
 

202 
 

DAFTAR PUSTAKA 

 

Aisya, D., & Masreviastuti, M. (2023). Analisis pengaruh kepercayaan, kualitas 

pelayanan, dan promosi terhadap kepuasan pelanggan (Studi pada Bengkel 

Mobil Sinar Audio Semarang). Inisiatif: Jurnal Ekonomi, Akuntansi dan 

Manajemen, 2(2), 229–247. https://doi.org/10.30640/inisiatif.v2i2.810 

Anggara, S. (2012). Ilmu administrasi negara. Bandung: 

Pustaka Setia. Aryani. (2021). [Judul tidak tersedia]. 

[Keterangan penerbit tidak tersedia]. 

Bahmani-OSkooee, M., & Brusa, J. O. (2022). The influence of location 

accessibility on community satisfaction with the quality of Texas 

district public health services as intervening variables. 

Semedalion Journal, 3(3). 

Bowen, G. A. (2009). Document analysis as a qualitative research method. 

Qualitative Research Journal, 9(2), 27–40. 

Bowen, G. A. (2009). Document analysis as a qualitative research method. 

Qualitative Research Journal, 9(2), 27–40. 

https://doi.org/10.3316/QRJ0902027 

Bowen, G. A. (2009). Document analysis as a qualitative research method. 

Qualitative Research Journal, 9(2), 27–40. 

https://doi.org/10.3316/QRJ0902027 

Creswell, J. W. (2018). Qualitative Inquiry & Research Design: Choosing Among 

Five Approaches. Sage Publications. 

Creswell, J. W. (2018). Qualitative Inquiry and Research Design: Choosing 

Among Five Approaches (4th ed.). SAGE Publications. 

Creswell, J. W. (2018). Qualitative Inquiry and Research Design: Choosing 

Among Five Approaches. SAGE Publications. 

Creswell, J. W. (2018). Qualitative Inquiry and Research Design: Choosing 

Among Five Approaches. Sage Publications. 

Creswell, J. W., & Poth, C. N. (2018). Qualitative Inquiry & Research Design: 

Choosing Among Five Approaches (4th ed.). SAGE Publications. 

https://doi.org/10.30640/inisiatif.v2i2.810


203 
 

 
 

Creswell, J. W., & Poth, C. N. (2018). Qualitative Inquiry and Research Design: 

Choosing Among Five Approaches (4th ed.). SAGE Publications. 

Creswell, J. W., & Poth, C. N. (2018). Qualitative inquiry and research design: 

Choosing among five approaches (4th ed.). SAGE Publications. 

Creswell, J. W., & Poth, C. N. (2018). Qualitative Inquiry and Research Design: 

Choosing Among Five Approaches (4th ed.). SAGE Publications. 

Denhardt, J. V., & Denhardt, R. B. (2015). The New Public Service: Serving, Not 

Steering. Routledge. 

Denzin, N. K., & Lincoln, Y. S. (2018). The SAGE Handbook of Qualitative 

Research (5th ed.). SAGE Publications. 

Diskominfo Kota Semarang. (2021). Layanan Panggilan Darurat 112 sebagai 

Implementasi Smart City di Kota Semarang. Pemerintah Kota Semarang. 

Eleonora, D. J. C. J., Tanuwijaya, H., & Suhandiah, S. (2024). Pengaruh kualitas 

pelayanan terhadap kepuasan pelanggan dan dampaknya terhadap 

pembelian ulang di Outlook Barbershop. Jurnal Ekonomi Manajemen 

Sistem Informasi (JEMSI), 6(2), 944–951. 

https://doi.org/10.38035/jemsi.v6i2.3673 

Fitzsimmons, J. A., & Fitzsimmons, M. J. (2014). Service Management: 

Operations, Strategy, Information Technology. McGraw-Hill. 

Gendro, W. (2011). Merancang penelitian bisnis dengan alat analisis SPSS 17.0 & 

Smart PLS 2.0. Yogyakarta: Percetakan STIM YKPM. 

 

Ghozali, I. (2016). Aplikasi analisis multivariete dengan program IBM SPSS 23 

(Edisi ke-8). 

