
 

43 
 

DAFTAR PUSTAKA 

 

[1]  Besterfield, D.H.  2013.  Quality  Improvement. Ninth Edition.  Prentice   Hall   
International, New Jersey 

 
[2]  Gaspersz, V.  1998.   Statistical  Process  Control:  Penerapan   Teknik-teknik  

Statistika dalam Manajemen Bisnis Total. Edisi ke Satu. PT. Gramedia 
Pustaka Utama, Jakarta 

 
[3]  Johnson, R.A. and D.W. Wichern.   1998.   Applied   Multivariate    Statistical  

Analysis. Fourth Edition. Prentice Hall International, New Jersey 
 

[4]  Mason, R.L., J.C. Young, and N.D. Tracy.  2001.   Applying   Hotelling’s   T2  
Statistics to Batch Process. Journal of Quality Technology. 33 

 
[5]  Montgomery, D.C. 2009.  Introduction  to  Statistical  Quality  Control.  Fifth  

Edition Edition. John Wiley & Sons, United States of America 
 

[6]  Parasuraman,  A.,  V.A.  Zeithaml,  and  L.L.  Berry.  1988.  SERVQUAL:  A   
Multiple Item Scale  for Measuring Consumer Perceptions of Service Quality. 
Journal of Retailing. 64(1) 
 

[7]  Parasuraman, A., V.A.  Zeithaml, and  L.L.  Berry.  1991.  Delivering  Service 
Quality. Free Press, New York 

 
[8]  Smith, G.M. 1998.  Statistical  Process  Control   and  Quality   Improvement.  
       Fifth Edition. Prentice Hall, New Jersey 

 
[9]  Supranto,  J.  1987.  Statistik   Teori   dan   Aplikasi   Jilid  1.  Edisi  ke  Lima.  
       Erlangga, Jakarta 

 
[10]  Utomo, S.D.  2010.  Kebijakan Pelayanan Administrasi Terpadu Kecamatan   
        (PATEN).  Direktorat  Jenderal  Pemerintahan  Umum   Kementerian  Dalam     
        Negeri Republik Indonesia 

 
[11] Walpole,  R.E.  dan  R.H. Myers. 1995.  Ilmu  Peluang  dan  Statistika  untuk  
        Insinyur dan Ilmuan. Edisi ke Empat. ITB, Bandung  

 
[12]  Western Electric Company. 1956.   Statistical   Quality  Control   Handbook.   

First  Edition. Indianapolis, Indiana  
 

[13] Yolanda,  H.  2016.   Evaluasi  Pelayanan  Administrasi  Terpadu Kecamatan   
 (PATEN)  dengan  Menggunakan  Metode  Servqual  Six Sigma. Skripsi S-1,      
 “tidak diterbitkan”. 

 


