
77 
 

DAFTAR PUSTAKA 

 

AIA. (2015). Harapan Dan Aspirasi Kelas Menengah di Asia. Retrieved 
September 3, 2015, from:https://www.aia-
financial.co.id/id/resources/bb5bce8047720d449c91ddab9f25a02a/A
IA_Survei_Kelas_Menengah_Indonesia.pdf 

Albarq, A.N. (2013), “Applying a SERVQUAL Model to Measure the 
Impact of Service Quality on Customer Loyalty among Local Saudi 
Banks in Riyadh”, American Journal of Industrial and Business 
Management, 2013, Vol 3, pp. 700-707 

Amey, A.M. (2010). Real-Time Ridesharing: Exploring the Opportunities 
and Challenges of Designing a Technology-based Rideshare Trial for 
the MIT Community. [Master Thesis]. Massachusetts Institute of 
Technology 

Baki, B., Basfirinci, C.S., Ar, I.M., Cilingir, Z. (2009). "An application of 
integrating SERVQUAL and Kano's model into QFD for logistics 
services: A case study from Turkey", Asia Pacific Journal of 
Marketing and Logistics, Vol. 21 Iss 1 pp. 106-126. Retrieved August 
6, 2015, from:  http://dx.doi.org/10.1108/13555850910926272 

Bakti, I.G.M.Y., Sumaedi, S. (2015), "P-TRANSQUAL: a service quality 
model of public land transport services", International Journal of 
Quality & Reliability Management, Vol. 32 Iss 6 pp. 534 – 558. 
http://dx.doi.org/10.1108/IJQRM-06-2013-0094 

Bandyopadhyay, N. (2015), “Classification of service quality attributes 
using Kano’s model", International Journal of Bank Marketing, Vol. 
33 Iss 4 pp. 457 – 470. http://dx.doi.org/10.1108/IJBM-02-2014-0029 

Barabino, B., Deiana, E., Tilocca. (2012), "Measuring service quality in 
urban bus transport: a modified SERVQUAL approach", International 
Journal of Quality and Service Sciences, Vol. 4 Iss 3 pp. 238 – 252. 
http://dx.doi.org/10.1108/17566691211269567 

Berger, C. et al. (1993). Kano’s methods for understanding customer-
defined quality. Center for Quality Management Journal (Fall), 3-35. 

BPS. (2015). Komuter DKI Jakarta Tahun 2014. Badan Pusat Statistik. 
Berita Resmi Statistik Provinsi DKI Jakarta No.12/02/31/Th.XVII, 16 
Februari 2015 

Brandt, J.C.M. (2014). Applying the SERVQUAL model to describe the 
satisfaction of the Aviva Company’s employees in Dublin, Ireland, 
regarding to the canteen service quality in their workplace. [Master 
Thesis]. Dublin: Dublin Business School 



78 
 

Caruana, A., Ewing, M.T. and Ramaseshan, B. (2000), “Assessment of 
the three-column format SERVQUAL: an experimental approach”, 
Journal of Business Research, Vol. 49 Nos 11/12, pp. 57-65. 

Chen, M., Chang, K., Hsu, C., Yang I. (2011),"Understanding the 
relationship between service convenience and customer satisfaction 
in home delivery by Kano model", Asia Pacific Journal of Marketing 
and Logistics, Vol. 23 Iss 3 pp. 386 – 410. 
http://dx.doi.org/10.1108/13555851111143277 

Cronin, J.J., Taylor, S.A. (1992), “Measuring service quality: a re-
examination and extension”,Journal of Marketing, Vol. 56 No. 3, pp. 
55-68. 

De Vaus, D. 2002. Analyzing Social Science Data. London: Sage 
Publications. 

Dishub DKI Jakarta. (2015). Data Pertambahan Jumlah Kendaraan 
Bermotor DKI Jakarta. Retrieved August 8, 2015, from: 
http://data.jakarta.go.id/no/dataset/data-pertambahan-jumlah-
kendaraan-bermotor-dki-jakarta 

Eggers, W.D., Macmillan, P. (2013). Why Governments Should Get 
Behind Ridesharing. Harvard Business Review. Retrieved August 7, 
2015, from: https://hbr.org/2013/11/why-governments-should-get-
behind-ridesharing 

Field, A. 2009. Discovering Statistics Using SPSS: Third Edition. London: 
Sage Publications 

Freischlad, N. (2015). Mengapa Ojek Tradisional Membenci Go-Jek dan 
GrabBike. Retrieved September 29, 2015, from: 
https://id.techinasia.com/mengapa-ojek-benci-go-jek-dan-grabbike/ 

Gagliano, K.B., Hathcote, J. (1994), “Customer expectations and 
perceptions of service quality in retail apparel specialty stores”, 
Journal of Services Marketing, Vol. 8 No. 1, pp. 60-69. 
http://dx.doi.org/10.1108/08876049410053311 

Hair, J.F., Black, W.C., Babin, B.J., Anderson, R.E. (2009). Multivariate 
Data Analysis: Seventh Edition. New Jersey: Prentice Hall 

Horsu, E.N., Yeboah, S.T. (2015), “Influence of service quality on 
customer satisfaction: A study of minicab taxi services in Cape 
Coast, Ghana”, International Journal of Economics, Commerce and 
Management, Vol. III Issue 5, May 2015 

Iacobucci, D., Ostrom, A. and Grayson, K. (1995), ``Distinguishing service 
quality and customer satisfaction: the voice of the consumer'', 
Journal of Consumer Psychology, Vol. 4 No. 3, pp. 277-303. 



