TQM Magazine, Vol. 8, No. 2, p26-31.

Gonzales, Jose Varela and Teresa Garcia Garazo (2006), Structural Relationship
Between Organizational Service Orientation, Contact Employee Job
Satisfaction and Citizenship Behavior, International Journal of Service
Industry Management, Vol. 17, No. 1, p. 23-50.

Grenberg, Jerald and Robert Baron (2003), Organizational Behavior, 7" Edition.
Prentince Hall, New Jersey.

Greenley, Gordon F. (1995), Market Orientation and Company Performance,
Empirical Evidence From UK Companies, British Journal of Management,
Vol. 6 (March), p. 1-13.

Gronroose, Christian (1997), Value-Driven Relational Marketing: From Products
to Resources and Competencies, Journal of Marketing Management, Vol.
13, No. 5, p.407-419.

Gronroose, Christian (1983), A Service Quality Model and Its Market
Implications, European Journal of Marketing, Vol. 18, No. 4, p. 36-44.

Gunz, H.P. and S.P. Gunz (1994), Profesional Organizational Commitment and
Job Satisfaction for Employed Lawyers, Human Relations, VVol. 47, No. 7,
p. 801-820.

He, Fang and Peter P. Mykytyn (2007), Decision Factors for the Adoption of an
Online Payment System by Customer, International Journal of E-Business
Research, Vol. 3, No. 4, p.1-32.

Hair, Jr. , Yoseph F., Rolph E., Anderson, Ronald, Tatham, William, Black
(1998), Multivariate Data Analysis, 1st Edition, Prentice Hall Inc, New
Jersey.

Hall, Matthew, Davis Smith and Kim Langfield-Smith (2005), Accountants
Commitment to Their Profession: Multiple Dimensions of Professional
Commitment and Opportunities for Future Research, Behavioral Research
in Accounting, Vol. 17, p.89-1009.

Hallowell, R. (1996), The Relationship of Customer Satisfaction, Customer
Loyalty and Profitability: An Empirical Study, International Journal of
Service industry Management, Vol. 7, No. 4, p.27-42.

Halstead, D., D. Hartman and S.L. Schmidt (1994), Multisource Effect on the
Satisfaction Formation Process, Journal of the Academy of Marketing
Science, Vol. 22, Spring, p.114-129.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 375
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Han, Jin K., Namwoon Kim and Rajendra K. Srivastava (1998), Market
Orientation and Organizational Performance: Is Innovation a Missing
Link?, Journal of Marketing, Vol. 62 (October), p. 30-45.

Hanvanich, Sangphet, K. Sivakumar dan G. Thomas M. Hult (2006), The
Relationship of Learning and Memory With Organizational Performance:
The Moderating Role of Turbulence, Academy of Marketing Science
Journal, Fall 2006, Vol. 34, No. 4, p.600-612.

Hartline, M.D., Maxham, J.G. Ill, and McKee, D.O. (2000), Coridors of influence
in the Dissemination of Customer-Oriented Strategy to Customer Contact
Service Employees, Journal of Marketing, Vol. 64, No. 2, p.35-50.

Hartline, M.D. and O.C Farrel (1996), The Management of Customer-Contact
Service Employees: An Empirical Investigation, Journal of Marketing,
Vol. 60, No. 4, p.52-69.

Hawke, Amy and Troy Heffernan (2006), Interpersonal Liking in lender-
Customer Relationships in the Australian Banking Sector, The
International Journal of Bank Marketing, VVol. 24, No. 2/3, p.140-157.

Heider, F. (1958), The Psychology of Interpersonal Relations, New York, dalam
Homburg, Christian and Ruth M. Stock (2005), Exploring the Conditions
Under Which Salesperson Work Satisfaction Can Lead to Costumer
Satisfaction, Psychology and Marketing, Vol. 22, No. 5, p.393-420.

Helgesen, Oyvind and Erik Nesset (2007), Images, Satisfaction, and Antecedents:
Drivers of Student Loyalty? A Case Study of a Norwegian University
College, Corporate Reputation Review, Vol. 10, No. 1, p. 38-59.

Heskett, J.L., W.E. Sasser Jr. And L.A. Schlesinger (1997), The Service Profit
Chain: How Leading Companies Link Profit and Growth to loyalty,
Satisfaction and Value, Fress Press, new York.

Heskett, J.L., T.O. Jones, G.W. Loveman, W.E. Sasser Jr. And L.A. Schlesinger
(1994), Putting the Service Profit Chain to Work, Harvard Business
Review, March-April, p.164-174.

Hinkin, T.R. and J.B. Tracey (1994), transformational Leadership in the
Hospitally Industry, Hospitality Research Journal, VVol. 18, No. 1, p. 49-64.

Hithcock, D. (1992), Overcoming the Top Ten Self-Directed Team Stoppers,
Journal for Quality and Participation, Vol. 5, No. 7 (December), p.42-47.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 376
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Hoffman, K.D. and T.N. Ingram (1992), Service Provider Job Satosfaction and
Cutomer-Oriented Performance, Journal of Service Marketing, Vol. 6, No.
2, p.68-78.

Hogan, J., R. Hogan and Catherine M. Busch (1984), How to Measure Service
Orientation, Journal of Applied Psychology, VVol. 69, No. 1, p.167-173.

Homburg, C and Pflesser, C (2000), A Multiple-Layer Model of Market Oriented
Organizational Culture : Measurement Issues And Performance
Outcomes, Journal of Marketing Research, Vol.37, No.4, pp.449-462.

Homburg, Christian (2006), Service Orientation and Its Impact on Turnover and
Provitability An-Exploratory Study, International Marketing and Services,
IFSAM VI11ith World Congress, September, p.1-43.

Homburg, Christian and Ruth M. Stock (2005), Exploring the Conditions Under
which Salesperson Work Satisfaction Can Lead to Customer Satisfaction,
Psychology and Marketing, Vol. 22, No. 5, p.393-420.

