
.:::UPT PERPUSTAKAAN UNSOED DIGITAL COLLECTIONS:::.

127 

 

 

DAFTAR PUSTAKA 

Bappenas. 2010. Manajemen Pengaduan Masyarakat Dalam Pelayanan Publik. 

Jakarta: Direktorat Aparatur Negara. 

Barata, Atep Adya. 2006. Dasar-dasar Pelayanan Prima. Jakarta: PT Elex Media 

Komputindo. 

 

Badudu, J. S, Sutan Mohammad Zain. 2001. Kamus Umum Bahasa Indonesia. 

Jakarta: Pustaka Sinar Harapan. 

 

Hardiyansyah. 2011. Kualitas Pelayanan Publik Konsep, Dimensi, Indikator, dan 

Implementasinya. Yogyakarta: Gava Media. 

 

Isna, Alizar dan Warto. 2013. Analisis Data Kuantitatif. Purwokerto: STAIN 

Press. 

 

Istianto, Bambang. 2009. Manajemen Pemerintahan Dalam Perspektif Pelayanan 

Publik. Jakarta: Mitra Wacana Media. 

 

Jasfar, Farida. 2005. Manajemen Jasa Pendekatan Terpadu. Bogor: Ghalia 

Indonesia. 

 

Kotler, Philip. 1997. Manajemen Pemasaran. Edisi IX (terjemahan), Jilid II. 

Jakarta: Penerbit Erlangga Jakarta Cetakan XV. 

 

Moenir, H.A.S. 2001. Manajemen Pelayanan Umum di Indonesia. Jakarta: Bumi 

Aksara. 

 

Pasolong, Harbani. 2013.  Teori Administrasi Publik. Bandung: Alfabeta. 

 

Prasetyo, Bambang dan Lina Miftahul Jannah. 2013. Metode Penelitian 

Kuantitatif. Jakarta: Rajawali Pers. 

 

Ratminto dan Atik Septi Winarsih. 2005. Manajemen Pelayanan Pengembangan 

Model Konseptual, Penerapan Citizen’s Charter dan Standar Pelayanan 

Minimal. Jakarta:  Pustaka Pelajar. 

 

Sinambela, Lijan Poltak, dkk. 2010. Reformasi Pelayanan Publik: Teori, 

Kebijakan dan Implementasi. Jakarta: Bumi Aksara. 

 

Singarimbun, Masri dan Sofyan Effendi. 2006. Metode Penelitian Survey. Jakarta: 

LP3ES. 

 

Sugiyono. 2003. Metode Penelitian Administrasi. Bandung: Alfabeta. 

 



.:::UPT PERPUSTAKAAN UNSOED DIGITAL COLLECTIONS:::.

128 

 

 

Sulistyo, Joko. 2012. 6 Hari Jago SPSS 17.  Jakarta: Penerbit Cakrawala. 

 

Supriyanto dan Ernawaty. 2010. Pemasaran Industri Jasa Kesehatan. 

Yogyakarta: Penerbit Andi.  

 

Swastha, Basu dan Irawan. 1993. Manajemen Pemasaran Modern.Yogyakarta: 

Penerbit Liberty. 

 

Tjiptono, Fandy. 2005. Prinsip-Prinsip Total Quality Service. Yogyakarta: 

Penerbit Andi. 

 

___________. 2011. Service Management – Mewujudkan Pelayanan Prima. 

Yogyakarta: Penerbit Andi. 

 

Yamit, Zulian. 2010. Manajemen Kualitas Produk dan Jasa. Yogyakarta: 

Ekonisia. 

 

Jurnal 

Azizzadeh, Fariba, Karam Khalili, Iraj Soltani. 2013, “Service Quality 

Measurement in the Public Sector (Ilam Province Post Office Case 

Studies)”, Journal of Economics, Finance and Management, Vol. 2 No. 1, 

Hal 114-121. 

 

Dick A.S. dan Basu K., 1998. “Customer Loyalty: Toward an Intergrate 

Conceptual Framework”. Journal of The Academic of Marketing Science, 

Vol. 22. 

 

Gibson, Chris. 2009, “Using SERVQUAL to Assess the Customer Satiisfaction 

Level of the Oregon HIDTA ISC Analytical Unit”,  Hatfield School of 

Government: Cohort, Hal 49-50. 

