122

DAFTAR PUSTAKA

Andersson, R., Eriksson, H., & Torstensson, H. (2006). Similarities and differences
between TQM, six sigma and lean. TQM  Magazine.
https://doi.org/10.1108/09544780610660004.

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 and Reliability Management.
https://doi.org/10.1108/02656710710730889.

Antony, J. (2006). Six sigma for service processes. Business Process Management
Journal. https://doi.org/10.1108/14637150610657558.

Antony, J. (2004). Six Sigma in the UK service organisations: Results from a pilot

survey. Managerial Auditing Journal.
https://doi.org/10.1108/02686900410557908.

Antony, J. (2004). Some pros and cons of six sigma: An academic perspective.
TQM Magazine. https://doi.org/10.1108/09544780410541945.

Antony, J., Rodgers, B., & Cudney, E. A. (2017). Lean Six Sigma in policing

services: case examples, lessons learnt and directions for future research.
Total Quality Management & Business Excellence, 3363(May), 1-13.
https://doi.org/10.1080/14783363.2017.1327319.

Arfmann, D., & Barbe, G. T. (2014). The Value of Lean in the Service Sector : A
Critique of Theory & Practice. International Journal of Business and
Social Science, 5(2), 18-25. https://doi.org/10.1108/20401461011049520.

Banuelas Coronado, R., & Antony, J. (2002). Critical success factors for the

successful implementation of six sigma projects in organisations. The
TQM Magazine. https://doi.org/10.1108/09544780210416702.
Bhat, S., Gijo, E. V., & Jnanesh, N. A. (2014). Application of Lean Six Sigma

methodology in the registration process of a hospital. International

Journal of Productivity and Performance Management, 63(5), 613-643.
https://doi.org/10.1108/1JPPM-11-2013-0191.

Universitas Esa Unggul


https://doi.org/10.1108/09544780610660004
https://doi.org/10.1108/02656710710730889
https://doi.org/10.1108/14637150610657558
https://doi.org/10.1108/02686900410557908
https://doi.org/10.1108/09544780410541945
https://doi.org/10.1080/14783363.2017.1327319
https://doi.org/10.1108/20401461011049520
https://doi.org/10.1108/09544780210416702
https://doi.org/10.1108/IJPPM-11-2013-0191

123

Bryman, A., & Bell, E. (2007). Business Research Methods. Social Research.
https://doi.org/10.4135/9780857028044.
Chakrabarty, A., & Tan, K. C. (2007). The current state of six sigma application in

services. Managing Service Quality.
https://doi.org/10.1108/09604520710735191.
Cheng, C.-Y., & Chang, P.-Y. (2012). Implementation of the Lean Six Sigma

framework in non-profit organisations: A case study. Total Quality
Management &  Business  Excellence, 23(3-4), 431-447.
https://doi.org/10.1080/14783363.2012.663880.

Cohen, C. M. (2003). A path to improved pharmaceutical productivity. Nature
Reviews Drug Discovery. https://doi.org/10.1038/nrd1180.

Dakhli, Z., Lafhaj, Z., & Bernard, M. (2017). Application of lean to the bidding

phase in building construction: A French contractor’s experience.
International Journal of Lean Six Sigma, 8(2).
https://doi.org/10.1108/1JLSS-03-2016-0010.

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).

Di Pietro, L., Mugion, R. G., & Renzi, M. F. (2013). An integrated approach
between Lean and customer feedback tools: An empirical study in the
public sector. Total Quality Management & Business Excellence, 24(7—
8), 899-917. https://doi.org/10.1080/14783363.2013.791106.

de Koning, H., Verver, J. P. S., van den Heuvel, J., Bisgaard, S., & Does, R. J. M.

M. (2006). Lean six sigma in healthcare. Journal for Healthcare Quality

: Official Publication of the National Association for Healthcare Quality.
https://doi.org/10.1111/j.1945-1474.2006.tb00596.x

El-Banna, M. (2013). Patient discharge time improvement by using the six sigma

approach: A case study. Quality Engineering, 25(4), 401-417.
https://doi.org/10.1080/08982112.2013.792352.

Universitas Esa Unggul


https://doi.org/10.4135/9780857028044
https://doi.org/10.1108/09604520710735191
https://doi.org/10.1080/14783363.2012.663880
https://doi.org/10.1038/nrd1180
https://doi.org/10.1108/IJLSS-03-2016-0010
https://doi.org/10.1080/14783363.2013.791106
https://doi.org/10.1111/j.1945-1474.2006.tb00596.x
https://doi.org/10.1080/08982112.2013.792352

124

Hensley, R. L., & Dobie, K. (2005). Assessing readiness for six sigma in a service
setting. Managing Service Quality.
https://doi.org/10.1108/09604520510575281

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.

George, M. L. (2003). Lean Six Sigma for Service : How to Use Lean Speed and
Six Sigma Quality to Improve Services and Transactions. Group.
https://doi.org/10.1036/0071436359

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

K. Narasimhan, (2011) "Quality: From Customer Needs to Customer Satisfaction,
3rd Edition”, The TQM Journal, Vol. 23 Issue: 3, pp.358-359,
https://doi.org/10.1108/17542731111124398.

Klassen, K. J., Russell, R. M., & Chrisman, J. J. (1998). Efficiency and productivity
measures for high contact services. Service Industries Journal.
https://doi.org/10.1080/02642069800000038

Kotter, J. P. (2007). Leading change: Why transformation efforts fail. Harvard
Business Review. https://doi.org/10.1109/EMR.2009.5235501.

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, Vol. 17, No 1/2010, ASQ

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

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

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

Universitas Esa Unggul


https://doi.org/10.1108/09604520510575281
https://doi.org/10.1036/0071436359
https://doi.org/10.1108/17542731111124398
https://doi.org/10.1080/02642069800000038
https://doi.org/10.1109/EMR.2009.5235501

125

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.

Mason-Jones D.R., R., & Towill. (1999). Article information : Int J Logistics
Management. https://doi.org/10.1108/09574090910954864.

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.

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

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.

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.

Rahardjo, Mudjia (17 November 2012), Triangulasi Dalam Penelitian Kualitatif,
http://mudjiarahardjo.com/artikel/2170.html?task=view diakses pada
tanggal 12 September 2017.

Universitas Esa Unggul


https://doi.org/10.1108/09574090910954864
http://mudjiarahardjo.com/artikel/2170.html?task=view

126

Rodin, W. A., & Beruvides, M. G. (2012). A cost of quality economic analysis of a
six sigma program at a government contractor. EMJ - Engineering
Management Journal, 24(2), 30-39.
https://doi.org/10.1080/10429247.2012.11431934.

Suérez-Barraza, M. F., Smith, T., & Dahlgaard-Park, S. M. (2012). Lean service: A

literature analysis and classification. Total Quality Management and
Business Excellence, 23(3-4), 359-380.
https://doi.org/10.1080/14783363.2011.637777.

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

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

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

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

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).

Undang-Undang Republik Indonesia Nomor 25 Tahun 2009 tentang pelayanan
publik

Universitas Esa Unggul


https://doi.org/10.1080/10429247.2012.11431934
https://doi.org/10.1080/14783363.2011.637777
http://hartatyfatshaf.blogspot.co.id/
http://belajarpsikologi.com/