Homburg, Christian and Ruth M. Stock (2004), The Link Between Sales People’s
Job Satisfaction and Customer Satisfaction in a Business-to-Business
Context: A Dyadic Analysis, Journal of the Academy of Marketing
Science, Vol. 32, p.144-148.

Homburg, Christian, Wayne D. Hoyer and Martin Fassnand (2002), Service
Orientation of Reatailer’s Business Strategy: Dimensions, Antecedents and
Performance Outcomes, Journal of Marketing, Vol. 66 (October), p. 86-
101.

Hooley, Graham., Sounders, John (1993), Competitive Positioning a Key to
Market Success, Prentice-Hall.

Huang, Yuan-Chi, Chih-Hung Wu, J. Chia-Jung Hsu and Kun Shan (2006), Using
Important-Performance Analysis in Evaluating Taiwan Medium and Long
Distance National Highway Passenger Transportation Service Quality,
Journal of American Academy of Business, Cambridge (March), Vol. 8,
No. 2, p.98-104.

Huang, Yuan-Chi, Chih-Hung Wu, J. Chia-Jung Hsu and Kun Shan (2006), Using
Important-Performance Analysis in Evaluating Taiwan Medium and Long
Distance National Highway Passenger Transportation Service Quality,
Journal of American Academy of Business, Cambridge (March), Vol. 8,
No. 2, p.98-104.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 377
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Hummel, John W., and Ronald Savitt (1998), Integrated Customer Service and
Retail Strategy, International Journal of Retailling, Vol. 3, No. 2, p.5-21.

Hurley, Robert F. (1998), Customer Service Behavior in Retail Settings: A Study
of the Effect of Service Provider Personality, Journal of the Academy of
Marketing Science, Vol. 26, No. 2, p.115-127.

Hurley, Robert.F and Hult, Thomas M. (1998), Innovation, Market Orientation, an
Organizational Learning : an Integration and Empirical Examination,
Journal Marketing, Vol.62, No.3, pp.42-54.

Info Bank, Edisi Januari 2007, No. 334
Info Bank, Edisi April 2006, No. 325

Iverson, Roderick D. and Collin S. McLeod (1996), The Role of Employee
Commitment and Trust in Service Relationship, Marketing Intelligence
and Planning, Vol. 14, No. 3, p.36-44.

Jain, Priti (2006), Strategic Human Resource Development in Public Libraries in
Botswana, Lybrary Management, Vol. 26, No. 6/7, p.336-350.

Jamali, Dima (2007), A Study of Customer Satisfaction in the Context of a Public
Private Partnership, International Journal of Quality and Reliability
Management, Vol. 24, No. 4, p.370-385.

Jaramilo, Fernando, Jay Prakash M, and Greg W. Marshall (2005), A Meta-
Analysis of the Relationship Between Organizational Commitment and
Salesperson Job Performance: Twenty-Five Years of Research, Journal of
Business Reasearch, Vol. 5 (June), p.705-725.

Jaworski, B.J and Kohli, A.K. (1993), Market Orientation : Antecedents and
Consequences, Journal of Marketing, Vol.57, (July), pp.53-70.

Jeffrey, C. and N. Weatherholt (1996), Ethical Development, Professional
Commitment, and Role Observance Attitude: A Study of CPAs and
Corporate Accountants, Behavioral Research in Accounting, Vol. 8, p.8-
31.

Johnson, Jeff W. (1996), Linking Employee Perceptions of Service Climate to
Customer Satisfaction, Personel Psychology, Vol. 49, No. 4, p. 831-851.

Jones, Michelle D. (2006), Which is Better Predictor of Job Performance: Job
Satisfaction or Life Satisfaction, Institute of Behavioral and Applied
Management, Providence College.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 378
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Jones, J.M. Sylakaowski (2000), The Impact of Hospital Mergers on
Organizational Culture, Organizational Commitment, Professional
Commitment, Job Satisfaction and Intent to Turnover on Registered
Profesional Nurses on Medical Surgical Hospital Units, State University
of New York at Buffalo, UMI 9987065.

Joseph, Mathew, Yasmin Sekhon, George Stone and Julie Tinson (2005), An
Exploratory Study on the Use of Banking Technology in the UK, A
Ranking of Importance of Selected Technology on Consumer Perception
of Service Delivery Performance, International Journal of Banking
Marketing, Vol. 23, No. 5, p.397-413.

Kantsperger, Roland and Werner H. Kunz (2005), Managing Overall Service
Quality in Cutomer Care Centers: Empirical Findings of a Multi-
Perspective Approach, International Journal of Service Industry
Management, Vol. 16, No. 2, p.135-151.

Kaplan, R.S. and Norton, D.P. (1996), Linking Balance Scorecard to Strategy,
California Management Review, VVol. 29, No. 1 (Fall), p.1-16.

Karia, Noorliza and M.H. Abu Hasan Assari (2006), The Effects of Total Quality
Management Practices on Employees’Work-Related Attitudes, The TQM
Magazine, Vol. 18 No. 1, p.30-43.

Kara, Ali John E. Spillan and Oscar W.Deshields, Jr (2005), An Empirical
Investigation of The Effect of A Market Orientation on Business
Performance : A Study ofr Small-Sized Service Retailer Using MARKOR
Scale, Journal of Small Business Management, VVol.43, No.2, pp.105-118.

Kantsperger and Kunz (2005), Managing Overall Service Quality in Customer
Care Centers: Empirical Findings of a Multi Perspektive Approach.

Karl, Katherine and Joy Peluchette (2006), How Does Workplace Fun Impact
Employee Perceptions of Customer Service Quality? Journal of
Leadership and Organizational Studies, Vol. 13, No. 2, p.2-13.

Kaufteros, Xenophon, Mark Vonderembse and Jayaram Jayanth (2005), Internal
and External Integration for Product Development: The Contingency
Effects od Uncertainty Equivocality and Platform Strategy, Decision
Science, Vol. 36, No. 1, p.97-133.

