
DAFTAR PUSTAKA 

 

Buku 

Azwar, Saifuddin, (2002), Sikap manusia, teori dan pengukurannya. Yogyakarta 

Pustaka Pelajar 

Dunn, William N, (2003), Pengantar analisis kebijakan publik, Yogyakarta: 

Gadjag Mada University Pers 

Dharma, Surya, (2005), Manajemen Kinerja, Yogyakarta: Pustaka Pelajar 

Ghozali, Imam, (2016), analisis statisti menggunakan SPSS, Penerbit Undip 

Hasibuan, Malayu SP, (2004), Manajemen Sumber Daya Manusia, Edisi Revisi, 

Jakarta, Bumi Aksara 

Pasolong Harbani, (2007), Teori administrasi publik, Bandung: Alfabeta 

 

Jurnal 

Amanfi JNR., Benjamin, (2012), “Service quality and customer satisfaction in 

public sector organization: A case study of the sommision on human 

rights and administrative justice,” Institute of Distence Learning, 

Knust 

Fadlalul; Meka Akbar, Moch Mustam, (2018), “Analisis kualitas pelayanan 

pengujian kendaraan bermotor di Dishub Kabupaten Kudus,” 

Universitas Diponegoro 



Hue Minh, Nguyen; Nguyen Thu Ha; Phan Chi Anh;  Yoshiki Matsui, (2015), 

“Service Quality and Customer Satisfaction: A Case Study of Hotel 

Industry in Vietnam,” Asian Social Science; Vol. 11, No. 10; 2015 

Morais Pena, Mileide; Edenise Maria Santos da Silva, Daisy Maria Rizatto 

Tronchin, Marta Maria Melleiro, (2013), “The use of the quality 

model of Parasuraman, Zeithaml and Berry in health services,” Rev 

Esc Enferm USP 2013; 47(5):1227-32 

Munhurrun, Prabha Ramseook; Soolakshna D. Lukea-Bhiwajee; dan Perunjodi 

Naidoo, (2010), “Servive quality in the public service,” International 

journal of of management and marketing research, Volume 3, Number 

1, 2010 

Nidhi dan Krishna Kumari, (2016), “Service Quality of Public Sector 

Organization in India,” nternational Journal of Pure and Applied 

Management Sciences; Vol. 2016.1.2; pp. 15-21, ISSN: 2456-4516 

Pakurár, Miklós; Hossam Haddad; János Nagy; József Popp; and Judit Oláh; 

(2019), “The Service Quality Dimensions that Affect Customer 

Satisfaction in the Jordanian Banking Sector,” Fakultas Ekonomi dan 

Bisnis, Institut Informatika dan Logistik Terapan, Universitas 

Debrecen, 4032 Debrecen, Hongaria 

Paramita, Cici Diah dan Sylvia Sari Rosalina, (2018), “Pengaruh dimensi E-

service terhadap kepuasan pelanggan pada pelayanan administrasi jasa 

peti kemas di PT. Pelabuhan Tanjung Priok,” Journal for Business and 

Entrepreneur 



Parasuraman, Valarie A. Zeithaml, Leonard L. Berry, (1985), “A Conceptual 

Model of Service Quality and Its Implications for Future Research,” 

The Journal of Marketing, Vol. 49, No. 4 (Autumn, 1985), pp. 41-50 

Prakoso, Albrian Fiky; Ruri Nurul Aeni Wulandari, Novi Trisnawati, Yoyok 

Soesatyo, Dhiah Fitrayati, Lucky Rachmawati, Riza Yonisa 

Kurniawan , Retno Mustika Dewi, Muhammad Abdul Ghofur, 

Ni’matush Sholikhah, Kirwani, , Luqman Hakim, Novi Marlena, Irin 

Widayati, Ajeng Hapsari, M. Riadhos Solichin, Eka Hendi 

Andriansyah, (2017), “Reliability, Responsiveness, Assurance, 

Empathy, And Tangible: Still Can Satisfy The Customer?,” 

International Journal of Business and Management Invention ISSN 

(Online): 2319 – 8028, ISSN (Print): 2319 – 801X 

Qurniawati, Ayu; Retno Budi Lestari, Megawati, (2018), “Analisis pengaruh 

tangible, Reliability, Responsiveness, Assurance dan Empathy 

terhadap kepuasan pelanggan pada wisata air Amanzi Waterpark 

Palembang,” STIE Multi Data Palembang 

Rahayu Triastity SL. Triyaningsih, (2018), “Pengaruh tangible, Reliability, 

Responsiveness, Assurance dan Empathy terhadap kepuasan 

konsumen (Survei Konsumen Rumah di CV Satria Graha Gedongan, 

Colomadu, Karanganyar),” Jurnal Ekonomi dan Kewirausahaan Vol. 

13, No. 2, Oktober 2013: 151 – 157 

Shahin, Arash, (2018), “SERVQUAL and Model of Service Quality Gaps: A 

Framework for Determining and Prioritizing Critical Factors in 



Delivering Quality Services,” Department of Management, University 

of Isfahan, Iran 

Soenaryo, Jason (2015), “Analisis pengaruh tangible, Reliability, Responsiveness, 

Assurance dan Empathy agen PT AJ Sequislife terhadap kepuasan 

pelanggan pada cabang Surabaya – Trusty,” Agora Vol. 3, No. 1, 

(2015) 

Yarimoglu, Emel Kursunluoglu, (2014), “A Review on Dimensions of Service 

Quality Models,” Journal of Marketing Management June 2014, 

Vol. 2, No. 2, pp. 79-93 

 


