DAFTAR PUSTAKA

Ali Hasan. (2014). Marketing dan Kasus-Kasus Pilihan. Yogyakarta: CAPS.

Ancok, Djamaludin. (2002). Teknik Penyusunan Skala Pengukur.
Yogyakarta: Pusat Studi Kependudukan dan Kebijakan UGM.

Azwar, S. (1986). Reliabilitas dan Validitas: Interpretasi dan Komputasi.
Yogyakarta : Liberty.

Berger C. Blauth R. Boger D. dkk.,(1993), "Kano methods for understanding
customer-defined quality™, Hinshitsu: Journal of the Japanese Society
for Quality Contro.l

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

Denga, Z., Lua, Y., Weib, K.K., Zhanga, J. (2010). Understanding consumer
satisfaction and loyalty: An empirical study of mobile instant
messages in China International Journal of Information Management
30, 289-300.

Fraenkel, J. & Wallen, N. (1993). How to Design and evaluate research in
education. (2nd ed). New York: McGraw-Hill In.c

Huang, Eugine Y., Lin, Sheng-Wei, & Fan, Ya-Chu. (2015) M-S-QUAL.:
Mobile service quality measurement.

Kano. (1984). Attractive Quality and Must Be Quality, J. Japanese Society
Qual. Control, 39-48.

Kawakita, J. (1991). The Original KJ Method (Revised Edition), Kawakita
Research Institute, Tokyo.

Kumar, A, Lim, H. (2008). Age differences in mobile service perceptions :
Comparison of generation Y and babi boomers. Journal of Services
Marketing 22(7), 568-577.

Langit Musik. (2019). Nilai Review Langit Musik. Retriever November 11,
2019, from Google Play Store : https://play.google.com/store

Davis, M.M, Heineke, J. (1998). "How disconfirmation, perception and
actual waiting times impact customer satisfaction”, International
Journal of Service Industry Management, Vol. 9 Iss 1 pp. 64 — 73.

Malhotra, A. and Kubowicz Malhotra, C. (2013). "Exploring switching
behavior of US mobile service customers”, Journal of Services
Marketing, Vol. 27 No. 1, pp. 13-24.

Malhotra, NK, Birks, DF. (2007). an Applied Apporach 3rd European
Edition, Prentice Hall Inc, New Jersey.

86


https://www.emerald.com/insight/search?q=Arvind%20Malhotra
https://www.emerald.com/insight/search?q=Claudia%20Kubowicz%20Malhotra
https://www.emerald.com/insight/publication/issn/0887-6045
https://www.emerald.com/insight/publication/issn/0887-6045

Matzler, K. &. (1998). How to Make Product Development Projects more
Succesful by Integrating Kano Model of Customer Satisfaction into
Quality Function Deployment. 25-38.

Margono, 2004, Metodologi Penelitian Pendidikan, Jakarta: Rineka Cipta.

Mazur, G. H. (1993). QFD for Services Industries From: Voice of Customer
to task Deployment. Michigan: The Fifth Symposium on Quality
Fuction Deployment.

Murphy,S. (2015). Independent music Marketing in the digital age: an
Examination of the decision Making Process and Key Issues Facing
an Independent Singer-Songwriter Producing and Marketing an
album (LP) in the Digital Age

Ozer, D., Z., & Ozkan, M. (2012). The Effect of the Project Based Learning
on the Science Process Skills of the Prospective Teachers of Science.
Journal of Turkish Science Education Vol 9 Issue 3 : 131-136.

Parahita, A. N., & Maharani, M. (2011). Menggali Kebutuhan Sistem
Informasi Moitoring Kerja Jurusan Sistem Institut Teknologi Sepuluh
November Menggunakan Voice of Customer. 2-9.

Pawitra, A. T., & Tan, K. C. (2001). Integrating SERVQUAL and Kano's
model into QFD for service excellence development. Managing
Service Quality, 418-430.

Roscoe, J. T. (1975). Fundamental Research Statistics For The Behavioral
Sciences. New York: Holt, Rinehart and Winston.

Scholtes, Peter R., Joiner, Brian L., & Streibel, Barbara J., (2003). The Team
Handbook Third Edition. Joiner Asc. Inc. Madison USA, 7-14.

Sekaran, U. (2011). Metode Penelitian untuk Bisnis. Jakarta: Salemba Empat.
Sugiyono. (2012). Memahami Penelitian Kualitatif. Bandung: ALFABETA.

Tobagus, A. (2018). Pengaruh E-Service Quality Terhadap E-Satisfaction
Pada Pengguna Di Situs Tokopedia. Agora Journal, VVol.6 (1), 1-10.

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.

Wang, Ting & Ji, Ping (2009). Understanding customer needs through
quantitative analysis of Kano’s model.

Wang, Y.S, Liao, Y.W (2007). The conceptualization and measurement of m-
commerce user satisfaction. Computers in Human Behaviour 23, 381-
398.

87



Wikstrom, P. (2014). The music industry: Music in the cloud: Polity

Wu, Mei-Ying dan Tseng, Li-Hsia. (2015). Customer Satisfaction and
Loyalty in an Online Shop: An Experiential Marketing Perspective.
International Journal of Business and Management; Vol. 10. Retrived
from Proquest Journal Database.

88



