DAFTAR PUSTAKA

Air Transport Action Group, (2005). The Economic & Social Benefits of Air
Transport. Diambil dari
http://www.icao.int/Meetings/wrdss2011/Documents/JointWorkshop2005/
ATAG_SocialBenefitsAirTransport.pdf (6 November 2015).

Anderson, Eugene, W., Fornell, C. & Lehman, D. R. (1994). Customer
Satisfaction, Market Share, and Profitability: Findings from Sweden.
Journal of Marketing, 58(July), 53-66.

Anggraini, D., L., Deoranto, P. & lkasari, M. D. (2014). Analisis Persepsi
Konsumen.Menggunakan Metode Ampartance Performance Analysis Dan
Customer Satisfaction Index (Studi Kasus di Ria'Djenaka Coffee & Resto,
Malang). Jurnal Teknik Pertanian Universitas Brawijaya, Malang,
Indonesia.

Boediono & Koster, W. (2001). Teori dan Aplikasi Statistika dan Probabilitas.
Bandung, Indonesia.

Brady, M. K., & Cronin, J.J. (2001). Some New Thoughts on Conceptualising
Perceived Service Quality: A Hierarchical Approach, Journal of
Marketing, 65(3), 34-49.

Burns, Alvin C. & Bush, Ronald F. (2000). Marketing Research, Prentice Hall,
New Jersey/

Ching, MK. (2014). Passengers’ Perception on Airport Service and Quality
Satisfaction. Proceedings of 10" International Academic Conference
(pp.198-207), Vienna, Austria.

Dale, B. (2009). Is Transport an Effective Tool for Sustainable Development?
Sustainable Development, '17(4), 210-219.

Ford, J.B., Joseph, M., & Joseph, B. (1999). Importance-Performance Analysis as
a Strategic Tool for Service Marketers: The Case of Service Quality
Perceptions of Business Students in New Zealand and the USA. Journal of
Service Marketing, 13(2), 171-186.

George, I. (2013). Modified Importance — Performance Analysis of Airport
Facilities — A Case Study of Cochin International Airport Limited. IOSR
Journal of Humanities and Social Science, 17(4), 9-15.

Heviandri, R., Sumarwan, U., & Retnaningsih, (2009). Analisis Kepuasan
Konsumen Terhadap Layanan Di Bandara Soekarno-Hatta, Serta
Implikasinya Terhadap Strategi Pemasaran City Check-In Terminal Di
Jakarta. Jurnal Manajemen & Agribisnis, 6(2), 124-139.


http://www.icao.int/Meetings/wrdss2011/Documents/JointWorkshop2005/ATAG_SocialBenefitsAirTransport.pdf%20(6
http://www.icao.int/Meetings/wrdss2011/Documents/JointWorkshop2005/ATAG_SocialBenefitsAirTransport.pdf%20(6

Isac, F.C. & Rusu, S. (2014). Theories of Consumer’s Satisfaction and the
Operasionalisation of the Expectation Disconfirmation Paradigm Annals of
the Constantin Brancusi University of Targu Jiu, 1 (2), 82-88.

Jiang, P. & Rosenbloom, B. (2005). Customer Intention to Return Online: Price
perception, parameter-level performance, and satisfaction unfolding over ti
me, European Journal of Marketing, 39(12), 150-174.

Kotler, P. (2006). B2B Brand Management. New York: Springer.

Likert, R. (1932). A technique for the measurement of attitudes. Archives of
psychology, 140, p.55.

Liu, W., Liu, Y., Huang, S., & Wen, H. (2010). Measuring the Relationship
between Customers’ Satisfaction and Cognitions: A Case of Janfusun
Fancyworld..in- Taiwan:: Werld "‘Academy, of Science, Engineering and
Technology, 47. 856-862.

Mustaniroh, S.A., Astuti, R., & Widyaningtias, D. (2006). Analisis Persepsi
Konsumen tentang Parameter Produk yang mempengaruhi Keputusan
Pembelian brem padat di Kota Madiun, Jurnal Teknologi Pertanian, 7(1),
37-46.

Natalisa, D. & Fakhriansyah, M. (2007). Pengaruh Kebijakan Harga Terhadap
Tingkat Kepuasan Konsumen Maskapai Penerbangan Domestik (kasus
rute Palembang-Jakarta), Prosiding Seminar Nasional Manajemen
Teknologi VI. Surabaya, 4 Agustus 2007.

Novirani, D. & Yudoko, G. (2009). Analisa Kualitas Jasa dengan GASPERZ:
Studi Kasus PT “R” Bandung, Seminar on Application & Research in
Industrial Technology. Yogyakarta, 22 Juli 2009.

Oh, S. & Park, J. (2014). A Study on Importance and Satisfaction of Airport
Selection Attributes: Focus on Gimpo International Airport and Incheon
International  Airport, International, Journal of Business and Social
Science, 5(10), 64~70.

Parasuraman, Berry, L. & Zeithaml, V. (1988). SERVQUAL: A multiple-item
scale for measuring customer perceptions of service quality, Journal of
Retailing, 64(1), 12-40.

Paul, S. (2005). Researching Customer Satisfaction & Loyalty. London:Kogan
Page.

Pujiyono, R., Sumarwan, U.,& Hartoyo (2016). The Analysis of Retail Store’s
Attitudes towards Product Attributes of XYZ Brand of Paint and Its
Competitors, Journal of Marketing and Consumer Research, 19(1), 31-44.



Setiawan, R. (2005). Analisa Tingkat Kepuasan Pengguna Kereta Api Komuter
Surabaya-Sidoarjo. Simposium VIII FSTPT Universitas Sriwijaya.
Palembang, 5-6 Desember 2005.

Shaw, C. & lvens, J. (2002). Building Great Customer Experiences. Palgrave-
McMuillan: New York.

Sugiyono, (2015). Statistik Nonparametris. Bandung,Indonesia: Alfabeta.

Tabachnick, B.G., & Fidell, L.S. (2001) . Using Multivariate Statistics. New
York: Harper Collins.

Transportation Research Board (2013). ACRP Synthesis 48: How Airports
Measure Customer Service Performance. Diambil dari
http://www.trb.org/Publications/Blurbs/169468.aspx. (6 November 2015).

Yieh, K., Chiao, Y., & ‘Chui, Y. (2007). Understanding the Antecedents to
Customer Loyalty by Applying Structural Equation Modelling, Total
Quality Management, 18(3), 267-284.

Yostrizal, Adji, B. M., & Nofrizal, F., & Andika, R. (2014)a. Studi Implementasi
Metode = Importance-Satisfaction (ISA) pada Penentuan Prioritas
Penanganan Pelayanan Kereta Api Padang-Pariaman. Proceeding of the 1%
Andalas Civil Engineering (ACE) National Conference 2014, 27"
November 2014. Andalas University, Padang, Indonesia.

Yostrizal, Dissanayake, D., & Bell, M. (2014)b. Importance-Satisfaction Analysis
of Rail Services in the UK with Respect to Travel Time Use. The 17"
International Symposium, Jember University, August 23, 2014. Jember
University, Jember, Indonesia.

Zeithaml, V., Bitner, M.O., & Gremler, D.E. (2009). Services Marketing:
Integrating Customer Focus Across the Firm. McGraw-Hill:New York.


http://www.trb.org/Publications/Blurbs/169468.aspx

|

8
q
X