Ibrahim. (2018). Metodologi penelitian kualitatif. Bandung: Alfabeta. 

Jakarta: Bumi Aksara. 

Kasmir. (2016). Manajemen sumber daya manusia (teori dan praktik). Depok: PT 

Rajagrafindo Persada. 

Keban, Y. T. (2014). Enam dimensi strategis administrasi publik: Konsep, teori, 

dan isu. 

https://doi.org/10.38035/jemsi.v6i2.3673


204 
 

 
 

Kementerian Kominfo RI. (2020). Pedoman Penyelenggaraan Layanan Nomor 

Tunggal Panggilan Darurat 112. Jakarta: Kominfo. 

Sugiyono. (2019). Metode Penelitian Kualitatif. Bandung: Alfabeta. 

Kotler, P., & Keller, K. L. (2016). Marketing management (15th ed.). Harlow: 

Pearson Education Limited. 

Lichfield, E. H. (2003). The economics of city planning. London: Routledge. 

Lincoln, Y. S., & Guba, E. G. (1985). Naturalistic Inquiry. SAGE Publications. 

Lumempow, K. R., Worang, F. G., & Gunawan, E. (2023). Pengaruh kualitas 

pelayanan, fasilitas dan harga terhadap Kepuasan Masyarakat pada Swiss 

Belhotel Maleosan Manado. Jurnal EMBA: Jurnal Riset Ekonomi, 

Manajemen, Bisnis dan Akuntansi, 11(1), 1–11. 

https://ejournal.unsrat.ac.id/v3/index.php/emba/article/view/45117 

Lupiyoadi, R. (2013). Manajemen pemasaran jasa. Jakarta: Salemba Empat. 

Masiaga, N. R., Worang, F. G., & Mandagie, Y. (2020). Pengaruh kualitas 

pelayanan dan kepercayaan terhadap Kepuasan Masyarakat pada The 

Healing Touch Nakamura Holistic Therapy Blitar. Jurnal Aplikasi Bisnis, 

9(1), 67–72. https://doi.org/10.33795/jab.v9i1.478 

Mayer, R. C., Davis, J. H., & Schoorman, F. D. (1995). An Integrative Model of 

Organizational Trust. Academy of Management Review, 20(3), 709–734. 

Moleong, L. J. (2019). Metodologi Penelitian Kualitatif. PT Remaja Rosdakarya. 

Moleong, L. J. (2021). Metodologi Penelitian Kualitatif. PT Remaja Rosdakarya. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A 

Multiple-Item Scale for Measuring Consumer Perceptions of Service 

quality. Journal of Retailing, 64(1), 12–40. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A 

multiple-item scale for measuring consumer perceptions of service quality. 

Journal of Retailing, 64(1), 12–37. 

Patton, M. Q. (2015). Qualitative research & evaluation methods (4th ed.). SAGE 

Publications. 

Patton, M. Q. (2015). Qualitative Research & Evaluation Methods (4th ed.). 

SAGE Publications. 

https://ejournal.unsrat.ac.id/v3/index.php/emba/article/view/45117
https://doi.org/10.33795/jab.v9i1.478


205 
 

 
 

Patton, M. Q. (2015). Qualitative Research and Evaluation Methods (4th ed.). 

SAGE Publications. 

Pramularso, E. Y. (2020). Kualitas pelayanan dan kinerja pegawai terhadap 

kepuasan masyarakat di Unit Pelayanan Terpadu Satu Atap Kementerian 

Ketenagakerjaan. Jurnal Perspektif, 18(1), 1–10. 

https://ejournal.bsi.ac.id/ejurnal/index.php/perspektif/article/view/7549 

Priansa, D. J. (2017). Komunikasi pemasaran terpadu. Bandung: CV Pustaka 

Setia. 

