
37 
 

2.6 Daftar Pustaka 

 

Angelova, B., & Zekiri, J. (2011). Measuring Customer SaƟsfacƟon with Service . 

InternaƟonal Journal of Academic Research in Business and Social , 232-258. 

Aritonang, R. L. (2005). Kepuasan Pelanggan. Jakarta: PT. Gramedia Pustaka . 

Engel, J. B. (1990). Consumer Behavior, 6th ed. Chicago, IL: The Dryden Press. 

Grant, D. B., Huong, T. T. T., & Lalwani, C. (2017). Vietnamese logisƟcs service quality: an 

analysis. The Sankalpa: InternaƟonal Journal of Management Decisions, 2(1-2), 1-

10. 

Hemalatha, S., Dumpala, L., & Balakrishna, B. (2018). Service quality evaluaƟon and 

ranking of container terminal operators through hybrid mulƟ-criteria decision 

making methods. The Asian Journal of Shipping and LogisƟcs, 34(2), 137-144. 

Hemalatha, S., Dumpala, L., & Balakrishna, B. (2019). Service Quality EvaluaƟon of 

Container Terminals through AHM and Membership Degree TransformaƟon. 

Materials Today: Proceedings, 18, 155-164. 

Hirata, E. (2019). Service characterisƟcs and customer saƟsfacƟon in the container liner 

shipping industry. The Asian Journal of Shipping and LogisƟcs, 35(1), 24-29. 

Kotler, N. (2000). Kotler, Philip, dan Kevin Lane Keller, 2009, Manajemen Pemasaran Jilid 

2, edisi KeƟga Belas, Terjemahan Bob Sabran, MM. Jakarta: Penerbit Erlangga. 

Kotler, P. &. (2012). MarkeƟng Management (14th ed.). New Jersey: PrenƟce Hall. 

Kotler, P. (2009). Manajemen Pemasaran. Jakarta: Erlangga. 

Le, D. N., Nguyen, H. T., & Truong, P. H. (2020). Port logisƟcs service quality and customer 

saƟsfacƟon: Empirical evidence from Vietnam. The Asian Journal of Shipping and 

LogisƟcs, 36(2), 89-103. 

Lovelock, C. (1992). Managing Service : MarkeƟng, OperaƟon and . New Jersey: PrenƟce-

Hall InternaƟonal, inc. 

Maghsoodi, A. I., Saghaei, A., & Hafezalkotob, A. (2019). Service quality measurement 

model integraƟng an extended SERVQUAL model and a hybrid decision support 

system. European Research on Management and Business Economics, 25(3), 

151-164. 

Pham, T. Y., & Yeo, G. T. (2019). EvaluaƟon of transshipment container terminals’ service 

quality in Vietnam: From the shipping companies’ perspecƟve. Sustainability, 

11(5), 1503. 



38 
 

Sadika, P. H., Neyland, J. S., & Sutrisno, A. (2023). Analisis Kepuasan Pengguna Jasa 

Terhadap Kualitas Pelayanan Dengan Metode Customer SaƟsfacƟon Index (CSI) 

(Vol. 9). Manado: Jurnal Tekno Mesin. 

Sitorus, M. R., Herdian, T., & Lambert, F. (2021). Level Of Customer Performance And 

ExpectaƟons (Vol. 7). Jakarta, Indonesia: Jurnal Manajemen Bisnis Transportasi 

dan LogisƟk (JMBTL). 

Supranto, J. (2011). Pengukuran Tingkat Kepuasan Pelanggan untuk Meningkatkan Pangsa 

Pasar. Jakarta: PT. Rineta Cipta. 

Thai, V. V. (2016). The impact of port service quality on customer saƟsfacƟon: The case of 

Singapore. MariƟme Economics & LogisƟcs, 18, 458-475. 

Tjiptono, F. (1997). Strategi Pemasaran. Yogyakarta: Andi. 

Tjiptono, F. (2006). Manajemen Pelayanan Jasa. Yogyakarta: Andi. 

Umar. (2009). Riset Pemasaran dan Perilaku Konsumen. Jakarta: PT. Gramedia. Pustaka 

Utama. 

Vu, T. P., Grant, D. B., & Menachof, D. A. (2020). Exploring logisƟcs service quality in Hai 

Phong, Vietnam. The Asian Journal of Shipping and LogisƟcs, 36(2), 54-64. 

