
83 
 

DAFTAR PUSTAKA 

Al-Rasyad, Harun, (2005). Teknik Penarikan sampel dan penyusunan skala, 

Program pascasarjana, Bandung: Universitas Padjajaran. 

Ancok, Djamaludin. (2002). Teknik Penyusunan Skala Pengukur. Yogyakarta: 

Pusat Studi Kependudukan dan Kebijakan UGM. 

Bressolles, G. D. (2007). The impact of electronic service quality dimensions on 

customer satisfaction and buying impulse. Journal of Customer Behaviour, 

37 - 56. 

Cronbach. (1954). Educational Psychology 2nd ed. California: Harcourt, Brace & 

World,Inc. 

C, L. K. (2004). E - Commerce: Business, technology, society. Upper saddle River, 

NJ Prentice Hall.  

Fajriant, G. N. (2017).  Perancangan Kebutuhan Layanan Calysta Skin Care Clinic 

dengan Menggunakan Integrasi Model Kano dan Servqual. Bandung: 

Telkom University. 

Fraenkel, J. & Wallen, N. (1993). How to Design and evaluate research in 

education. (2nd ed). New York: McGraw-Hill Inc 

Gazor, H. (2002). Analyzing e-service quality in service-based website by E-

SERVQUAL . Journal Online Media, 727-734. 

Ghozali, I. (2011). Aplikasi Analisis Multivariate dengan Progam IBM SPSS Edisi 

5. Semarang: Universitas Diponegoro. 

Gregorius, A. (2000). Microsoft Front Page 200 Webbot. Jakarta: PT. Elex. Media 

Komputindo. 

Herington, C. & Weaven, S. (2009). E-retailing by banks: e-service quality and its 

importance to customer satisfaction. European Journal of Marketing, 1220-

1231 

Kano. (1984). Attractive Quality and Must Be Quality, J.Japanese Society Qual. 

Control, 39-48. 

Keller, K. d. (2009). Manajemen Pemasaran, Jilid 1. Edisi 13. Jakarta: Erlangg. 

Malhotra, N. &. Birks, D. (2007). Marketing Research: An Applied Approach. 

Pearson Education.  

Matzler, K. &. (1998). How to Make Product Development Projects more Succesful 

by Integrating Kano Model of Customer Satisfaction into Quality Function 

Deployment. 25-38. 



84 
 

Nugraha, M. S. (2016). Analisis Kebutuhan Layanan Perpustakaan Universitas 

Telkom dengan Menggunakan Integrasi Kano dan Libqual. Bandung: 

Telkom University. 

Parasuraman, A. Z. (2005). E-S-QUAL: A Multiple-Item Scale for Assessing 

Electronic Service Quality. Journal of Service Research, 7 - 10. 

Pawitra, A. T., & Tan, K. C. (2001). Integrating SERVQUAL and Kano’s model 

into QFD for service excellence development. Managing Service Quality, 

418-430. 

Pop, C., & Tarnauceanu, G. (2014). Using a Modern Tool of Quality Management 

(Affinity Diagram) to Improve Food Service, 147-152 

Scholtes, Peter R., Joiner, Brian L., & Streibel, Barbara J., (2003). The Team 

Handbook Third Edition. Joiner Asc. Inc. Madison USA, 7-14 

Sekaran, U. (2006). Metodologi Penelitian untuk Bisnis. Jakarta: Salemba Empat. 

Sugiyono. (2012). Memahami Penelitian Kualitatif. Bandung: ALFABETA. 

Suryanto. (2009). Step by Step Web Design Theory and Practices. Yogyakarta: CV. 

Andi Offset. 

Supranto, J. (2007). Teknik Sampling untuk Survei dan Eksperimental. Rineka 

Cipta. Jakarta. 

Syafri, S. R. (2014).  Analisis Kebutuhan Wisatawan Terhadap Website Pariwisata 

Menggunakan Integrasi Electronic Service Quality dan Model Kano . 

Bandung: Telkom University. 

Roscoe, J. T., (1975), Fundamental Research Statistics for the Behavioral Sciences. 

New York: Holt, Rinehart and Winston, Inc. 189-197 

Tontini, G., & Picolo, J. D. (2013). Identifying the Impact of Incremental 

Innovations on Customer Satisfaction Using a Fusion Method Between 

Importance Performance Analysis and Kano Model. International Journal 

of Quality & Reliability Management, 32-52. 

Ulrich, K. T. & Eppinger, S. D. (2012). Product Design and Development: Fifth 

Edition. McGraw-Hill.  

Wang, T. d. (2010). Understanding Customer Needs through Quantitative Analysis 

of Kano’s Model. International Journal of Quality & Reliability 

Management,173-184. 

Whinston, R. K. (1997). Electronic Commerce: A Manager’s. New Jersey, USA: 

Addison-Wesley Professional 

 


