DAFTAR PUSTAKA

Andaleeb, S.S dan Conway C. 2006. Customer Satisfaction in The Restaurant
Industry: an examination of the transaction-specific model.

Journal of Services Marketing Vol. 20 No.1 pp. 3-11

Anonimous, 2010. Konsumen Kritis: Donut dan Coca-cola Gratis. Dalam
http://richfarmer.wordpress.com/2010/08/20/ , diakses pada
tanggal 15 November 2011 pukul 18.50

Ariffianto, Rudi. Pertumbuhan Industri Makanan. Dalam
http://www.bisnis.com/industri/manufaktur/6986-industri-
makanan-diprediksi-tumbuh-13?date=2011-01-17, diakses pada
tanggal 6 Mei 2011 pukul 15.40.

Balgis, Diab. 2009. Analisis Pengaruh Nilai Pelanggan Dan Citra Merk
Terhadap Kepuasan Pelanggan Dalam Meningkatkan Retensi

Pelanggan [Tesis]. Semarang: Universitas Diponegoro

Bardasono, S. 2009. Kuesioner [Modul Pembelajaran]. Jakarta: Universitas

Indonesia.

Chen, Po-Tsang dan Hu, Hsin-Hui. 2010. How Determinant Attributes of
Service Quality Influence Customer-Perceived Value: an empirical
investigation of the Australian coffee outlet industry. International
Journal of Contemporary Hospitality Management, Vol. 22 No. 4
pp 535-551.

Chowdhary, N. dan Prakash M. 2007. Prioritizing Service Quality
Dimensions. Managing Service Quality, Vol.17 No.5 pp. 493-500.
Fajar, Ario dan Dede Suryadi. 2011. Mengoptimalkan Potensi Menjawab
Tantangan. Dalam  http://swa.co.id/2011/08/mengoptimalkan-

49


http://richfarmer.wordpress.com/2010/08/20/
http://www.bisnis.com/industri/manufaktur/6986-industri-makanan-diprediksi-tumbuh-13?date=2011-01-17
http://www.bisnis.com/industri/manufaktur/6986-industri-makanan-diprediksi-tumbuh-13?date=2011-01-17
http://swa.co.id/2011/08/mengoptimalkan-potensi-menjawab-tantangan

potensi-menjawab-tantangan , diakses pada tanggal 13 Oktober
2011 pukul 19.00
Goetsch, David L. dan Davis, S.B. 2010. Quality Management for

Organizational Excellence : Introduction to total quality (6"
Edition). New Jersey: Prentice Hall.
Helms, M.M. dan Mayo, D.T. 2008. Assessing Poor Quality Service :
perceptions of customer service representatives. Managing Service
Quality Vol.18 No.6 pp.610-622.

“J.Co Donuts and Coffee”. Dalam http://www.jcodonuts.com/, diakses pada
tanggal 5 April 2011 pukul 14.00.

Kandampully, J. dan Suhartanto D. 2000. Customer Loyalty in The Hotel
Industry : the role of customer satisfaction and image.
International Journal of Contemporary Hospitality Management
pp. 346-351.

Kang, Gi-Du dan Jeffrey James. 2004. Service Quality Dimensions: an
examination of Gronroos’s service quality model. Managing
Service Quality, Vol 14, pp. 266-277.

Kotler, Philip. 2009. Marketing Management (13" Edition). New Jersey:
Prentice Hall.

Kurniawan, Albert. 2011. SPSS: Serba serbi analisis statistika dengan cepat
dan mudah. Jasakom

Law, Agnes K.Y, Hui Y.V dan Zhao X. 2004. Modeling repurchase frequency
and customer satisfaction for fast food outlet. International
Journal of Quality and Reliability Management Vol.21 No.5, pp.
545-563.

Lovelock, Christopher dan J.Wirtz. 2011. Services Marketing: People,
Technology, Strategy (7™ Edition). New Jersey: Global Edition.

Lovelock, C. 1994. “Product Plus: How Product+Service=Competitive

Advantage . Dalam

50


http://www.jcodonuts.com/

http://www.lovelock.com/CMS/content/view/20/40/, diakses pada
tanggal 17 April 2011 pukul 13.25.

Mital,V., Ross, William T. dan Baldasare, P.M. 1998. The Asymetric Impact
of Negative and Positive Attribute Level Performance on overall
Satisfaction and Repurchase Intentions. Journal of Marketing,
Vol.62, pp.3347.

Neira, Concepcion Varela, Rodolfo Vazquez-Casielles dan Victor Iglesias. 2010.
Explaining Customer Satisfaction With Complaint Handling.
International Journal of Bank Marketing VVol.28, pp.88-112.

Parasuraman, A. dan Berry L.L. 1991. Refinement and Reassessment of The

Servqual Scale. Journal of Retailing Vol.67 No.4

Qin, H., Prybutok, V.R., dan Zhao, Q. 2010. Perceived Service Quality in Fast
Food Restaurant: empirical evidence from China. International
Journal of Quality and Reliability Management, Vol. 27 No. 4 pp.
424-437.

Rijswijk, W. dan Frewer, L. 2008. Consumer perception of food quality and
safety and their relation to traceability. British Food Journal Vol.
110 No.10 pp. 1034-1046.

Setiyaningrum, Ari. 2007. Pengaruh Ketidakpuasan Konsumen dan Variety
Seeking Terhadap Keputusan Perpindahan Merek. Telaah

Manajemen Vol.2 No.2 (Universitas Katolik Indonesia Atma Jaya).

Sutarso, Bagus M.G. 2008. Strategi Meningkatkan Kepuasan Konsumen

[Tesis]. Semarang: Universitas Diponegoro.

Sureshchandar, G.S., Rajendran C. dan Anantharaman R.N. 2002. The
Relationship Between Service Quality and Customer Satisfaction-
a factor specific approach. Journal of service Marketing, Vol. 16
No.4 pp. 363-379.

51


http://www.lovelock.com/CMS/content/view/20/40/

Trasorras, Rene, A. Weinstein dan R.Abratt. 2009. Value, satisfaction, loyalty
and retention in professional services. Marketing Intelligence &
Planning, Vol. 27 No.5, pp.615-632.

Waller, M.A, dan Ahire, Sanjay. 1996. Management Perception of The Link
Between Product Quality and Customer’s View of Product Quality.
International Journal of Operations and Production Management
Vol. 16 No.9 pp. 23-33.

Woodruff, Robert B. 1997. Customer Value: The nextsource for competitive

advantage. Journal of the Academy of Marketing Science Vol. 25
No. 2 pp. 139-153

Zikmund, William G. 2003. Business Research Methods [7™ Edition].
Thomson South Western

52