Keillor, Bruce D., C.E. Pettijohn and M. d’Amico (2001), The Relationship
Between Attitudes Toward Technology, Adaptibility and Customer
Orientation Among Professional Salespeople, Journal of Applied Business
Research, Vol. 17, p.31-40.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 379
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Keillor, Bruce D., R. Stephen Parker and Charles E. Pettijohn (1999), Sales Force
Performance Satisfaction and Aspects of Relational Selling: Implications
for Sales Manager, Journal of Marketing Theory and Practice, Vol. 7, No.
1 (Winter),p. 101-115.

Keillor, Bruce D., R.E. Bashaw and C.E. Pettijohn (1997), Sales Force
Automation Issues Prior to Implementation: The Relationship Between
Attitudes Toward Technology, Experience and Productivity, Journal of
Business and Industrial Marketing, Vol. 12, p. 209-219.

Kennedy, K.N., F.G. Lassk and J.R. Goolsby (2002), Customer Mind-Set of
Employees Throughout the Organization, Journal of the Academy of
Marketing Science, Vol. 30, No. 2, p. 159-171.

Kerlinger, Fred N. (1993), New York: Hult Rinehart and Winston Inc.

Khandawalla P.N (1977), The Design of Organization, New York Harcout Brace
Jovanovich.

Kim, W.G. and Y. Cha (2002), Antecedents and Consequences of Relationship
Quality in Hotel Industry, Hospitality Management, Vol. 21, No. 3., p.321-
338.

Knight, A.J and J.B. Kennedy (2005), Psychological Contract Violation Impacts
on Job Satisfaction and Organizational Commitment Among Australian
Senior Publis Servants, Applied Human Resources Management, Vol. 10,
No. 2, p.57-72.

Kohli, Ajay K. And Bernard J. Jaworski (1990), Market Orientation: The
Contract, Research Proposition and Management Implications, Journal Of
Marketing, Vol. 54, No. 2, p. 1-18.

Kotler, P and Levi, S. (1969), Broadening The Concept of Marketing, Journal of
Marketing, Vol.33, No.1, pp.20-29.

Kotler, Phillip (1997), Marketing Management : Analysis, Planning,
Implementation, and Control, 9" Edition, Englewood CIliff, NJ : New
Jersey : Prentice-Hall.

Kotler, P. and K.L. Keller (2004), Marketing, 6™ Edition, Frenchs Forrest, NSW:
Pearson Education Australia.

Koufteros, Xenophon, Mark Vonderembse and Jayaram Jayanth (2005), Internal
and External Integration for Product Development: The Contingency

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 380
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Effects od Uncertainty Equivocality and Platform Strategy, Decision
Science, Vol. 36, No. 1, p.97-133.

Koys, Daniel J. (2001), The Effects of Employee Satisfaction, Organizational
Citizenship Behavior and Turnover on Organizational Effectiveness: A
Unit-Level, Longitudinal Study, Personal Psychology, No. 54, p. 101-114.

Krauss, Philip., Garry Amstrong (2000), Principles of Management Marketing,
Prentice-Hall Inc, Englewood Clifs, New Jersey.

Kristof, Amy L. (1996), Pearson-Organization Fit: An Integrative Reviews of Its
Conceptualizations, Measurement and Implications, Personal Psychology,
Vol. 49, No. 1, p. 1-49.

Kuada, J and Buatsi S.N (2005), Market Orientation and Management Practices in
Ghannaian Firms : Revisiting The Jaworski and Kohli Framework, Journal
of International Marketing, VVol.13, No.1, pp.58-58.

Kumar, Kamalesh, ram Subramania and Charles Yauger (1998), Examining The
Market Orientation-Performance Relationship: A Context Specific Study,
Journal of Management, VVol. 24, No. 2, p. 201-233.

Kwon, Y.C., and Hu, Y. (2000), Market Orientation Among Small Korean
Exporters, International Business Review, Vol.9, No.1, pp.61-75.

Lambert, David William (2001), Towards a Strategy-Balance Measure of
Business Perfromance: Conceptualization and Empirical Examination
with the Market Oreintation Construct, Proquest.Umi.com.3042822.

Lawton, L. and Parasuraman, A. (1980), The Impact of Marketing Concept on
New Product Planning, Journal of Marketing, VVol.44, No.1, pp.1-4.

Lee, Yong-Ki, Jeung-Heon Nam, Dae-Hwan Park and Kyung Ah Lee (2006),
What Factors Influence Customer-Oriented Prosocial Behavior of
Costumer-Contract Employees, Journal of Service Marketing, Vol. 26, No.
2, p.251-264.

Lee, K., J.J. Carswell and N.J Allen (2000), A Meta-Analytic Review of
Occupational Commitment: Relations with Person and Work-Related
Variables, Journal of Applied Psychology, Vol. 85, p. 799-811.

Lee, S., Tien L., Munir Sukoco, B., (2007), The Effects of Entrepreneurial and
Knowldege Management Capability on Organizational Effectiveness in
Taiwan : The Moderating Role of Social Capital, International Journal of
Management, VVol.24, No.3, pp.549.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 381
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Levebvre, Louis A. and Stephen Talbout (2003), Determinants and Impacts of
Environmental Performance is S M E, R and D Management, Vol. 33, p.
263-278.

Levebvre, Louis A. And Levebvre, Louis E. (2001), Innovative Cappability as
Determinants of Export Perfromance and Behavior: A Longitudinal Study
of Manufacturing S M Es, macMillan Press, London.

Levitt, Theodore (1960), Marketing Myopia, Harvard Business Review, Vol.38,
No.4, pp.45-56.

Lewis, R.C. and Booms, B.H. (1983), The Marketing Aspects of Service Quality
in Berry, L.L., Shostack, G. and Upah G. (Eds), Emerging Perspectives in
Service Marketing, American Marketing Association, Chicago, IL, p. 13-
19.

