
 
 

DAFTAR PUSTAKA 

 

Alda G,R., and Resckhe, w. 1997. Employee Value added. New York. Center for 

Organizational Effectiveness Inc. 

Bell, Simon J. (2004). “Raising The Bar of Service Quality: The Role of Salesperson-

Organizational Relationship, Organozational Citizenship Behavior”, Bulent Menguc 

Departemen of Management University of Melbourne, no. 2, pp 1-22. 

Castro, Carmen Barroso, Enrique Martin Armario & David martin Ruiz, (2004). “The 

Influence of Employee Citizenship Behavior on Customer Loyalty”, International 

Journal of Service Industry Management,  vol. 15, no.1, pp. 27-54. 

Dyne, L. Van, et. Al. 1994. Organizational Citizenship Behaviour: Construct Redefinition, 

Measurement and Validation. Academy of Management Journal, 37, 765-802. 

Gonzales, Jose, Varela dan Garazo, Teresa, Gracia. 2006. Structural Relationship Between 

Organizational Service Orientation, Contact Employee Job Satisfaction and 

Citizenship Behaviour. International Journal of Service Indsutry Management. 

Hasibuan, 2001. “Manajemen Sumber Daya Manusia, Pengertian dan Masalah,”Edisi 

Review Bumi Aksara. Jakarta. 

Hui, C., Lam, S.S.K., Schaubroeck, J., 2001, “Can Good Citizens Lead the Way in 

Providing Quality Service? A Field Quasi Experiment”, academy of management 

Journal, Vol. 44  No 5 p. 988-995. 

Jewett, Melissa dan Scholar, McNair. 2003. Human Resources Management Influence on 

Organizational Citizenship Behaviour. University of Wisconsin-Milwaukee. 

ADLN - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

TESIS PENGARUH KEPUASAN ... YUSNI KUSWANTO



 
 

Luthans, Fred. 1995. Organizational Behaviour. 7th Edition. Singapore: McGrawHill Inc. 

Luthans, F, 2008. Organizational Behaviour, McGraw-Hill International. 

Mathis, R. L., dan J.H. Jackson, 2000, Manajemen Sumber Daya Manusia, buku 1 dan 

buku 2, Terjemahan, Salemba Empat, Jakarta. 

Meyer, J.P. & Allen, N.J. (1991). A Tree-component conceptualitazation of organizational 

commitment. Human Resources Management Review,1, 61-89. 

Mowday, Richard T. and Richard M. Steers., Lyman W. Poter. 1979. The Measurement of 

Organizational Commitment: Journal of Vocational Behaviour 14, 224-247 (1979): 

University of Oregon and University of California at Irvine. 

Murphy, Gregory, et al. 2002. Job Satisfaction and Organizational Citizenship Behaviour: 

A Study of Australian Human-Service Professional. Journal of Managerial 

Psychology: 2002; 17,4; ABI/INFORM Global. 

Olorunniwo, F., Hsu, M.K., Udo, G.F., 2006, “Service Quality, Customer Satisfaction, and 

Behaviour Intentions in the Service Factory”  Journal of Service Marketing, vol 20 

No.1, p.59-72. 

Organ, D.W. (1998), Organizational Citizenship Behaviour: The Good Soldier Syndrome, 

Lexington, MA. 

Organ, Dennis W.,  et.al. (2006) Organizational Citizenship Behavior. Its Nature, 

Antecendents, and Consequences. California: Sage Publications, Inc. 

Pierce, John L. and Gardner, Donald G. 2002. Management and Organizational Behaviour. 

United State of America: South-Western. 

ADLN - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

TESIS PENGARUH KEPUASAN ... YUSNI KUSWANTO



 
 

Podsakoff P.M., Mckenzie, S.B., Paine, J.B. and Bachbrach, D.G. 2000. Organizational 

Citizenship Behaviour: A Critical Review of The Theoritical and Experience and 

Suggestion for Future Research, Journal of Management, 26(3), pp. 513-563. 

Robbins dan Judge. 2008. Perilaku Organisasi, buku 1, cetakan 12. Salemba Empat, 

Jakarta 

Robbins, Stephen P. (2001). Perilaku Organisasi Konsep Kontroversi Aplikasi, Edisi 8, 

Jilid 1, Terjemahan, Jakarta : Prehalindo. 

Yoon, M.H., and Suh, J., 2003, “Organizational citizenship behaviors and service quality 

as external effectiveness of contact employees”, Journal of Businees Research 56 p. 

597-611. 

ADLN - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

TESIS PENGARUH KEPUASAN ... YUSNI KUSWANTO




