170

DAFTAR PUSTAKA

Andersson, R., Eriksson, H., Torstensson, H. (2006), Similarities and Differences
between TQM, Six Sigma and Lean. The TQM Magazine, Vol. 18 Iss: 3,
pp. 282-296

Antony, J., Antony, F. J., Kumar, M., Cho, B. R., (2007), Six Sigma in service
organisations: Benefits, challenges and difficulties, common myths,
empirical observations and success factors. International Journal of
Quality & Reliability Management, VVol. 24, No. 3, pp. 294311.

Antony, J. (2006), Six Sigma for service processes. Business Process Management
Journal, Vol. 12, No. 2, pp. 234-248.

Antony, J. (2004a), Six Sigma in the UK service organisations: results from a
pilot survey. Managerial Auditing Journal, Vol. 19,No. 8, pp. 1006-
1013.

Antony, J. (2004b),"Some pros and cons of six sigma: an academic perspective",
The TQM Magazine, Vol. 16 Iss: 4 pp. 303 - 306

Armstrong, P.K. (1995), A model for analyzing quality in the service delivery
process in P. Harker (Ed.), “The Service Productivity and Quality
Challenge”, Kluwer Academic Publishers, Dordrecht, The Netherlands,
pp. 311-342

Barraza, Manuel F. Sua rez, (2010), “Implementation of Lean-Kaizen in the
human resource service process ”, Journal of Manufacturing Technology
Management Vol. 21 No. 3, 2010 pp. 388-410 g Emerald Group

Bergman, B., Klefsj6, B. (2010), Quality from customer needs to customer
satisfaction. 3rd edition. Lund: Studentlitteratur.

Bryman, A., Bell, E. (2007), Business research methods. 2nd edition. New York:
Oxford University Press Inc.

Chakrabarty, A., Tan, K.C. (2007), The current state of six sigma in application in
services. Managing Service Quality, Vol.17 No. 2,pp. 194- 208

Cohen, M.C. (2003), “A path to improved pharmaceutical productivity”’, Nature
reviews Drug Discovery, Vol. 2 September 2003 pp. 751-753

Universitas Esa Unggul



171

Cotter, J.P. (2007), Leading Change, Why Transformation Efforts Fail. Harvard
Business Review, January 2007, pp. 96-103

Coronado, R.B., Antony, J. (2002),"Critical success factors for the successful
implementation of six sigma projects in organisations”, The TQM
Magazine, Vol. 14 Iss: 2 pp. 92 - 99

Dammand, Jacob, Horlick, Mads, Jacobsen, T.L., Lueg, R., Rock, R.L. (2014).
“Lean management in hospitals: Evidence from Denmark”,
ADMINISTRATION AND PUBLIC MANAGEMENT, 23/2014

Danielsson,M., Holgard, J. (2010), Improving analysis of key performance
measures at four middle-sized manufacturing companies. Gothenburg:
Chalmers University of technology (Master of Science Thesis at
Department of Materials and Manufacturing Technology)

de Koning, H., Verver, J.P.S., van den Heuvel, J., Bisgaard, S., & Does, R.J.
(2006), Lean Six Sigma in Healthcare. Journal for Healthcare Quality,
Vol. 28, No 2. Pp. 4-11

Hensley, R.L., Dobie, K. (2005), Assessing readiness for six sigma in a service
setting, Managing Service Quality, Vol. 15 Iss: 1 pp. 82 — 101

George, M.L. (2003), Lean Six Sigma for Service. New York: McGraw-Hill.

Klassen, K. J., Russell, R. M., Chrisman, J. J. (1998), Efficiency and productivity
measures for high contact services. The Service Industries Journal, Vol.
18, No 4, pp. 1-18

Knuf, J. (2000), Benchmarking the lean enterprise: Organizational learning at
work, Journal of Operational Engineering Vol. 16, No. 4, July/August
pp. 58-71

Kumar, Sameer and Bauer, Kenneth F. (2010), Exploring the use of Lean
Thinking and Six Sigma in Public Housing Authorities. University of St.
Thomas, Quality Management Journal, VVol. 17, No 1/2010, ASQ

Larsson, Linus, (2008), Lean Administration. Inbunden, Svenska, Liber Malmo

Laureani, A., Antony, J. Douglas, A. (2010),"Lean six sigma in a call centre: a
case study", International Journal of Productivity and Performance
Management, Vol. 59 Iss: 8 pp. 757 - 768

Universitas Esa Unggul



172

Liker, J. K. (2004), The Toyota Way — 14 management principles from the worlds
greatest manufacturer. New York: McGraw-Hill

Liker, J.K., Franz, J.K. (2011), The Toyota Way to Continuous Improvement. New
York: McGraw-Hill

Loay, Sehwail, Camille, DeYong (2003),"Six Sigma in health care", Leadership
in Health Services, Vol. 16 Iss: 4 pp. 1 -5

McLaughlin, C.P., Coffey, S. (1990),"Measuring Productivity in Services",
International Journal of Service Industry Management, Vol. 1 Iss: 1 pp.
46 — 64

Magnusson, K., Kroslid, D and Bergman, B. (2003), Six Sigma, The pragmatic
approach. 2nd edition. Lund: Studentlitteratur.