Liu, S.S., X. Luo and Y-Z Shi (2002), Integrating Customer Orientation,
Corporate Enterpreneurship and Learning Orientation in Organizations in
Transition: An Empirical Study, International Journal of Research in
Marketing, Vol. 19, No. 4/5, p. 367-382.

Liu, S.S, Luo X and Shi Y.Z (2008), Market Oriented Organizations in Emerging
Economy : A Study of Missing Links, Journal of Business Research,
Vol.56, pp.481-492.

Lovelock, C. (1994), Product Plus, McGraw Hill, New York.

Lovelock, C., P.G. Patterson and R.H. Waller (1998), Service Marketing:
Australia and New Zealand, Prentice Hall, Sydney.

Lumkin, G.T and Dess GG (1996), Clarifiying The Entrepreneurial Orientation
Construct and Linking it to Performance, Academy of Management
Review, Vol.21, No.1, pp.135-172.

Lytle, Richard S., and John E. Timmerman (2006), Service Orientation and
Performance: An Organizational Perspective, Journal of Service
Marketing, Vol. 20, No. 2, p. 136-147.

Lytle, Richard S., M. Lynn, and S. Bobek (2000), Service Orientation in
Transitional Markets: Does it Matter?, European Journal of Marketing,
Vol. 34, No. 3/4., p.279-298.

Lytle, Richard S., Peter W. Hom, and Michael P. Mokwa (1998), SERV*OR: A
Managerial Measure of Organizational Service Orientation, Journal
Retailing, Vol. 74, No. 4, p. 455-489.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 382
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



MacKenzei, Scott B., Philip M. Podsakoff and M. Ahearne (1998), Some Possible
Antecedents and Consequences of In-Role and Extra-Role Salesperson
Performance, Journal of Marketing, Vol. 62, (July), p.87-98.

Maddern, Harry, Roger Maull, Andi Smart and Paul Baker (2007), Customer
Satisfaction and Service Quality in UK Financial Services, International
Journal of Opertaions an Productions Management, VVol. 27, No. 9, p.988-
1019.

Makhija, M. (2003), Comparing the Resource-Based and Market-Based Views of
the Firm: Empirical Evidence from Caczh Privatization, Journal of
Management Strategy, Vol. 34, p. 171-190.

Mallak, Larry A., David M. Lyth, Suzan D. Olson, Susan M. Ulshafer, and Frank
J. Sardone (2003), Culture, The Built Environment and Healthcare
Organizational Perfromance, Managing Service Quality, VVol. 13, No. 1, p.
27-38.

Malhotra, Neeru and Avinandan Mukherjee (2004), the Relative Influence of
Organizational Commitment and Job Satisfaction on Service Quality of
Customer-Contract Employees in Banking Call Centers, The Journal of
Service Marketing, Vol. 18, No. 2/3, p. 162-174.

May, Colin and Alan W. Pearson (1993), Total Quality in R & D, Journal of
General Management, Vol. 18, No. 3 (Spring), p. 1-22.

McNeese-Smith, Donna (1996), Increasing Employee Productivity, Job
Satisfaction and Organizational Commitment, Hospital and Healthcare
Services Administration, Vol. 41, No. 2 (Summer), p. 160-175.

McKitterik, J.B. (1957), Wha is the Marketing Management Concept ?, in the
Frontiers of Marketing Thought and Science, Frank M.Bass, Ed., American
Marketing Association, Chicago, pp.71-92.

Mcnemara, C. (1972), The Present Status of The Marketing Concept ?, Journal of
Marketing, VVol.36, No.1, pp.71-92.

Metlen, Scott, Daniel Eveleth and Jeffrey J. Bailey (2005), Management Support
and Perceived Consumer Satisfaction in Skilled Nursing Facilities, Health
Service Management Research, Vol. 18, No. 3, p. 198-210.

Meuter, M.L. (2000), Self-Service Technologies: Understanding Customer
Satisfaction with Technology-Based Service Encounters, Journal of
Marketing, Vol. 64, No. 3 (July), p. 50-64.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 383
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Michael, S. (2004), Consequences of Perceived Acceptability of a Banks Service
Failures, Journal of Financial Service Marketing, Vol. 8, No. 4, p. 367-
377.

Mick, D.G and S. Fournier (1998), Paradoxes of Technology: Consumer
Cognizance, Emotions and Coping Strategies, Journal of Consumer
Research, Vol. 25, (September), p. 123-147.

Miller, Danny (1987), The Structural and Environmental Correlates of Business
Strategy, Strategic Management Journal, Vol. 8, No. 1, p.155-76.

Mohr-Jackson Irish (1993), Comparing Total Quality with Market Orientation: An
In-Depth Interview Approach, Group and Organization Studies, Vol. 15
(September) p. 337-352.

Moris, M.H Coombes, S and Schindehutte, M. (2007), Antecedent and Outcomes
of Entrepreneuerial and Market Orientation in A Non-Profit Context :
Theoritical And Empirical Insights, Journal of Leadership and
Organizational Studies, VVol.13, No.4, pp.121-1309.

Moorman, Christine and Anne S. Minner (1997), The Impact Organizational
Memory on New Product Performance and Creativity, Journal of
Marketing Research, Vol. 34, No. 1, p.91-106.

Morrow, Paula C. and Rosemary E. Wirth (1989), Work Commitment among
Salaried Professional, Journal of Vocational Behavior, VVol. 34, p. 40-56.

Motowidlo, S.J. (1984), Does Job Satisfaction lead to Consideration and Personal
Sensitivity?, Academy of Management Journal, VVol. 27, No. 4, p. 910-915.

Moyday, R.T., L.T. Porter and R.M. Steers (1979), Employee Organization
Linkages, Academy Press, NY. Dalam Neeru Malhotra and Avinandan
Mukherjee (2004), The Relatives Influence of Organizational Commitment
and Job Satisfaction on Service Quality of Customer-Contract Employees
in Banking Call-Centres, The Journal of Service Marketing, Vol. 18, No.
213, p. 162-174.

