
84 

 

DAFTAR PUSTAKA 

 

Akao, Y., & Mizuno, S., 1994. QFD The Customer-Driven Approach to Quality 

Planning and Deployment. Japan: Asian Productivity Organization. 

 

Businessweek (2012). Financial Statement. 

http://investing.businessweek.com/research/stocks/financials/financials.asp

?ticker=GRPN [ Diakses 15 November 2012]. 

 

Cohen, Lou, 1995. Quality Function Deployment: How to Make QFD Work for 

You. Massachusset: Addison Wesley Publishing Company. 

 

Forsel. 2011.  Flexi Terpilih sebagai Operator Terfavorit versi Majalah Forsel 

[online].  http://www.telkom.co.id/pojok-media/siaran-pers/flexi-terpilih-

sebagai-operator-cdma-terfavorit-versi-majalah-forsel.html [Diunduh 3 

Maret 2013]. 

 

Gaspersz, Vincent., 2007. Lean Six Sigma for Manufacturing and Service 

Industries. Jakarta  : PT Gramedia Pustaka Utama. 

 

Gonzales, et al. Customer Satisfaction using QFD : an E-Banking Case. Emerald 

Insight Journal, Vol. 14 (2004) No.4 hal. 317-330.   

Husbuan, Melayu S.P. 2006. Dasar Dasar Pelayanan Prima. Jakarta: PT. Bumi 

Aksara. 

Infomedia Nusantara. 2012. Data Internal GooDizz. Jakarta. 

Lee, Gwo-Guang dan Lin, Hsiu-Fen, 2005. Customer Perception of E-Service   

Quality in Online Shopping. International Journal of Retail and  

Distribution Management, 33(2) pp.161-176. 

Malhotra, N.K., dan Birks, D.,F., 2006. Marketing Research: An Applied 

Approach. 3
rd

 ed. Prentice Hall, Inc. 



85 

 

Pawitra, Theresia A., dan Tan, Kay C., 2001. Integrating SERVQUAL and Kano’s 

Model into QFD for service excellent development. Managing Service Quality. 

Volume 11.  

Sahney, Sangeeta, 2008. Critical Success Factors in Online Retail, An Application 

of Quality Function Deployment And Interpretive Structural Modeling. 

International Journal of Business and Information, Vol. 3 pp. 144-163. 

 

Singgih, Moses L dan Ardhiyani, Nurita, 2010. Integrating SERVQUAL with 

KANO into Quality Function Deployment (QFD) for Better Quality of 

Services Case Study: PT Pos Indonesia, Branch Office of Sidoarjo. 

Service Science Conference National Taiwan University of Science and 

Technology, Taipei, Taiwan,  pp. 419-425. 

 

Ulrich, Karl T., dan Eppinger, Steven D., 2012. Product Design and Development. 

Volume 5. New York: Mc Graw Hill Book. 

Veritrans, 2012. e-commerce in Indonesia. Jakarta. 

 


