
140 

 

DAFTAR PUSTAKA 

 

 

Albercht, K. dan R. Zemke., 1985. Service America: Doing Business in the 

Service Economy. Homewood: Dow Jones-Irwin. 

 

Anthony, N. Robert. dan Govindarajan, V., 2005. Sistem Pengendalian 

Manajemen. Jakarta: Penerbit Salemba Empat. 

 

Azwar, Azrul., 1996. Pengantar Administrasi Kesehatan: Edisi Ketiga. Jakarta: 

Binarupa Aksara. 

 

Berry, Leonard L. dan A. Parasuraman., 1991. Marketing Services. New York: 

The Free Press. 

 

Deming, W.E., 1986. Out of The Crisis: Quality Productivity and Competitive 

Position. Cambridge: Cambridge University Press. 

 

Edvardson, Bo. dan Qvretveit, Jhon., 1994. Quality Of Service: Making it Really 

Work. London: McGraw-Hill. 

 

Freddy, Rangkuti., 2006. Measuring Customer Satisfaction. Teknik Mengukur dan 

Strategi Meningkatkan Kepuasan pelanggan. Jakarta: PT Gramedia Pustaka 

Utama. 

 

 

Gasperz, Vincent., 2005. Total Quality Management. Jakarta: PT. Gramedia 

Pustaka Utama. 

 

Gaspersz, Vincent dan Avanti, F., 2011. Lean Six Sigma for Manufacturing and 

Service Industries: Waste Elimination and Continuous Cost Reduction. Bogor: 

Vinchristo Publication 

 

George, M. Dave R., dan Bill K., 2004. What is Lean Six Sigma?. [online]. 

Available at http://en.bookfi.org/book/461136 (diakses  23 Februari 2015). 

 

Goetsch, David L. dan Davis Stanley B., 2002. Pengantar manajemen mutu 2, Ed. 

Bahasa Indonesia. Jakarta: PT Prenhalindo 

 

 

Hines, P dan Rich N., 2001. The Seven Value Stream Mapping Tools” 

Manufacturing Operation and Supply Chain management, The Lean Approach. 

London: eds. Taylor, D. and Brunt, D., Thompson Learning. 

 

Holtzman, Yair., 2012. Advanced Topics In Applied Operations Management. 

Croatia: Intech Open Science Open Minds. 

 

repository.unisba.ac.id



141 

 

Kirom, Bahrul., 2015. Mengukur Kinerja Pelayanan dan Kepuasan Konsumen 

(Service Performance and Customer Statisfaction Measurement). Bandung: 

Pustaka Reka Cipta. 

 

Kotler, P., 2005. Manajemen Pemasaran, Jilid Dua. Edisi Bahasa Indonesia. 

Jakarta: Pearson Education Asia. Pte. Ltd. PT Prenhallindo. 

 

Kuntjoro, T., 2007. Kepuasan pasien. [e-book] Yogyakarta: Universitas Gajah 

Mada. available through: Website, http://lrc-kmpk.ugm.ac.id. [Accessed 23 April 

2015]. 

 

Mentri Kesehatan Republik Indonesia., 2008. Peraturan mentri Nomor : 

129/Menkes/SK/II/2008 Tentang Standar Pelayanan Minimal Rumah Sakit. 

[online]. Jakarta: Mentri keseharan Republik Indonesia. Avalilable at 

http://binfar.kemkes.go.id (diakses 21 April 2015). 

 

Montgomery, D. C. 2009., Statistical Quality Control : A Modern Introduction. 

6th ed. John Wiley & Sons, Asia. 

 

Nasution dan Hakim, Arman., 2006. Manajemen Industri. Yogyakarta: Andi 

 

Pande, Neumann, Roland R.Cavanagh., 2002. The Six sigma Way :Bagaimana 

GE, Motorola & Perusahaan Terkenal Lainnya Mengasah Kinerja Mereka. 

Yogjakarta : Andi. 

 

Parasuraman, et.al., 1985. Pelayanan pelanggan yang sempurna. Yogyakarta: 

Kunci Ilmu. 

 

Pete & Holpp., 2002. What Is Six Sigma. Yogjakarta : Andi offset. 

 

Pyzdek, T., 2003. The Six Sigma Handbook Revised and Expanded: How GE, 

Motorola, and Other Top Companies Are Honing Their Performance. United 

States of America: McGraw-Hill. 

 

Sarkar, D., 2008. Lean for Service Organizations and Offices : A Holistic 

Approach for Achieving Operational Excellence and Improvements. Milwaukee: 

ASQ Quality Press,  

 

Shultz, D.P, Shultz,S.E., 2003. Psychology and Work Today an Introduction to 

Industrial and Organizational 6th Edition. Newyork : Mc Milan Publising. 

 

Stamatis, D. H., 2004. Six Sigma Fundamentals : A Complete Guide to The 

System, Methods, and Tools, [e-book] New York. Available through: website, 

http://en.bookfi.org/book/495448 [Accessed 23 Februari 2014]. 

 

Supangat, Andi., 2010. Statstika dalam kajian deskriptif, inferensi, dan 

nonparametrik. Jakarta: Prenada Media Goup. 

 

repository.unisba.ac.id

http://binfar.kemkes.go.id/


142 

 

Susetyo, Joko., 2011. Aplikasi Six Sigma DMAIC dan Kaizen Sebagai Metode 

Pengendalian dan Perbaikan Kualitas Produk. Jurnal Teknologi. Volume 4 No.1 

61-53. Yogyakarta: Institut sains & Teknologi AKPRIND 

 

Tan, Kat C dan Theresia A. Pawitra. 2001. Integrating Servqual and Kano’s 

Model into QFD for service excellence development. Managing Service Quality. 

Vol. 11, no. 6, h. 418-430. MCB University Press 

 

Tenner, Arthur R. dan Irving J. de Toro., 1992. Total Quality Management: Three 

Steps to Continuous Improvement. New York: Addison-Wesley Publishing Co. 

 

Tjandra, Aditama., 2003. Manajemen Administrasi Rumah Sakit. Jakarta: 

Universitas Indonesia. 

 

Tjiptono, Fandy., 2008. Starategi Pemasaran. Yogyakarta: Andi Publisher 

 

Tjiptono, Fandy, dan Diana, Anastasia., 2003. Total Quality Management. 

Yogyakarta: CV. Andi Offset. 

 

Husein, Umar., 2003. Metode Riset Perilaku Organisasi. Jakarta : Gramedia. 

 

Venessa, gaffa F., 2007. CRM and MRP Hotel (Customer Relationship 

Management and Marketing Public Relations). Bandung: PT Alfabeta. 

 

Wikipedia., 2009. Rumah Sakit. [Online]. Jakarta: Wikipedia Indonesia. Avelable 

at http://id.wikipedia.org/wiki/Rumah_sakit (diakses 28 April 2015).  

 

Zeithml, Valarie A., Parasuraman, and Leonard L Barry., 1994. Delivering 

Quality Service: Balancing Customer Perception and Expectation. New York: A 

Division Of Macmillan Inc. 

 

 

 

 

 

 

repository.unisba.ac.id

http://id.wikipedia.org/wiki/Rumah_sakit