Mueller, Thilo A., Achim Walterand Hans G. Gemuenden (2001), The Impact of
Cutomer Orientation and Competitor Orientation on Organizational
Performance of New Software Ventures, E-mail: thio.mueller@tim.tu-
berlin.de.

Mulaik, S.A., L.R. James, J.V. Alstine, N. Bennet, S. Lind, and C.D. Stilwell
(1989), Evaluation of Goodness of Fit Indices for Structural Equation
Models, Psychological Bulletin, Vol. 105, No. 3, p. 430-450.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 384
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011


mailto:mueller@tim.tu-

Mulki, Jay P., William B. Locander, Greg W. Marshall, Eric G. Harris and James
Hensel, Workplace Isolation, Salesperson Commitment and Job
Performance, Journal of Personal Selling and Sales Management, Vol.
XXVIII, No. 1 (Winter 2008), p.67-78.

Narver, John C. and Stanley F. Slater (1990), The Effect of Market Orientation on
Business Profitability, Journal of Marketing, Vol. 25, No. 1, p. 85-98.

Narver, J.C. and Slater, S.F (1990), The Effect of A Market Orientation on
Business Profitability, Journal of Marketing Research, Vol.54, (Oktober).
pp.20-35.

Narver, J.C. and Slater, S.F (1998), Additional Thoughts on the Measurement of
Market Orientation : Comment on Deshphande and Fairley, Journal of
Focused Management, Vol.2, pp.233-236, Journal of Marketing Research,
Vol.54, (Oktober), pp.20-35.

Narver, J.C. and Slater, S.F (1995), Market Orientation and The Learning
Organization. Journal of Marketing, Vol.59, No.3, pp.63-74.

Narver, J.C. and Slater, S.F and Tjietje, B. (1998), Creating a Market Orientation,
Journal of Market Focused Management, Vol.2, pp.241-255.

Natalisa, Dian dan Budiarto Subroto (2003), Effects of Management Commitment
on Service Quality to Increase Customer Satisfaction of Domestic Airlines
in Indonesia, Singapore Management Review, Vol. 25, No. 1, p. 85-104.

Ngai, J.C.H. and Ellis P, P. (1998), Maket Orientation And Business
Performance : Some Evience From Hongkong, International Marketing
Review, Vol.15, No.2, pp.119-139.

Netemeyer, R.G., J.S. Boles, D.O. McKee, and R. McMurrian (1997), An
Investigation into The Antecedents of Organizational Citizenship
Behaviours in Personal Selling Context, Journal of Marketing, Vol. 61, p.
85-98.

Nolan, J.J. and J.E. Swan (1995), Gaining Customer Trust: A Conceptual Guide
for the Salesperson, Journal of Personal Selling and Sales Management,
Vol. 13, p. 39-48.

Obermiller, C. (1985), Varietes of mere Exposure: The Effects of Processing Style
of Repetition on Affective Response, Journal of Consumer Research, Vol.
12, p. 17-30.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 385
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



O’Connor, Stephen and Richard M. Shewchuk (1995), Doing More With Less,
And Doint it Nicer: The Role of Service Orientation in Health Care
Organizations, Academy of Management Journal, p. 120-124.

O’hara, Bradley S., James S. Boles, and Mark W. Johnston (1991), The Influences
of Personal Variables on Salesperson Selling Oreintation, Journal of
Personal Selling and Sales Management, VVol. 11 (Winter), p. 61-67.

Olsen, S.O. (2002), Comparative, Evaluation and the Relationship Between
Quality, Satisfaction and Repurchase Loyalty, Journal of Academy of
Marketing Science, Vol. 30, No. 3, p. 240-249.

Oliver, Richard L. (1999), When Consumer Loyalty?, Journal of Marketing, Vol.
63, October, p. 33-44.

Oliver, Richard L. and Wayne S. DeSarbo (1988), Response Determinants in
Satisfaction Judgement, Journal of Consumer Research, Vol. 14, March,
p.495-507.

Oliver (1988), Measurement and Evaluation of Satisfaction Process in Retail
Setting, Journal of Retailling, Vol. 57 (Fall), p. 25-48.

Ott, Marlies and Han van Dijk (2005), Effects of HRM on Client Satisfaction in
Nursing and Care for the Elderly, Employee Relations, VVol. 27, No. 4/5 p.
413-424.

Padanyi, Paulette and Gainer, Brenda. (2004), Market Orientation in The
Nonprofit Sector : Taking Multiple Constituencies Into Considerationm,
Journal of Marketing Theory and Practice, (Spring), pp.43-57.

Parasuraman, A., V.A. Zeithaml, and L.L. Berry (1988), SERVQUAL: A
Multiple-Item Scale for Measuring Consumer Perceptions of Service
Quality, Journal of Retailling, VVol. 64, No. 1, p.12-40.

Patricio, Lia, Raymond P. Fisk and Joao Falcao e Cunha (2003), Improving
Satisfaction with Bank Service Offerings: Measuring the Contribution of
Each Delivery Channel, Managing Service Quality, Vol. 13, No. 6, p. 471-
482.

Pelham, Alfre M. (1996), Market Orientation and Performance: The Moderating
Effects of Product and Customer Differentitation, Journal of Business and
Industrial marketing, Vol. 12, No. 5, p.276-296.

Pelham, A.M. and Wilson (1996), A Longitudinal Study of the Impact of Market
Structure, Firm Structure, Strategy and Market Orientation Culture on

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 386
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Dimensions of Small-Firm Performance, Journal of the Academy of
Marketing Science, VVol.24, No.1, pp.27-43.

Piercy, F. Nogel, Cravens W. David and Morgan A. Niel (1997), Salesforce
Performance and Behavior-Based Management Process in Business-to-
Business Sales Organization, European Journal of Marketing, Vol. 132,
No. 1/2, p. 79-100.

Pont, Marcin and Lisa McQuilken (2005), An Empirical Investigation of
Customer Satisfaction and Loyalty Across Two Different Bank Segments,
Journal of Financial Service Marketing, VVol. 9, No. 4, p. 344-359.