79 
 

Kano, N., Seraku, N., Takahashi, F., Tsjui, S. (1984). "Attractive quality 
and must-be quality", Hinhitsu, Vol. 14, No.2, pp. 147-156 

Kheng, L.L., Mahamad, O., Ramayah, T., Mosahab, R. (2010), “The 
Impact of Service Quality on Customer Loyalty: A Study of Banks in 
Penang, Malaysia”.   International Journal of Marketing Studies, Vol. 
2 no. 2 

Lai, F., Hutchinson, J., Li, D., Bai, C. (2007), "An empirical assessment 
and application of SERVQUAL in mainland China's mobile 
communications industry", International Journal of Quality & 
Reliability Management, Vol. 24 Iss 3 pp. 244 – 262. 
http://dx.doi.org/10.1108/02656710710730852 

Marmorstein, H., Grewal, D., Fishe, R.P.H. (1992), “The Value of Time 
Spent in Price-Comparison Shopping: Survey and Experimental 
Evidence,” Journal of Consumer Research, 02/1992 19 (1), 52–61. 

Mattila, M., Karjaluoto, H., Pento, T. (2003), “Internet banking adoption 
among mature customers: early majority or laggards?” Journal of 
Services Marketing, Vol. 17 No 5, pp. 514-528. 
http://dx.doi.org/10.1108/08876040310486294 

Matzler, K.,Hinterhuber, H.H. (1998), “How to make product development 
projects more successful by integrating Kano’s model of customer 
satisfaction into quality function deployment”, Technovation, Vol. 18 
No. 1, pp. 25-38. 

Mikulic, J., Prebezac, D. (2011), “A critical review of techniques for 
classifying quality attributes in the Kano Model”, Managing Service 
Quality: An International Journal, Vol. 21 Iss 1 pp. 46-66. 

Mitchell, S. (1994) "Technophiles and Technophobes," American 
Demographics, Vol. 16, No. 2:36-41.  

Mohammad, A.A.S., Alhamadani, S.Y.M. (2001). Service Quality 
Perspectives and Customer Satisfaction in Commercial Banks 
Working in Jordan. Middle Eastern Finance and Economics. 
EuroJournals Publishing, ISSN: 1450-2889 Issue 14. 

Nebengers. (2014). Dukung Ride sharing apps Nebengers di Ciptamedia. 
Retrieved August 7, 2015, from: http://www.nebengers.com/ride-
sharing-apps-nebngers-di-ciptamedia. 

Nielsen. (2014). Asia Pasific Consumers Embrace The Share Economy. 
The Nielsen Company. Retrieved August 8, 2015, from: 
http://www.nielsen.com/apac/en/insights/news/2014/asia-pacific-
consumers-embrace-the-share-economy.html 



80 
 

Oh, J., Yoon, S., Park, B. (2012), "A structural approach to examine the 
quality attributes of e-shopping malls using the Kano model", Asia 
Pacific Journal of Marketing and Logistics, Vol. 24 Iss 2 pp. 305 – 
327. http://dx.doi.org/10.1108/13555851211218075 

Parasuraman, A, Zeithaml, V, & Berry, L (1985), 'A Conceptual Model of 
Service Quality and Its Implications for Future Research', Journal Of 
Marketing, 49, 4, pp. 41-50, Retrieved August 6, 2015. 

Parasuraman, A., Berry, L.L., Zeithaml, V.A. (1988). "SERVQUAL: A 
multiple-item scale for measuring consumer perceptions of service 
quality", Journal of Retailing, Vol. 64 No. 1, pp. 12-40 

Pérez, M.S., Abad, J.C.G., Carrillo, G.M.M., Fernández, R.S. 
(2007),"Effects of service quality dimensions on behavioural 
purchase intentions", Managing Service Quality: An International 
Journal, Vol. 17 Iss 2 pp. 134 – 151 
http://dx.doi.org/10.1108/09604520710735164 

PT KCJ. (2015). Penumpang KRL Naik Hampir Dua Kali Lipat, PT KCJ 
Gencarkan THB Dan KMT. Retrieved August 8, 2015, from: 
http://www.krl.co.id/BERITA-TERKINI/penumpang-krl-naik-hampir-
dua-kali-lipat-pt-kcj-terus-gencarkan-sosialisasi-thb-dan-kmt.html 

