77

REFFERENCES

Amoako, G. K. 2012. Improving Customer Service in the Banking Industry-Case
of Ghana Commercial Bank (GCB)-Ghana. International Business
Research Vol. 5, No. 4; April 2012

Bena, Irina, 2010. Evaluating Customer Satisfaction in Banking Service.
Management & Marketing 2010 Vol. 5, No. 2, pp. 143-150

Boghdan and Biklen. 1992. Qualitative Research for Education. USA: A Division
of Simon and Schuster

Brown And Levinson, S. 1987. Universal in language Usage: Politeness
Phenomena. Cambridge University.

Clark, C. 2008. Is Courtesy Enough? ‘Solidarity’ in Call Center Interactions.
Ross School of Business Working Paper Series Working Paper No. 1103
May 2008. University of Michigan

Cutting, J. 2002. Pragmatics and Discourse. New York. Routledge.

Cresswell, J. 1998. Qualitative Inquiry and Research Design. United States of

America: Sage Publications

Emdelellah, Omar Muhammad Farhat, 2013. Gender, Power, Politeness and
Women in the Arab Society. 1J-ELTS: International Journal of English
Language & Translation Studies. Sheba: Lybia.

Gilmour, R. 1999. Act Public Service Customer Service Standards

Canberra: Australian Capital Territory Government.



78

Hasibuan, A. 2012. Politeness Strategies of Gender Differencs in Batak Mandailing.
Unpublished. Thesis. Medan. English Applied Linguistics Study Program.

Postgraduate School. State University of Medan.

Held, G. 1999, Submission Strategies as an Expression of the Ideology of
Politeness: Reflections on the Verbalization of Social Power relations.

Journal of International Pragmatics Association (IPrA), Vol.9.No.1.

p.21.

Javadi, M.H.M, 2012. Gaps of Service Quality in Private Banks Customers
Regarding SERVQUAL in Isfahan, Iran. Journal of Sociological

Research. ISSN 1948-5468 2012, Vol 3, No. 2.
Lincoln &Guba, 1985. Trustworthiness.accessed on 22" June 2012.
Lucas 2005. Global Journal of Management and Business Research

Mahmoud, A. 2013. An Analysis of Apology as a Politeness Strategy Expressed
by Jordanian University Students. International Journal of Humanities

and Social Science: Vol.3 No.2

Miles and Huberman. 1984. Qualitative Data Analysis. California: Sage

Publication, Inc.

Milss, S. 2003 Gender and Politeness. Cambridge:Cambridge University Press

Olaleke, O. 2010. Assessing The Relationship Between Service Quality and
Customer Satisfaction; Evidence from Nigerian Banking Industry. Global

Journal of Management and Business Research. Vol. 10 Issue 3 (Ver 1.0)

June 2010

Owusu-Frimpong, N. 1999. Patronage Behaviour of Ghanaian Bank Customers.
International Journal of Bank Marketing, 17(7), 335-341



79

Panjaitan, N. 2015. Politeness Strategies of Male and Female Differences in
Customer Services Mandiri Bank. Unpublished. Thesis. Medan. English
Applied Linguistics Study Program. Postgraduate School. State

University of Medan.

Penfold, P. 2014. Tourism and Hospitality Studies Customer Relations and
Services. The Hong Kong Polytechnic University and PSHE Section,
Curriculum Development Institute. Hongkong

Potluri, R. M., & Mangnale, V. S. 2011.Critical Factors of Customer Satisfaction
in Ethiopian Service Sector. Asian Journal of Business Management,
3(1), 1-7.

Ramadhani, P. 2015. Politeness Strategies and Gender Differences in Javanese
Indirect Speech Acts. Unpublished. Thesis. Medan. English Applied
Linguistics Study Program. Postgraduate School. State University of
Medan.

Reiter, R. M 2000. Linguistic Politeness in Britain and Uruguay: A Contrastive

Study of request and Apologies. Amsterdam: John Benjamins

Rozman,Z.K 2005. The Role of Politeness in Bussiness Discourse.Jezik U

Drustvenojlnterakcij.

Sudiono, L. 2012. Bank Mandiri Tinggal

Kenangan. (http://www.kompasiana.com) accessed on 7™ August 2012.

Yule. G. 1996. The Pragmatics of Politeness in Scientifics Articles in Applied
Linguistics. New York : Oxford University.

Zeithaml, A., Valarie, B., & Mary, J. 2003. Services Marketing (3rd ed.). New
York: McGraw-Hill.


http://www.kompasiana.com/

80

Khotimah, N. 2012.Kecewa dengan Pelayanan Bank BRI Duri- Riau,

(http://www.kompas.com) accessed on 7" August 2012.

Saheed, A. 2015. Diploma in Customer Service. University of Ibadan
(https://ibadan.academia.edu/AdedokunSaheed). Accessed on April 2015

Sudiono, L. 2012. Bank Mandiri Tinggal
Kenangan. (http://www.kompasiana.com) accessed on 7 August 2012.



http://www.kompas.com/
https://ibadan.academia.edu/AdedokunSaheed
http://www.kompasiana.com/