Porter, Michael E. (1987), From Competitive Advantage to Corporate Strategy,
Harvard Business Reviews, Vol. 65, No. 3, May/June, p. 43-60.

Porter, Lyman W. And R.M. Steers (1973), Organizational, Work and Personal
Factors in Employee Turnover and Absenteeism, Psychological Bulletin,
Vol. 80, No. 2, February p. 151-176.

Posner, Barry Z., James M. Kouzes and Warren H. Schmidt (1987), Shared
Values make a Difference: An Empirical Test of Corporate Culture,
Human Resource management, Fall, p. 293-3009.

Poznanski, J. Peter and Dennis M. Bline (2001), Using Structural Equation
Modelling to Investigate the Casual Ordering of Job Satisfaction and
Organizational Commitment Among Staff Accountant, Behavior Research
in Accounting, Vol. 9, p. 154-171.

Pritchard, M and Rhian Silvestro (2005), the Applying the Service Profit Chain to
Analysis Retail Performance: The Case of The Managerial Strait Jacket,
Internatioanal Journal of Service Industry Management, \Vol. 16, No. 3/4,
p.337-356.

Pulendran, S (1996), Marketing Planning, Market Orientation and Performance :
An Empirical Study of Practices in Australia Organizations, Dissertation,
Melbourne Business School, The University of Melbourne, Melbourne.

Pulendran, S.Speed, R (1996), Planning and Doing : The Relationship Between
Marketing Planning Styles and Market Orientation, Journal of Marketing
Management, VVol.12, No.1-2, pp.53-68.

Pulendran, S. Speed, R, and Widing Il, R.E. (2000), The Antecedents and
Consequences of Market Orientation in Australia, Austalian Journal of
Management, VVol.25, No.2, pp.119-143.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 387
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Raju, P.S. Lonial, Subhash Gupta, Yash P (1995), Market Orientation and
Performance in The Hospital Industry. Winter95. VVol.15, No.4, pp.34-41.

Roberts K., Varki S., and Brodie R. (2003), Measuring the Quality of
Relationships in Consumer Service: An Empirical Study, European
Journal of Marketing, VVol. 37, No. 1/2, p. 169-196.

Robbins, Stephen P. (2001), Organizational Behavior, 7" Edition, Prentice Hall
International Inc, New Jersey.

Redondo and Fierro (2005), Moderating Effect of Type of Product Exchange in
Long Term Orientation of Firm-Supplier Relationship: An Empirical
Study, Journal of Product and Brand Management, Vol. 14, No. 7, p.424-
437.

Rogers, Jerry D., Kenneth E. Clow, and Toby J. Kash (1994), Increasing Job
Satisfaction of Service Personel, Journal of Service Marketing, VVol. 8, No.
1, p. 14-27.

Rucci, Anthony J. Stephen P. Kim and Richard T. Quinn (1998), The Employee-
Customer-Profit Chain at Sears, Harvard Business Review, Vol. 76, No. 1
Jan/Feb, p. 82-98.

Rueket, Robert W. (1992), Developing A Market Orientation : An Organization of
Marketing Activities : A Contingency Theory of Structure and
Performance, Journal of Marketing, Vol.9, No.3, pp.225-245.

Samiee, Saeed and Kendall Roth (1992), The Influence of Global Marketing
Standarization on Performance, Journal of Marketing, Vol. 56, No. 2, p. 1-
.

Saraph, Jayant V., G. Benson and Roger G. Schroeder (1989), An Instrumen for
Measuring Critical Factors of Quality Management, Decisions Sceince,
Vol. 20, No. 4, p. 810-829.

Saravanan R., and K.S. Rao (2006), The Impact of Employees’ Characteristics on
Total Quality Service Implementation: An Empirical Study, the Quality
Management Journal, VVol. 13, No. 4, p. 22-35.

Saura, Irene G., Contri, Gloria B., and Taulet, Amparo C. (2005), Relationship
among Customer Orientation, Service Orientation and Job Satisfaction in
Financial Service, International Journal of Service Industry Management,
Vol. 16, No. 5, p. 497-525.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 388
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Savage, C., and Lancourt, J. (1995), Organizational Transformation and The
Changing Role of The Human Resource Function, Compensation and
Benefit management, Autumn, p. 42-49.

Schlesinger, Leonard A. And Jeffrey Zornitsky (1991), Job Satisfaction, Service
Capability, and Customer Satisfaction: An Examination of Linkages and
Management Implications, HR. Human Resource Planning, Vol. 14, No. 2,
p. 141-149.

Schneider, B., and David E. Bowen (1985), Employee and Customer Perceptions
of Service Iin Banks: Replication and Extension, Journal of Applied
Psychology, Vol. 70, No. 3, p. 423-433.

Schwepker, Charles H. Jr. And Michael D. Hartline (2005), Managing the Ethical
Climate of Customer-Contact Service Employees, Journal of Service
Research, Vol. 7, No. 4, p. 377-397.

Seggie, Steven H. (2006), Does Management Commitment to Service Quality
Impact on Frontline Employees’ Affective and Performance Outcomes?,
American Marketing Association, Winter, p. 26-30.

Sharma, S., and S. Corera (2003), A Contingency Resource-Based View of
Poractive Corporate Environmental Strategy, Academy of Management
Review, Vol. 28, No. 1, p. 77-89.

Shaub M.K., D.N. Finn and P. Munter (1993), The Effects of Auditors Ethical
Orientation on Commitment and Ethical Sensitivity, Behavioral Research
in Accounting, Vol. 5, p. 145-169.

Sin Leo Y.M, Tse., Alan C.B Yau., Oliver H.M, Chow, Raymond and Lee, Jenny
SY, (2003), Market Orientation and Business Performance : A
Comparative Study of Firm in Mainland China and Hongkong, European
Journal of Marketing, Vol.35, pp.5.

