
DAFTAR PUSTAKA 

 

 

Boyne, G.A. (2002). “Concepts and Indicators of Local Authority Performance: 
An Evaluation of the Statutory Frameworks in England and Wales.” Public 
Money and Management. 

 
Boyne, G.A. (2002). “Sources of Public Service Improvement: A Critical Review 

and Research Agenda.” Paper for Workshop on Networks, Management, 
and New Patterns of Governance, Barcelona. 

 
Boyne, G.A. (2003). “What is Public Service Improvement”? Public 

Administration. 
 
Conduit, J., Quigg, J. Influencing Internal Customer Through Market Orientation: 

How It Leads to Exceptional Service Quality and Satisfied Customer, 
Monash University. 

 
Kotler, P., Armstrong, G. (1997). Dasar-dasar Pemasaran. Jakarta, Erlangga. 
 
Kotler, Philip (2003). Marketing Management. New Jersey, Prentice Hall. 
 
Mesingger, P.R. A Service Quality Audit: Application of the Gap Analysis Model, 

CIRAS Review Paper. 
 
MORI Social Research Institute (2002). “Measuring & Understanding Customer 

Satisfaction.” A MORI Review for the Office of Public Services Reform. 
 
Salusu, J. (1996). Pengambilan Keputusan Stratejik untuk Organisasi Publik dan 

Organisasi Nonprofit. Jakarta, Grasindo. 
 
Suara Karya [Jakarta], 8 September 2003. 
 
Suara Pembaruan [Jakarta], 6 Juli 2004. 
 
Supranto, J. (2001). Statistik: Teori dan Aplikasi. Jakarta, Erlangga. 
 
Umar, Husein (2002). Metode Riset Komunikasi Organisasi. Jakarta, PT 

Gramedia Pustaka Utama. 
 



Tan, P.L., Foo, S. (1999). Service quality assessment: A case study of a Singapore 
statutory board library, Singapore Journal of Library & Information 
Management, (28), 1-23. 

 
Toha, Miftah (2001). Perilaku Organisasi: Konsep Dasar dan Aplikasinya. 

Jakarta, PT RajaGrafindo Persaja. 
 
Zeithaml, V. A., Bitner, M. J. (2001). Services Marketing: Integrating Customer 

Focus Across the Firm. Singapore, McGraw-Hill. 
 


