
 

131 
 

DAFTAR PUSTAKA 

[1] April, Graham D. & Pather, Shaun, 2008 , ‘Evaluating Service 

Quality Dimensions within e-Commerce SMEs’, The Electronic 

Journal Information Systems Evaluation, Vol 11, Issue 3, pp. 109 - 

124, available online at www.ejise.com. 

[2] Aries, Susanty. Pujotomo, Darminto. & Radhiany, Nurmlala 

Filmika., 2010. ‘Peningkatan Kualitas Pelayanan Pendidikan 

Perguruan Tinggi dengan Menggunakan Metode Gabungan 

Servqual, Kano Model, dan QFD (Studi Kasus Program Studi 

Teknik Industri UNDIP)’, Industrial Engineering Conference on 

Telecomunication Proceeding 2010. 

[3] B.S., A. Mohammad, 2008. Menuju Masyarakat Tanpa Uang Tunai, 

Majalah SWA Sembada, diakses pada 10 Juli 2010, 

<http://202.59.162.82/ 

swamajalah/swadigital/details.php?cid=1&id=8468&pageNum=1. 

[4] Cohen, L, 1995. Quality Function Deployment : How to Make QFD 

Work For You. Massachusetts: Addison-Wessley Publishing Co. 

[5] DNI, 2010. Telkomsel Kantongi Izin KUPU, artikel Koran Jakarta, 

diakses pada 10 Desember 2010, <http://www.koran-

jakarta.com/berita-detail.php?id=54954>. 

[6] Downing, Steven M. & Thomas M. Haladyna., 2006. Handbook of 

Test Development. Mahwah : Larence Erlbaum Associates, Inc. 

Publishers. 

[7] E-Javanesis. 2011. USSD, diakses pada 4 Februari 2011, 

<http://ejlp.blogspot.com/2007/11/ussd.html> 

[8] Fritzsimmons, James A, 2006. Service Management. New York: Mc 

Graw Hill. 

[9] Garvin, D.A, 1983. Quality on Line .Harvard Business Review 61, 

No. 5. 

[10] Gevirtz, Charles, 1994. Developing New Product With Total Quality 

Management. Singapore: Mcgraw-Hill. 



 

132 
 

[11] Ghozali, Imam., 2002. Aplikasi Analisis Multivariat dengan 

Program SPSS,  Semarang: Badan Penerbit Universitas Dipenogoro  

[12] Harsokoesoemo, H.Dermawan, 2004. Pengantar Perancangan 

Teknik 2nd Edition: Perancangan Produk. Bandung: ITB. 

[13] HSM, 2011. Proses Pengiriman SMS Broadcast, Ciptamedia Online 

Marketing Automation, diakses pada 5 Februari 2011, 

<http://ciptamedia-sms-broadcast.blogspot.com/2008/11/proses-

pengiriman-sms.html> 

[14] Johnston, Robert, 1995. The Zone of Tolerance Exploring the 

RelationshipBeetween Service Transaction and Satisfaction with the 

Overall Service. International Journal of Service Industry 

Management, 6 No.2: 46-6. 

[15] Learning Dynamics, 2011. ‘Customer Care Training Module’, 

Connecticut WIC Program. 

[16] Nurmianto, Eko, Trisunarno, Lantip & Sudjono, Hary, 2007, 

‘Evaluasi Pelayanan Kualitas Bank “X” di Surabaya’, Jurnal 

Teknologi Akademia ISTA, Vol 12, No. 1, pp. 57-67. 

[17] Ontario Education Corporation, 2011. ’Managing Service Exellence 

Training Program’, Ontario Education Corporation. 

[18] Parasuraman, A., Zeithaml, V. & Berry, L, 1988. SERVQUAL : A 

Multiple-item Scale for Measuring Customer Perceptions of Service 

Quality. 

[19] Rahman, Zillur, 2006. ‘Superior Service Quality in Indian Cellular 

Telecommunication Industry A Source of Sustainable Competitive 

Advantage in an Emerging Economy’, Journal Services Marketing 

Quarterly, Vol 7, No 4, pp. 115-139. 

[20]  Sekaran, U., 2003. Research Methods for Business : A Skill Building 

Approach. Canada: John Wiley & Sons, Inc. 

[21] Sitinjak, Tumpal JR., & Sugiarto., 2006. LISREL. Yogyakarta: 

GRAHA ILMU.  

[22] Sugiyono, 2000. Metodologi Penelitian Bisnis, cetakan kedua. CV. 

Bandung: Alfabeta. 



 

133 
 

[23] Sulistiyanto, Hendri Aji, 2010. ‘Perumusan Perbaikan Program SMS 

Broadcast Berdasarkan Analisis Perilaku Pelanggan PT. 

Excelcomindo Pratama, tbk Wilayah Bandung’, Institut Teknologi 

Telkom. 

[24] Telkomsel, 2010. Data Pengguna Telkomsel, Data Internal 

Perusahaan.  

[25] Telkomsel, 2010. Overview, situs resmi Telkomsel, diakses pada 10 

Juli 2010, <http://www.telkomsel.com/commerce/T-Cash/426-

Overview.html> 

[26] Telkomsel, 2010. Fitur Layanan, situs resmi Telkomsel, diakses 

pada 10 Juli 2010, <http://www.telkomsel.com/commerce/T-

Cash/427-Fitur-Layanan.html> 

[27] Telkomsel, 2011. SMS Bulk, Situs Resmi Telkomsel, diakses pada  

10 Februari 2011, <http://www.telkomsel.com/services/mobile-

advertising/2853-SMS-Bulk.html> 

[28] Ulrich, K.T., Eppinger, S.D, 1995. Perancangan dan 

Pengembangan Produk. Mc-Graw Hill Book Co. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