Siguaw, Judy A., Gene Brown, and Robert E. Widing Il (1994), The Influence of
The Market Orientation of the Firm on Sales Forece Behavior and
Attitudes, Journal of Marketing Research, Vol. 31 (February), p. 106-116.

Sikorsa-Simmons E. (2006), Linking Residence Satisfaction to Staff Perception of
the Work Environment is Assisted Living: A Multilevel Analysis, The
Gerontologist, (October), Vol. 46, No. 5, p. 590-598.

Slater, Stanley F. (1995), Laerning to Change, Business Horizons, Vol. 38,
Vovember-December, p. 13-20.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 389
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Slater, Stanley F. And John C. Narver (1994), Does Compettitive Environment
Moderate the Market Orientation-Perfromance Relationship?, Journal of
Marketing, Vol. 58, January, No. 1, p. 46-55.

Schneider, B., Jill K. Wheeler and Jonathan F. Cox (1992), A Passion of Service:
Using Content Analysis to Explicate Service Climate Themes, Journal of
Applied Psychology, Vol. 77, No. 5, p. 705-716.

Sekaran, Uma (2000), Research Methods for Business, Skil-Building Approach,
Third Edition John Wiley and Sons Inc, USA.

Selnes, F., Jaworski, B.J Kohli, A.K. (1996), Market Orientation in United States
And Scandinavias Companies : A Cross Cultural Study, Scandinavian
Management Journal.,. Vol.12, No.2, pp.57-139.

Shapiro, B.P. (1988), What the Hell is Market Oriented ?. Harvard Business
Review, VVol.66, Nopember-Desember. Pp.119-125.

Sigauw, J.A., Brown, G and Widing, R.E. (1994), The Influence of The Market
Orientation of The Firm on Sales Force Behavior And Attitudes, Journal
of Marketing, Vol.31, No.1, pp.16-106.

Sinkula, James M., William E. Baker, Noordewier (1997), A Framework for
Market Based Organizational Laerning: Linking Values Knowledge and
Behavior, Journal The Academy of Marketing Science, Vol. 25, p. 305-
318.

Smith, David and Matthew Hall (2008), An Empirical Examination of a Three-
Component Model of Professional Commitment among Public
Accountants, Behavioral Research in Accounting, Vol. 20, No. 1, p. 75-92.

Smith, P.C., L.M. Kendall and C.L. Hulin (1969), The Measurement of
Satisfaction in Work and Retirement: A Strategy for The Study of
Attitudes, Rand-McNally, Chicago, IL.

Solimun (2002), Structural Equation Modelling Lisrel dan AMOS, Fakultas
MIPA Universitas Brawijaya, Malang.

Song, Mic and M. E. Parry (1997), The Determinant of Japanese New Product
Succes, Journal of Marketing Research, Vol. 19, p. 35-46.

Spector, P. (1997), Job Satisfaction: Application, Assesment, Cause and
Consequences, Sage Publication, London.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 390
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Spreng, R.A. and R.D. MacCoy (1996), An Empirical Examination of a Model of
Perceived Services Quality and Satisfaction, Journal of Retailling, Vol. 72,
No. 2, p.201-214.

Stallworth, Aline (2004), Antecedents and Consequences of Organizational
Commitment to Accounting Organizations, Managerial Auditing Journal,
Vol. 19, No. 7, p. 945-955.

Stam W.Elfring T (2006), Entrepreneurial Orientation and New Venture
Performance : The Mediating Effect of Network Strategies, Academy of
Management Best Conference Paper, ENT : K1.

Stam W.EIfring T (2008), Entrepreneurial Orientation and New Venture
Performance : The Mediating Role of Intra — And Extra Industry Social
Capital, Academy of Management Journal, VVol.51, No.1, pp.97-111.

Stauss, Bernd and Patricia Neuhaus (1997), The Qualitative Satisfaction Model,
International Journal of Service Industry Management (Bradford), Vol. 8,
No. 3, p. 236-249.

Stevensson, G (2001), Re-Evaluating The Marketing Concept, European Business
Review, Vol.13, No.2, pp.95-100.

Stock, Ruth Maria and Wayne D. Hoyer (2005), An Attitude-Behavior Model of
Salespeople’s Customer Orientation, Academy of Marketing Science
Journal, Vol. 33, No. 4, Fall, p. 536-552.

Subroto, Budiarto and Dolly S. Nasution (2001), Pengukuran Tingkat Kepuasan
Pelanggan (Studi Kasus di Perusahaan Penerbangan X), Usahawan, No. 3,
Tahun XXX (Maret), p. 21-27.

Sureschandar, G.S., Chandrasekharan R. And R.N. Anantharaman (2002), The
Relationship Between Service Quality and Customer Satisfaction A Factor
Specific Approach, The Journal of Service Marketing, Vol. 16, No. 4, p.
363-379.

Sureschandar, G.S., Chandrasekharan R. And R.N. Anantharaman (2001), A
Holistic Model for Total Quality Service, International Journal of Service
Industry Management, VVol. 12, No. 4, p.378-412.

Sujan, Haris (1999), Optimism and Street-Smarts: ldentifying and Improving
Salesperson Intelligence, The Journal of Personal Selling and Sales
Management, Summer, Vol. 19 No. 3, p.17-33.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 391
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Sujan, Haris (1988), Optimism and Street Smarts: Identifying and Improving
Salesperson Intelligence, Journal of Personal Selling and Sales
Management, Vol. 34, No.5, p.10-23.

Swan, J.E. and Nolan J.J (1995), Gaining Customer Trust: A Conceptual Guide
for the Salesperson, Journal of Personel Selling and Sales Management, p.
39-48.

Szymanski, David M., and David H. Henard (2001), Customer Satisfaction: A
Meta-Analysis of the Empirical Evidence, Academy of Marketing Science
Journal, Vol. 29, No. 1, p. 16-35.

Tan, Kay C., and Theresia A. Pawitra (2001), Integrating SERVQUAL and
Kano’s Model into QFD for Service Excellence Development, Managing
Service Quality, Vol. 11, No. 6, p. 418-430.

