
DAFTAR PUSTAKA 

1. GARY HAMEL, COMPETING FOR THE FUTURE. CKPRAHALAD, 1994. 
HALAMAN 31-45 PENERBIT HARVARD BUSINESS SCHOOL PRESS. 

2. BILL QUIRKE, COMMUNICATING CORPORATE CHANGE. McGRAW -
HILL, 1996. HALAMAN 77-85 PENERBIT McGRAW - HILL. 

3. BILL QUIRKE, COMMUNICATING CORPORATE CHANGE. McGRAW -
HILL, 1996 HALAMAN 128 PENERBIT McGRAW - HILL. 

4. PROF.DR.A. PARASURAMAN, DELIVERING QUALITY SERVICE. 
PRODUCTIVITY, QUALITY, MANAGEMENT CONSULTANTS, 1994. 
CHAPTER UNDERSTAND AND MANAGING CUSTOMER 
EXPECTATION HALAMAN 1 PENERBIT PRODUCTIVTTY, QUALITY 
MANAGEMENT CONSULTANTS. 
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