Randheer, K., Al-Motawa, A.A., Vijay, P. (2011), “Measuring Commuters’ 
Perception on Service Quality Using SERVQUAL in Public 
Transportation”, International Journal of Marketing Studies, Vol. 3, 
No. 1, February 2011 

Rassman, C.J. (2014). Regulating Rideshare Without Stifling Innovation: 
Examining the Drivers, the Insurance “Gap,” and Why Pennsylvania 
Should Get on Board. Journal of Technology Law & Policy, Volume 
XV – Fall 2014 ISSN 2164-800X. Retrieved August 7, 2015, from: 
http://dx.doi.org/10.5195/tlp.2014.158 

Saranow, J. (2006). Carpooling for Grown-Ups. Wall Street Journal. 
Retrieved August 8, 2015, from: 
http://www.wsj.com/articles/SB113884611734062840 

Sauerwein, E., Bailom, F., Matzler, K. and Hinterhuber, H.H. (1996), “The 
Kano model: how to delight your customers”, International Working 
Seminar on Production Economics, Innsbruck/Igls/Austria, February 
19-23, pp. 313-327, (accessed May 20, 2014). 

Schrank, D., Lomax, T. (2002). The 2002 Urban Mobility Report. Texas 
Transportation Institute, The Texas A&M University System.  

Sekaran, U., Bougie, R. (2013). Research Methods for Business: A Skill-
Building Approach, 6th Edition. United Kingdom: John Wiley & Sons 
Ltd. 



81 
 

Sharma, R.K. (2004). Urban Sociology. New Delhi: Atlantic Publisher and 
Distributors 

Shen, X.X., Tan, K.C., and Xie, M. (2000), “An integrated approach to 
innovative product development using Kano’s model and QFD”, 
European Journal of Innovation Management, Vol. 3 No. 2, pp. 91-
99.  

Sivadas, E., Baker-Prewitt, J.L. (2000), "An examination of the relationship 
between service quality, customer satisfaction, and store loyalty", 
International Journal of Retail & Distribution Management, Vol. 28 Iss 
2 pp. 73 – 82. http://dx.doi.org/10.1108/09590550010315223 

Stafford, M.R. (1996), “Demographic discriminators of service quality in 
the banking industry", Journal of Services Marketing, Vol. 10 Iss 4 
pp. 6 - 22. http://dx.doi.org/10.1108/08876049610124554 

Tan, K.C., Pawitra, T.A. (2001),"Integrating SERVQUAL and Kano’s model 
into QFD for service excellence development", Managing Service 
Quality: An International Journal, Vol. 11 Iss 6 pp. 418 – 430. 
Retrieved August 6, 2015, from: 
http://dx.doi.org/10.1108/EUM0000000006520 

Tangphaisankun, A. (2010). A Study In Integrating Paratransit As A 
Feeder Into Mass Transit Systems In Developing Countries: A Study 
In Bangkok. Graduate School of Engineering. [Doctoral Dissertation]. 
Yokohama National University 

Telegraph Research. (2014). Quantitative Analysis of Pooled Ridesharing. 
Retrieved August 7, 2015, from: 
http://www.telegraphresearch.com/ridesharing 

Toppa, S. (2015). These Cities Have The Worst Traffic in the World, Says 
a New Index. Retrieved August 7, 2015, from: 
http://time.com/3695068/worst-cities-traffic-jams/ 

Victoria Transport Policy Institute. (2015). Ridesharing: Carpooling and 
Vanpooling. Retrieved August 7, 2015, from: 
http://www.vtpi.org/tdm/tdm34.htm 

Walsh, G., Evanschitzky, H., Wunderlich, M. (2008), "Identification and 
analysis of moderator variables", European Journal of Marketing, 
Vol. 42 Iss 9/10 pp. 977 – 1004. 
http://dx.doi.org/10.1108/03090560810891109 

Walsh, G., Mitchell, V.W. (2005), “Demographic characteristics of 
consumers who find it difficult to decide”, Marketing Intelligence & 
Planning, Vol. 23 No. 3, pp. 281-95. 



82 
 

Wen, C.-H., Lan, L.W. and Cheng, H.-L. (2005), “Structural equation 
modelling to determine passenger loyalty toward intercity bus 
services”, Journal of the Transportation Research Board, Vol. 1927, 
pp. 249-255. 

Widiawan, K., Irianty. (2004). Pemetaan Preferensi Konsumen 
Supermarket Dengan Metode Kano Berdasarkan Dimensi 
SERVQUAL. Jurnal Teknik Industri vol. 6, no. 1, Juni, 2004. Fakultas 
Teknologi Industri, Universitas Kristen Petra. 

Zeithaml, V.A., Berry, L.L., Parasuraman, A. (1996), “The behavioral 
consequences of service quality”, Journal of Marketing, Vol. 60 No. 
2, pp. 31-46. 

Zhao, M., Dholakia, R.R. (2009), "A multi-attribute model of web site 
interactivity and customer satisfaction", Managing Service Quality: 
An International Journal, Vol. 19 Iss 3 pp. 286 – 307. 
http://dx.doi.org/10.1108/096045209109553 