Tang, T.L., and L.J. Sarsfield-Baldin (1998), Distributive and Procedural Justice
as Related to Satisfaction and Commitment, SAM Management Journal,
Vol. 61, No. 3, p. 25-31.

Tax, S.S. and S.W. Brown (1998), Recovering and Learning From Service
Failure, Sloan Management Review, Vol. 39 (Fall), p. 75-88.

Teece, Pisano G. (1997), Dynamic Capabilities and Strategic Management,
Strategis Management Journal, Vol. 18, No. 7, p. 2-15.

Testa, Mark (2001), Organizational Commitment, Job Satisfaction, and Effort in
The Service Environment, The Journal Psychology, Vol. 135, No. 2, p.
226-236.

Tokarczyk, John, Eris Hansen, Mark Green, and John Down (2007), A Resource
Based View and Market Orientation Theory Examination of The Role of
Familiness in Family Business Success, Family Business Review, Vol. 20,
No. 1, 0. 17-31.

Tornow, Walter W. and Jack W. Wiley (1991), Service Quality and Management
Practices: A Look at Employee Attitudes, Customer Satisfaction and
Bottom Line Consequences, Human Resources Planning, Vol. 14, No. 2,
p. 105-115.

Tse, David K. And Peter C. Wilson (1988), Model of Consumer Satisfaction
Formation: An Extension, Journal of Marketing Research, Vol. 25, (May),
p. 204-212.

Umar, Husain (1998), Riset Sumber Daya Manusia Dalam Organisasi, Gramedia
Pustaka Jaya, Jakarta.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 392
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Walker, Oville C, Jr (1992), Marketing Strategy-Planning and Implementation,
Richard D.Irvin Inc, Chapter 10.

Webster, C. (1993), Refinnement of the Marketing Culture Scale and The
Relationship Between Marketing Culture and Profitability of a Service
Firm, Journal of Business Research, Vol. 26, No.2, p. 111-131.

Webster, Frederick, E. (1994), Market Driven Management, Jhon Willey & Sons,
New York.

Webster, Frederick, E. (1988), Rediscovery of The Marketing Concept, Business
Horisons, Vol.31, (May-June), pp.29-39.

Weitz, Barton A., Harish Sujan and Mita Sujan (1986), Knowledge, Motivation
and Adaptive Behavior: A Framework for Improving Selling
Affectiveness, Journal of Marketing, Vol. 50, p. 174-191.

Whelen, Thomas L. And J. David Hunger (2000), Strategic Management Business
Policy, 7th Edition, Prentice Hall.

Wiklund, J and Shepherd, D. (2005), Entrepreneurial Orientation-Performance
Relationship, Entrepreneurship Theory and Practices, Vol.24, No.1, pp.37-
48.

Wilk, Steffanie L., Laura B. Desmarais and paul R. Sackett (1995), Gravitation to
Jobs Commensurate with Ability: Longitudinal and Cross-Sectional Tests,
Journal of Applied Psychology, Vol. 80, No. 1, p. 79-85.

Wilkinson, A., T. Redman and E. Snape (1994), The Problem with Quality
Management the View of Managers: Findings from an Institute of
Management Survey, Total Quality Management, Vol. 5, No. 6, p. 397-
406.

Wilson A., (1997), The Culture of the Branch Team and its Impact on Service
Delivery, International Journal of Bank Marketing, Vol. 15, No. 5, p. 469-
471.

Wright, Newell D., James W. Pearce and James W. Busbin (1997), Linking
Customer Service Orientation to Competitive Performance: Does The
Marketing Concept Really Work?, Journal of Marketing Theory and
Practices, Vol. 5, No. 4, p. 23-34.

Yoon, M.H., S.E. Beatty and J. Suh (2001), The Effect of Work Climate on
Critical Employee and Customer Outcomes: An-Employee-Level

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 303
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



Analysis, International Journal of Service Industry Management, Vol. 12,
No. 5, p. 500-521.

Yousef, D. (2000), Organizational Commitment: A Mediator of The Relationship
of Leadership Behavior with Job Satisfaction and Performance in a Non-
Western Country, Journal of Managerial Psychology, Vol. 15, No. 1, p. 6-
24.

Zahra, S.A and J.G.Covin (1995), Contextual Influences on The Corporate
Entrepreneurship — Performance : A Taxanomic Approach, Journal of
Business Venturing 8, pp.319-340.

Zebal, Mostaque Ahmed. (2003), A Synthesis Model of Market Orientation for A
Developing Country — The Case of Bangladesh, Thesis Victoria University
of Technology Melbourne, Australia

Zeithaml, Valarie A. And Marry J. Bitner (2000), Service Marketing: Integrating
Customer Focus Across the Firm, Second edition, McGraw Hill, New
York.

Zeithaml, Valarie A., Leonard L. Berry and A. Parasuraman (1996), the
Behavioral Consequences of Service Quality, Journal of Marketing, Vol.
60, p. 31-46.

Zeithaml, Valarie A., Leonard L. Berry and A. Parasuraman (1993), The Nature
and Determinants of Customer Expectations of Service, Journal of the
Academy Of martketing Science, Vol. 21, No. 1, p 1-12.

Zeithaml, Valarie A. (1988), Consumer Perceptions of Price, Quality and Value:
A Means-End Model and Synthesis of Evidence, Journal of Marketing,
Vol. 52 (July), p. 2-22.

Zeithaml, Valarie A., Leonard L. Berry and A. Parasuraman (1988),
Communication and Control Process in Delivery of Service Procesess,
Journal of Marketing, Vol. 52, p. 36-58.

Upaya Peningkatan Kualitas Pelayanan (Studi pada Bank Pembangunan Daerah 394
di Indonesia), Disertasi oleh Sri Gustina Pane, UNDIP 2011, Ujian Terbuka 03-12-2011



	DAFTAR PUSTAKA