Priharto, S. (2020, August). Indikator kepuasan pelanggan: Pengertian, jenis, dan 

fungsinya bagi bisnis. Accurate. 

https://accurate.id/marketingmanajemen/indikator-kepuasan-pelanggan 

Rizkiana, C., Setyawan, Y., & Souisa, J. (2023). Analisis pengaruh 

kepercayaan, kualitas pelayanan, dan promosi terhadap kepuasan 

pelanggan. Inisiatif: Jurnal Ekonomi, Akuntansi dan Manajemen, 2(2), 

229–247. https://doi.org/10.30640/inisiatif.v2i2.810 

Sangadji, E. M., & Sopiah. (2013). Perilaku konsumen. Yogyakarta: Penerbit 

Andi. Sinambela, L. P. (2006). Reformasi pelayanan publik: Teori, 

kebijakan dan implementasi. 

Semarang: Badan Penerbit Universitas Diponegoro. 

Setiadi, H. (2018). Pelayanan Darurat Terpadu 112 dan Implementasinya di 

Pemerintahan Daerah. Jurnal Kebijakan Publik, 6(2), 45–53. 

Sinollah, S., & Masruro. (2019). Pengaruh keamanan dan kepercayaan terhadap 

kepuasan pelanggan di Kota Manado yang berbelanja secara online di 

Lazada.com. Jurnal Dialektika: Jurnal Ekonomi dan Ilmu Sosial, 4(1), 45–

55. https://doi.org/10.36636/dialektika.v4i1.285 

Sinollah, S., Magfirotuwahidah, S., & Khoiriyah, N. (2022). Pengukuran kualitas 

pelayanan (Servqual – Parasuraman) dalam membentuk kepuasan 

pelanggan sehingga tercipta loyalitas pelanggan (Studi kasus pada Toko 

Mayang Collection Cabang Kepanjen). Jurnal Dialektika: Jurnal Ekonomi 

dan Ilmu Sosial, 4(1), 45–55. https://doi.org/10.36636/dialektika.v4i1.285 

Sodiq, A., Sunarsih, S., & Zain, D. (2022). Kepuasan masyarakat adalah  

Spradley, J. P. (1980). Participant Observation. Holt, Rinehart, and Winston. 

https://ejournal.bsi.ac.id/ejurnal/index.php/perspektif/article/view/7549
https://accurate.id/marketingmanajemen/indikator-kepuasan-pelanggan
https://doi.org/10.30640/inisiatif.v2i2.810
https://doi.org/10.36636/dialektika.v4i1.285
https://doi.org/10.36636/dialektika.v4i1.285


206 
 

 
 

Strauss, A., & Corbin, J. (1990). Basics of Qualitative Research: GROUNDED 

THEORY Procedures and Techniques. SAGE Publications. 

Strauss, A., & Corbin, J. (1998). Basics of Qualitative Research: Techniques and 

Procedures for Developing GROUNDED THEORY. Sage Publications. 

Strauss, A., & Corbin, J. (1998). Basics of Qualitative Research: Techniques and 

Procedures for Developing GROUNDED THEORY (2nd ed.). SAGE 

Publications. 

Strauss, A., & Corbin, J. (1998). Basics of Qualitative Research: Techniques and 

Procedures for Developing GROUNDED THEORY (2nd ed.). SAGE 

Publications. 

Strauss, A., & Corbin, J. (1998). Basics of qualitative research: Techniques and 

procedures for developing GROUNDED THEORY (2nd ed.). SAGE 

Publications. 

Strauss, A., & Corbin, J. (1998). Basics of Qualitative Research: Techniques and 

Procedures for Developing GROUNDED THEORY. SAGE Publications. 

Strauss, A., & Corbin, J. (1998). Basics of Qualitative Research: Techniques and 

Procedures for Developing GROUNDED THEORY. Sage Publications. 

Strauss, A., & Corbin, J. (1998). Basics of Qualitative Research: Techniques 

and Procedures for Developing GROUNDED THEORY (2nd ed.). SAGE 

Publications. 

Strauss, A., & Corbin, J. (1998). Basics of Qualitative Research: GROUNDED 

THEORY Procedures and Techniques. Sage Publications. 

Sugiyono. (2022). Metode Penelitian Kualitatif. Alfabeta. 

Sugiyono. (2022). Metode Penelitian Kualitatif. Bandung: Alfabeta. 

Yogyakarta: Gava Media. 

 

 


