63

LIST OF REFERENCES

Adamu, M. (2017). An Overview of Service Quality, Customer Satisfaction and
Customer Loyalty. Austin Journal of Business Administration and
Management , 1-4.

Arikunto, P. D. (2013). Prosedur Penelitian Suatu Pendekatan Praktik. Jakarta:
PT RINEKA CIPTA.

Bluman, A. G. (2014). ELEMENTARY STATISTIC: A STEP BY STEP APPROACH.
New York: Mc Graw Hill Education.

Felix, R. (2017). Service Quality and Customer Satisfaction in Selected Banks in
Rwanda. Journal of Business & Financial Affairs, VI (1), 1-11.

Minh, N. H., Ha, N. T., Anh, P. C., & Matsui, Y. (2015). Service Quality and
Customer Satisfaction: A Case Study of Hotel Industry in Vietnam. Asian
Social Science , 73-85.

Ningrum, A. S. (2015). RESPON KEPUASAN PASIEN PENGGUNA BPJS
KESEHATAN TERHADAP PELAYANAN KESEHATAN DIPUSKESMAS
PEKANBARU. Jom Fisip, 2, 1-13.

Nuridin. (2018). Effect of Service Quality and Quality of Products to Customer
Loyalty with Customer Satisfaction as Intervening Variable in PT. Nano
Coating Indonesia. International Journal of Business and Applied Social
Science , 19-31.

Rao, P. S., & Sahu, P. C. (2013). Impact of Service Quality on Customer Satisfaction
in Hotel Industry . IOSR Journal Of Humanities And Social Science , 39-44.

Sarwono, J., & Salim, H. N. (2017). Prosedur-Prosedur Populer Statistik untuk
Analisis Data Riset Final paper. Yogyakarta: GAVA MEDIA.

Sugiyono. (2014). Metode Penelitian Manajemen. Bandung: Alfabeta.



64

Sunyanto. (2013). METODE DAN INSTRUMEN PENELITIAN EKONOMI DAN
BISNIS. Yogyakarta: CAPS (Center for Academic Publishing Service).

Theresia, L., & Bangun, R. (2017). Service Quality that Improves Customer
Satisfaction in a University: A Case Study in Institut Teknologi Indonesia.
IOP Conference Series: Materials Science and Engineering , 1-7.

Tjiptono, F., & Chandra, G. (2017). Service, Quality dan Satisfaction. Yogyakarta:
ANDIL.



	16ad0c28d9b4e1d566e59673c680289dec2f79e8ce451c6b7879095fce5a7202.pdf
	LIST OF REFERENCES


