
95 
 

DAFTAR PUSTAKA 

 

Awasthi, A., & Chauhan, S. S. (2012). A hybrid approach integrating Affinity 

Diagram , AHP and fuzzy TOPSIS for sustainable city logistics planning. 

Applied Mathematical Modelling, 36(2), 573–584. 

https://doi.org/10.1016/j.apm.2011.07.033 

Blut, Markus. (2016). E-Service Quality: Development of a Hierarchical Model. 

Bressolles, Gregory. (2014). A Consumer Typology based on E-Service Quality 

and E-Satisfaction. 

Dominici, G., & Palumbo, F. (2013). How to build an e-learning product : Factors 

for student / customer satisfaction. Business Horizons, 56(1), 87–96. 

https://doi.org/10.1016/j.bushor.2012.09.011 

Fassnacht, M., & Koese. I. (2006). Quality of Electronic Services: 

Conceptualizing and Testing a Hierarchical Model. 

Hair, F., et all. (2010). Multivariate Data Analysis.  

Jurgita, Z,. (2015). The Instrument for Evaluationg E-Service Quality. 

Khan. (2009). Service Quality Evaluation in Internet Banking: An Empirical 

Study in India. 

Kotler., & Keller. (2016). A Framework for Marketing Management.  

Lee, G., & Lin, H. (2005). Customer perceptions of E-Service Quality in online 

shopping, 33(2), 161–176. https://doi.org/10.1108/09590550510581485 

Longhurst, R. (2009). In-Depth Semi-Structured. 

Martilla, J. A., & James, J. C. (2015). Importance-Per Analysis, 41(1), 77–79.  

Mazur, Glenn. (1996). Voice of Customer Analysis: A Modern System of Front-

End QFD Tools with Case Studies.  

Parasuraman, A., Zeithaml., & Malhotra. (2005). E-S-Qual A Multiple Item Scale 



96 
 

for Assessing Electronic Service Quality. 

Shen., Tan., & Xie. (2000). An Integrated Approach to Innovative Product 

Development using Kano's Model and QFD. 

Sekaran, Uma. (2006). Metode Penelitian untuk Bisnis. Jakarta: Salemba Empat. 

Sugiyono. (2010). Metode Penelitian Kuantitatif, Kualitatif dan R&D. Bandung: 

Alfabeta. 

Sanjaya. (2008). Perencanaan dan Desain Sistem Pembelajaran.  

Santos. (2003). Managing Service Quality : A Model of Virtual Service Quality 

Dimensions. 

Sauerwein, E., Bailom., Hinterhuber., & Matzler. (1996). How to Delight Your 

Customers. 

Tan, K. C., & Pawitra, T. A. (2001). Research and concepts Integrating 

SERVQUAL and Kano ’ s model into QFD for service excellence 

development. 

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

Edition. McGraw-Hill. https://doi.org/10.1007/s10257-009-0117-5 

Walden, D. (1993). Special Issue on Kano Methods. Center for Quality of 

Management Journal, 2(4), 2–36. 

Zehir, C., Narcikara, E. (2016). E-service Quality and E-Recovery Service 

Quality: Effects on Value Perceptions and Loyalty Intentions. 

Zeithaml, A., Parasuraman. A., & Malhotra. (2002). Service Quality Delivery 

Trough Web Sites: A Critical Review of Extant Knowledge. 

 

 


