DAFTAR PUSTAKA

Anderson, E.W., Sullivan, M.W. 1993. The Attendance and Consequances of
Customer Satisfaction for Firms. Marketing Science Vol.12, 125-143

Barata, A.A. 2003. Dasar-Dasar Pelayanan Prima. Jakarta: Alex Media
Computindo

Cannon,J.P., Perreault, W.D., McCarthy,E.J. 2008. Pemasaran Dasar
Pendekatan Manajerial Global. Jakarta: Salemba Empat

Cronin,J.J., Taylor, S.A. 1992. Measuring Service quality : a reexamination and
extension. Journal of Marketing, VVol.56 No.3, 55-58

Cronin,J.J.,Brady,M.K., Hult, G.T. 2000 Assessing the effects of quality , value,
and custemer satisfaction on consumer behavioral intentions in service
environments. Journal of Retailing Vol. 76 No. 2, 193-218.

Djatmiko, H.D. 2011. Lezatnya Bernisnis Kuliner. www.swa.co.id diakses pada
tanggal 28 September 2011

Djunaidi, M., Setiawan, E., Haryanto,T. 2006. Analisa Kepuasan Pelanggan
Dengan Pendekatan Fuzzy Service Quality Dalam Upaya Peningkatan
Kualitas Pelayanan. Jurnal lmiah Teknik Industri, Vol. 4 No. 3, 139-146

Eboli, L., Mazzulla, G. 2007. Service Quality Attributes Affecting Customer
Satisfaction for Bus Transit. Journal of Public Transportation Vol. 10 No. 3,
21-34.

Gilbert, G.R., Veloutsou, C., Good, M.M.H., Mountinho, L. 2004. Measuring
customer satisfaction in the fast food industry: a croos-national approach.
Journal of Services Marketing Vol. 18 No. 5, 371-383.

Holbrook, M.B. 1986. Emotion in the Consumption Experience: Towar a New
Model of The Human Consumer, dalam Peterson, R. dkk. The Role of Affect
in Consumer Behavior: Emerging Theories and Aplications. Heath,
Lexington. MA 17-52

Iski. 2008. Jangan Bandingkan McD dengan KFC. www.mix.co.id diakses pada
tanggal 19 Oktober 2011

Jain, S.K., Gupta, G. 2004. Measuring service quality: SERVQUAL vs
SERVPERF scales. VIKALPA, Vol. 29 No. 2, 25-37

Japarianto, E. 2006. Budaya dan Behavioral Intention Mahasiswa Dalam Menilai
Service Quality Universitas Kristen Petra. Jurnal Pemasaran VVol.1 No.1, 44-
52.


http://www.swa.co.id/
http://www.mix.co.id/

Kotler,P.h, Amstrong,G. 2010. Principles of Marketing. New Jersey: Prentice Hall
13" ed.

Kotler, P., Armstrong, G. 2004. Principles of marketing. New Jersey: Prentice
Hall 10" ed.

Kolter, P. 2000. Marketing Management. International Edition, Prentice-Hall,
Englewood Cliffs, NJ.

Liang,Yating, dkk. 2008. Benefits Received and Behavioural Intention of Festival
Visitors in Regulation To Distance Travelled and Their Origins.
International Journal of Event Management Research Vol. 4 No 1, 12-23.

Lovelock, C., Patterson, P., and Walker, R. 2001. Services marketing : An Asia-
Pacific perspective. Pearson Education Second Edition: Sydney.

McDougall, G.H., Levesque, T. 200. Customer Satisfaction with Services: Putting
perceived Value Into the Equation. Journal of Service Marketing 14, 392-
410.

Monroe, K. 1989. The pricing of services. Handbook of Sevice Marketing. New
York: AMACOM.

Olorunniwo,F., Hsu, M.K., Udo, G.J. 2006. Service quality, customer satisfaction,
and behavioral intentions in the service factory. Journal of Marketing Vol.
20 No. 1, 59-72.

Parasuraman, A., Zeithaml, V.A., Berry, L.L. 1985. A conceptual model of service
quality and its implications for future research. Journal of Marketing, Vol.
49 No. 4, 41-50.

Parasuraman, A., Zeithaml, V.A., Berry, L.L. 1988. SERVQUAL.: a multiple item
scale for measuring consumer perceptions of service quality. Journal of
Retailing, Vol. 64 No. 1, 12-40.

Parasuraman, A., Zeithaml, V.A., Berry, L.L. 1994. Reassessment of expectations
as a comparison standard measuring service quality: implications for future
research. Journal of Marketing, Vol. 58, January, 111-124.

Phuangthong, D., Malisawan, S. 2005. A Study of Behavioral Intention for 3G
Mobile Internet Technology: Preliminary Research on Mobile Learning.
International Conference on elearning for Knowledge-Based Society:
Thailand.

Rachmadi, B.N. 2007. Franchising: The Most Practical and Excelent Way of
Succeding. Jakarta: Gramedia Pustaka Utama



Rangkuti, F. 2002. Measuring Customer Satisfaction: Gaining Customer
Relationship Strategy. Jakarta: Gramedia Pustaka Utama

Saurina, C., Coenders, G. 2002. Predicting Overall Service Quality: A Structural
Equation Modeling Aproach. Developments in Social Science Methodology.

Santoso, Singgih. 2000. Buku Latihan SPSS Statistik Parametrik, PT Elex Media
Komputindo.

Santoso, Singgih. 2009. Panduan Lengkap Menguasai Statistik dengan SPSS 17.
PT Elex Media Komputindo.

Santoso, Singgih. 1999. SPSS: Mengolah Data Statistik Secara Profesional. PT
Elex Media Komputindo.

Sekaran, Uma. 2003. Research Methods for Business a Skill Building Approach:
Fourth Edition. John Wiley & Sons,Inc: United Stated.

Schiffman, L., Kanuk, L.L., Winsenbilt, J. 2010. Consumer Behavior. New
Jersey: Prentice Hall 10" ed.

Tangkilisan, H.N.S. 2005. Manajemen Publik. Jakarta: Grasindo

Tantrisna, Christine, dkk. 2006. Analisa Harapan dan Persepsi Penumpang
Terhadap Kualitas Makanan yang Disediakan Oleh Maskapai Penerbangan
Domestik Di Indonesia. Jurnal Perhotelan VVol.2 No 1, 36-46.

Tellis, G.J., Gaeth, G.J. 1990. Best Value, Price Seeking, and Price Aversion: The
Impact of Information And Learning on Consumer Choices. Journal of
Marketing Vol. 54, April, 34-45

Tjiptono, F., Santoso, S. 2001. Riset Pemasaran. Jakarta: Alex Media
Computindo.

Umar, Husein. 2002. Riset Pemasaran dan Perilaku Konsumen. Jakarta:
Gramedia Pustaka Utama

Wellington, P. 1998. Kaizen Strategies for Customer Care. Batam: Interaksara.

West, B.B., Wood, L., Harger, V.F. 1965. Food Service in Institutions. John
Wiley & Sons, Inc Fourth Edition: New York.

Yazid. 1999. Pemasaran Jasa: Konsep dan Implementasi. Yogyakarta: Ekonisia
Fakultas Ekonomi UII.



