DAFTAR PUSTAKA

Abdullah, M. M. (2014). Manajemen dan Evaluasi Kinerja
Karyawan. Yogyakarta: Aswaja Pressindo.

Alefari, M., Barahona, A. M., & Salonitis, K. (2018). Modelling
Manufacturing Employees' Performance Based on a
System Dynamics Approach. 51st CIRP Conference on
Manufacturing Systems.

Andrews, R., Boyne, G. A., Law, J., & Walker, R. M. (2009).
Centralization, Organizational Strategy, and Public
Service Performance. Journal of Public Administration
Research and Theory.

Antonacopoulou, E., & Kandampully, J. (2000). Alchemy: the
transformation to service excellence. The Learning
Organization.

Arikunto, S. (2006). Prosedur Penelitian Suatu Pendekatan
Praktik. Jakarta: Rieneka Cipta.

Asif, M. (2014). A critical review of service excellence models:
towards developing an integrated framework. College of
Business Administration, Prince Sultan University,
Riyadh, Saudi Arabia.

Awadh, A. M., & Alyahya, M. S. (2013). Impact of
Organizational Culture on Employee Performance.
International Review of Management and Business
Research.

161



162

Barasa, L., Gunawan, A., & Sumali, B. (2018). Determinants of
Job Satisfaction and it’s Implication on Employee
Performance of Port Enterprises in DKI Jakarta.
International Review of Management and Marketing.

Barata, A. A. (2004). Dasar Dasar Pelayanan Prima. Jakarta: PT.
Elex media Komputindo.

Boyne, G. A. (2003). Sources of Public Service Improvement: A
Critical Review and Research Agenda. Journal of Public
Administration Research and Theory.

Broderick, A. J. (2007). Role theory, role management and
service performance. Journal of Services Marketing.

Coste, A.-1., & Tudor, A. T. (2013). Service Performance -
Between measurement and Information in the Public
Sector. Lumen International Conference Logos
Universality Mentality Education Novelty (LUMEN.

Creswell, J. W. (2008). Planning, Conducting, and Evaluating
Quantitative and Qualitative Research. Boston: Pearson
Education, Inc.

Crotts, J. C., Dickson, D. R., & Ford, R. C. (2005). Aligning
organizational processes with mission: The case of service
excellence. The Academy of Management Executive.

Holden, P. A. (1997). Success through service. Management
Decision.

Jaaskeldinen, A., Laithonen, H., & Lonngvist, A. (2014).
Distinctive features of service performance measurement.
International Journal of Operations & Production
Management.



163

Johnston, R. (2004). Towards a better understanding of service
excellence. Managing Service Quality.

Kassahun, T. (2007). Management Practices as Leverages of
Employee Performance. Indian Journal of Industrial
Relations.

Keating, M. (1995). Public Service Values. The Australian
Quarterly.

Kuntjoro, T. (2005). Pengembangan Manajemen Kinerja Perawat
dan Bidan. Jurnal Manajemen Pelayanan Kesehatan.

Liao, H., & Chuang, A. (2004). A Multilevel Investigation of
Factors Influencing Employee Service Performance
andCustomer Outcomes. The Academy of Management
Journal.

Matei, L., Matei, A., & Lazar, C. G. (2015). Public service
performance and good administration. Socio. Procedia
economics and finance.

Medlin, B., & Green Jr, K. W. (2009). Enhancing performance
through goal setting, engagement, and optimism.
Industrial Management & Data Systems.

Milles, M. B., & Huberman, M. (1992). Analisis Data Kualitatif
Terjemahan oleh Tjetjep Rohendi Rohidi. Jakarta: Ul
Press.

Moleong, L. J. (2007). Metodologi Penelitian Kualitatif.
Bandung: PT. Remaja Rosdakarya.

Mosadeghrad, A. M. (2013). Healthcare service quality: Towards
a broad definition. International Journal of Health Care
Quality Assurance.



164

Nazir, O., & Islam, J. U. (2017). Enhancing organizational
commitment and employee performance through
employee engagement. South Asian Journal of Business
Studies.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988).
SERVQUAL: A Multiple-Item Scale for Measuring
Consumer Perceptions of Service Quality. Journal of
Retailing.

Perry, J. L., & Buckwalter, N. D. (2010). The Public Service of
the Future. Public Administration Review.

Raco, R. J. (2010). Metode Penelitian Kualitatif. Jakarta: PT
Gramedia Widiasarana Indonesia.

Radford, M. L. (2008). A Personal Choice: Reference Service
Excellence. Reference & User Services Quarterly.

Rahadi, D. R. (2010). Manajemen Kinerja Sumber Daya
Manusia. Malang: Tunggal Mandiri Publishing.

Riyanto, S., Sutrisno, A., & Ali, H. (2017). The Impact of
Working Motivation and Working Environment on
Employees Performance in Indonesia Stock Exchange.
International Review of Management and Marketing.

Rony, Z. T. (2017). Siap Fokus, Siap Menulis Skripsi, Tesis,
Disertasi. Jakarta: Pusat Studi Sumber Daya manusia
(PSSDM).

Rustiani, A., Junaid, & Farzan, A. (2017). Gambaran Kinerja
Pegawai Puskesmas Wangi-Wangi Kabupaten Wakatobi
Tahun 2016. Jimkesmas.



165

Singh, J. (2000). Performance Productivity and Quality of
Frontline Employees in Service Organizations. Journal of
Marketing.

Subadi, T. (2006). Metode Penelitian Kualitatif- Surakarta:
Muhammadiyah University Press.

Swanson, R. A., & Holton II1, E. F. (2008). Foundations of
Human Resource Development. San Francisco, California:
Berret - Koehler Publisher, Inc.

Waldersee, R., & Luthans, F. (1994). The Impact of Positive and
Corrective Feedback on Customer Service Performance.
Journal of Organizational Behavior.