Wardhana, F. P., Sumarko, W. A., & Gunadi, W. (2020). A gap analysis of service quality in 

the ferry transportaƟon business at an execuƟve terminal ferry Port. Psychology 

and EducaƟon Journal, 57(9), 353-362. 

Yeo, G. T., Thai, V. V., & Roh, S. Y. (2015). An analysis of port service quality and customer 

saƟsfacƟon: The case of Korean container ports. The Asian Journal of Shipping and 

LogisƟcs, 31(4), 437-447. 

Zeithaml, V. A., Parasuraman, A., & Berry, L. L. (1990). Delivering quality service: Balancing 

customer percepƟons and expectaƟons. Simon and Schuster. 

 



62 
 

3.6 Daftar Pustaka 

 

Cohen, L. (1995). Quality FuncƟon Deployment: How to Make QFD Work for . 

Massachussets: One Jacob Way Reading, Addison-Wesley Publishing. 

Irman. (2023, Mei). Pengaruh Kualitas Layanan Transportasi Laut terhadap Kepuasan 

Pelanggan pada Jasa Bongkar Muat PT. Pelindo IV Cab. Makassar. Journal on 

EducaƟon, 05, 11983-11989. 

Luƞillah, M., Kamsariaty, & KrisƟawaƟ, I. (2022). Pengaruh Kualitas Pelayanan Terhadap 

Kepuasan Pelanggan Bongkar Muat Pada Pelindo Terminal PeƟkemas TPK 

Pantoloan. NaƟonal Seminar on MariƟme and Interdisciplinary Studies, 1, 153-

158. 

Metekohy, A. R., Paranoan, N., & Roreng, P. P. (2022, Maret). Analisis Kepuasan Konsumen 

Terhadap Pelayanan Terminal PeƟkemas (TPM) Pada PT Pelindo IV Makassar. 

Paulus Journal of Management Research, 30-39. 

Murgani, R., & Hasibuan, S. (2022). Peningkatan Kualitas Layanan Penyedia Layanan 

LogisƟk Berdasarkan Integrasi SERVQUAL dan QFD (Vol. 11). Jakarta: Jurnal 

Rekayasa Sistem Industri. 

Nurbaya, F., & Hadi, W. (2020, April). Analisis Tingkat Kepuasan Pelanggan Terhadap 

Pelayanan Pelabuhan Muara Angke. Jurnal LogisƟk D III Transportasi UNJ, XIII, 19-

30. 

Pasuraman, & Wijaya, T. (2011). Manajemen Kualitas Jasa. Jakarta: Salemba Empat. 

Sadika, P. H., Neyland, J. S., & Sutrisno, A. (2022, Desember). Analisis Kepuasan Pengguna 

Jasa Terhadap Kualitas Pelayanan Dengan Metode Customer SaƟsfacƟon Index 

(CSI). Jurnal Tekno Mesin, 52-61. 

Sambera, O., & Suparto. (2022, September). Upaya Peningkatan Pelayanan 

Kepelabuhanan Melalui Metode Service Quality dan Quality FuncƟon Deployment 

Pada Masa Pandemi. SenopaƟ, 4, 1-10. 

Sitorus, M. R., Herdian, T., & Lambert, F. (2021, Januari). Level Of Customer Performance 

And ExpectaƟons . Jurnal Manajemen Bisnis Transportasi dan LogisƟk (JMBTL) , 

97-108. 

Supranto, J. (2011). Pengukuran Tingkat Kepuasan Pelanggan untuk Meningkatkan Pangsa 

Pasar. Jakarta: PT. Rineta Cipta. 



63 
 

Trilaksono, A., & Sudarso, I. (2021, Mei). Analisis Peningkatan Kualitas Pelayanan Bongkar 

Muat Barang di Pelabuhan Probolinggo. Jurnal Rekayasa Sistem Industri, 6, 95-

100. 

Yani, T. E., & Agung, M. (2023, Maret). The EffecƟvity of Service Excellence on Customer 

SaƟsfacƟon (Study Case PT Pelabuhan Indonesia II (Persero) Cabang Panjang). 

Jurnal KompeƟƟf Bisnis, 1, 768-780 

 

 