 

Hidayati, Ernani. 2014, “Service Quality and Performance of Public Sector: Study 

on Immigration Office in Indonesia”, Journal of Marketing, Vol. 6 No. 6, 

Hal 104-114. 

 

Hirmukhe,Jyotsna. 2012, “Measuring Internal Customers Perception on Service  

Quality Using SERVQUAL in Administrative Services”, Journal of 

Scientific and Research Publications, Vol. 2 No. 3, Hal: 1-6. 

 

Ilhaamie, A. G. A. 2010, “Service Quality in Malaysian Public Service: Some 

Findings”, Journal of Trade, Economics and Finance, Vol. 1, No. 1, Hal: 

40-45. 

Kumasey, Anthony S. 2014, “Service Quality and Customer Satisfaction: 

Empirical Evidence from the Ghanaian Public Service”, Journal of 

Business and Management, Vol.6, No.6, Hal: 172-181. 



.:::UPT PERPUSTAKAAN UNSOED DIGITAL COLLECTIONS:::.

129 

 

 

 

Mosahab, Rahim, Osman Mahamad dan T. Ramayah. 2010, “Service Quality, 

Customer Satisfaction and Loyalty: A Test of Mediation”, Jornal of 

Business Research, Vol. 3 No. 4, Hal 72-77. 

 

Munhurrun, Prabha Ramseook Soolakshna D. Lukea-Bhiwajee dan Perunjodi 

Naidoo. 2010, “Service Quality In The Publicservice In Mauritus”, 

Journal of Management and Marketing Research, Vol. 3 No. 1, Hal 42-45. 

 

Naik, Khrisna, Swapna Bhargavi G., Gantasala V. Phabhakar. 2010, “Service 

Quality (Servqual) and its Effect on Customer Satisfaction in Retailing”, 

Journal of Social Sciences, Vol. 16 No. 2, Hal 231-241. 

 

Oemi. 1995, “Measuring Customer Satisfaction; Survey Design, Use and 

Statistical Analysis Methods”,  ASQ Quality Press, Wisconsin, USA. 

Parasuraman, A, Zeithaml Valerie A, Berry, Leonard L. 1985, “A Conceptual 

Model of Service Quality and Its Implications for Future Research”, 

Journal of  Marketing, Vol. 49 No. 4, Hal: 44. 

 

________. 1988, “SERVQUAL: A Multiple-Item Scale for Measuring Cunsomer 

Perceptions of Service Quality”, Journal of  Retailing, Vol. 64 No. 1. 

 

________. 1990. Delivering Quality Service: Balancing Customer Perception and 

Expectation. New York: The Free Press. 

 

Rezha, Fahmi, Siti Rohmah, Siswidianto. 2013. Analisis Pengaruh Kualitas 

Pelayanan Publik Terhadap Kepuasan Masyarakat. Jurnal Aministrasi 

Publik, Vol. 1 No. 5. 

 

Windyani, Amita Rizka, Aida Vitayala S. dan Idqan Fahmi. 2013, “Customer 

Satisfaction Analysis on Birth Certificate Registration In Depok, West 

Java”. Journal of Information Technology and Business Management, Vol. 

17 No. 1. Hal: 80-89. 

 

Peraturan Perundang-undangan 

Undang-Undang Nomor 24 Tahun 2013 Tentang Perubahan Atas Undang-Undang 

Nomor 23 Tahun 2006 Tentang Administrasi Kependudukan  

Sumber lain 

http://www.dukcapil.kemendagri.go.id/detail/penjelasan-atas-undang-undang-

nomor-24-tahun-2013 Diakses 22 Maret 2015 

 

www.unicef.org/indonesia/id/media_21972 Diakses 15 Januari 2016  

http://www.dukcapil.kemendagri.go.id/detail/penjelasan-atas-undang-undang-nomor-24-tahun-2013%20Diakses%2022%20Maret%202015
http://www.dukcapil.kemendagri.go.id/detail/penjelasan-atas-undang-undang-nomor-24-tahun-2013%20Diakses%2022%20Maret%202015
http://www.unicef.org/indonesia/id/media_21972%20Diakses%2015%20Januari%202016