Modig, N., and Ahlstrém, P. (2011), Vad &r lean? Stockholm: Stockholm School
of Economics Institute for Research

Nadler, D.A., Tushman, M.L. (1996), Implementing New Designs: Managing
Organizational Change. In M.L. Tushmans & P. Andersons (Eds.),
Managing Strategic Innovation and Change: A Collection of readings
(pp. 596-606). New York: Oxford University Press

Nakhai, B., Neves J.S. (2009), The challenges of six sigma in improving service
quality. International Journal of Quality & Reliability Management, Vol.
26, No. 7, pp. 663- 684.

Nieuwenhuis, M., Postmes, T., Knight, C., Haslam, S., A. (2014), “The Relative
Benefits of Green Versus Lean Office Space: Three Field Experiments”,
Journal of Experimental Psychology: Applied © 2014 American
Psychological Association 2014, Vol. 20, No. 3, 199-214

Procter S., Radnor Z. (2016), Teamworking under Lean in UK Public Services:
Lean Teams and Team Targets in Her Majesty’s Revenue & Customs
(HMRC), International Journal of Human Resource Management 2014,
25(21), 29782995.

Pepper, M.P.J. Spedding, T.A. (2010), The evolution of lean Six Sigma.
International Journal of Quality & Reliability management, Vol 27 No 2,
pp. 138-155

Universitas Esa Unggul



173

Pojasek, R.B. (2003), Lean, Six Sigma and the Systems Approach: Management
initiatives  for  Process Improvement. Environmental Quality
Management, Vol. 13, No. 2, pp. 85-92

Sverker, Alange. (1994), The New paradigm for Industrial Practices. Department
of Industrial Management and Economics, Chalmers University of
Technology, CIM Working Papers No. WP 1994-01

Sheehy, P., Navarro, D., Silvers, R., Keyes, v., Dixon, D., (2002), The black belt
memory. Jogger Salem: GoalQPC

Sulek, J. M., Maruchech, A., Lind, M. R., (2006) “Measuring performance in
multi-stage service operations: An application of cause selecting control
charts”. Journal of operations Management 24 pp. 711-727

Wedgwood, I.D., (2006), Lean Sigma: a practitioners’, Guide Upper Saddle
River: Prentice Hall

Ahlstrom, P. (2004), Lean service operations: translating lean production
principles to service operations, Int. J. Services Technology and
Management, VVol. 5, Nos. 5/6, pp. 545-564.

George, Michael L. (2005), Lean Six Sigma Pocket Guide — A Lean Six Sigma
Tool Book. New York: McGraw-Hill

Syukron, Amin. (2013), Six Sigma — Quality for Business Improvement, Edisi
Pertama, Yogyakarta: PT. Graha limu

Gasperzs, Vincent (2012), All in one, Strategic Management, Lean Six Sigma
Black Belt, Jakarta: PT. Percetakan Penebar Swadaya

Gasperzs, Vincent (2011), Lean Six Sigma, Jakarta: PT. Percetakan Penebar
Swadaya

Womack, James P. and Jones, Daniel T. (2005), Lean Solutions: How Companies
and Customers Can Create Value and Wealth Together, New York:
Simon & Schuster, Inc

Womack, James P. and Jones, Daniel T. (Maret, 2005), Lean Consumption, Lean
Enterprise Institute, Harvard Business Review, Boston: Harvard

Business School Publishing Corporation (https://www.lean.org)

Universitas Esa Unggul



174

Moleong, Lexy J. (2009), Metodologi Penelitian Kualitatif, Bandung, PT. Remaja
Rosdakarya, http://hartatyfatshaf.blogspot.co.id diakses pada tanggal 12
September 2017.

Rahardjo, Mudjia (17 November 2012), Triangulasi Dalam Penelitian Kualitatif,

http://mudjiarahardjo.com/artikel/2170.html?task=view diakses pada
tanggal 12 September 2017.

Rosa, Ana Cristina Raposo (2012), LEAN ACCOUNTING: ACCOUNTING
CONTRIBUTION FOR LEAN MANAGEMENT PHILOSOPHY, Tourism
and Management Studies International Conference Algarve 2012 vol.3
ISBN 978-989-8472-25-0 © ESGHT-University of the Algarve, Portugal

“Metode Penelitian Kualitatif”, http://belajarpsikologi.com diakses pada 12
September 2017

“Laporan Hasil Penilaian dan Kompetensi Kepatuhan Terhadap Standard

Pelayanan dan Kompetensi Penyelenggaraan Pelayanan Sesuai Undang-
Undang Nomor 25 Tahun 2009 Tentang Pelayanan Publik Tahun 2016
dan 2017”, Ringkasan Eksekutif, Ombudsman Republik Indonesia

(www.ombudsman.go.id)

Universitas Esa Unggul


http://hartatyfatshaf.blogspot.co.id/
http://mudjiarahardjo.com/artikel/2170.html?task=view
http://belajarpsikologi.com/
http://www.ombudsman.go.id/

