
 

 

 

DAFTAR PUSTAKA 

Arifianto, E. Y., & Choiri, M. (2018). Pemanfaatan E-commerce dalam 

Pembelajaran Manajemen Usaha Kecil dan Menengah. 

Amalia, I. P. (2020). Pengaruh E-service quality Terhadap E-Customer Loyalty 

Pada Aplikasi KAI Access Melalui Customer Satisfaction Sebagai Variabel 

Intervening. 

Armstrong, G., & Kotler, P. (2017). Principles of Marketing. 17th red. New York 

Atmojo, J.J.T., & Widodo, T. (2021). Pengaruh E-service quality Terhadap E- 

customer Loyalty Melalui E-customer Satisfaction Sebagai Variabel 

Intervening Pada Aplikasi Tiket.com. eProceedings of Management. 8(5), 

4519. 

Bhat, Suhail & Darzi, Mushtaq & Hussain, Shakir. (2018). Antecedents of Customer 

Loyalty in Banking Sector: A Mediational Study. Vikalpa: The Journal for 

Decision Makers. 43. 92-105. 10.1177/0256090918774697. 

Chang, H. H., & Wang, H. (2011), The moderating effect of customer perceived 

value on online shopping behaviour, Online Information Review, 35(3), pp. 

333-359. https://doi.org/10.1108/14684521111151414 

Putra Dewa, B., & Setyohadi, D. B. (2017). Analisis Dampak Faktor Customer 

Relationship Management Dalam Melihat Tingkat Kepuasan Dan Loyalitas 

Pada Pelanggan Market Place di Indonesia. In TELEMATIKA (Vol. 14, Issue 

01). 

Drajat Edy, K. (2017). Pengaruh Intensitas Bermain Game Online Terhadap 

Perilaku Procrastinating Akademik Pada Mahasiswa Bimbingan dan 

Konseling Universitas Yogyakarta PGRI. Jurnal Konseling GUSJIGANG, 

3(1). https://doi.org/10.24176/jkg.v3i1.1120 

Fitriani, A. (2018). Pengaruh E-Trust dan E-service quality Terhadap E-loyalty 

Dengan E-satisfaction Sebagai Variabel Intervening (Studi Pada Pengguna E- 

Commerce C2C Shopee). 

Fitra, R. (2017). Effect of Satisfaction on Customer Loyalty in Bimbel Tiki Taka 

Bekasi Indonesia. International Journal of Advanced Engineering, 

Management and Science (IJAEMS). 3(11), 

https://dx.doi.org/10.24001/ijaems.3.11.2 

 

 

 

 

 
 

71 

https://dx.doi.org/10.24001/ijaems.3.11.2


72 
 

 

 

 

 

 

 

 

Fawaid, J., & Siregar, K.R. (2021). Pengaruh E-service quality Pada Aplikasi 

Shopee Terhadap E-customer Satisfaction Dengan Menggunakan Information 

System Success Model. eProceedings of Management. 8(5), 4492. 

Francés, S. David & Piqueras-Tomás, Lidia. (2019). The effects of corporate social 

responsibility on consumer loyalty through consumer perceived value. 

Economic Research-Ekonomska Istraživanja. 32. 66-84. 

10.1080/1331677X.2018.1547202. 

Harzaviona, Y. & Syah, T.Y.R (2020). Effect of Customer Satisfaction on Customer 

Loyalty and Marketing Organization Performance in B2B Market Over Heavy 

Equipment Company. Journal of Multidiciplinary Academic. 4(4), pp.242 

Hasnah, F., & Suyanto, A. (2020). Fitri Hasnah 1) , AMA Suyanto 2) Analysis 

Perbandingan E-service quality di Industri Mobile Banking (Studi Kasus Pada 

Bank BCA dan Bank Mandiri).  Jurnal Mitra Manajemen (JMM Online). 4(7), 

1014–1024. 

Hendra, T., Djawahir Helmy, A., & Djazuli, A. (2017). Pengaruh Nilai, Kualitas 

Pelayanan, Pengalaman Pelanggan Terhadap Kepuasan dan Loyalitas 

Pelanggan (Studi Kasus Pada Giant Supermarket Sawojajar, Kota Malang). 

Bisnis Dan Manajemen, Vol. 4 No. 2, 129–141. 

Hutama, F.I. & Hutami, R.R. (2021). Pengaruh E-service quality Terhadap 

Kepuasan Dan Loyalitas Pelanggan Pada Jd.id (studi Kasus Pada Pelanggan 

Di Bandung). eProceedings of Management. 8(4), 3194. 

 

Khan, M. A., Zubair, S. S., & Malik, M. (2019). An assessment of e-service quality, 

e-satisfaction and e-loyalty: Case of online shopping in Pakistan. South Asian 

Journal of Business Studies, 8(3), 283–302. https://doi.org/10.1108/SAJBS- 

01-2019-0016 

Laksita, A.S., & Pradana, M. (2021). Pengaruh Harga Dan E-service quality 

Terhadap Kepuasan Pelanggan Traveloka Di Yogyakarta. e-Proceedings of 

Management. 8(5), 6066. 

Leninkumar, Vithya. (2017). The Relationship between Customer Satisfaction and 

Customer Trust on Customer Loyalty. International Journal of Academic 

Research in Business and Social Sciences. 7. 450-465. 10.6007/IJARBSS/v7- 

i4/2821. 

https://doi.org/10.1108/SAJBS-01-2019-0016
https://doi.org/10.1108/SAJBS-01-2019-0016


73 
 

 

 

 

 

 

 

 

Lestari, W., Musyahidah, S., Istiqamah, R., Syariah, J. E., Ekonomi, F., Islam, B., 

& Palu, I. (2019). Strategi Marketing Mix Dalam Meningkatkan Usaha 

Percetakan Pada CV. Tinta Kaili Dalam Perspektif Ekonomi Islam. In Jurnal 

Ilmu Ekonomi dan Bisnis Islam (Vol. 1, Issue 1). 

Melinda. (2017). Pengaruh E-service quality Terhadap E-loyalty pelanggan Go-jek 

Melalui E-satisfaction pada Kategori Go-ride, Vol. 5, No. 1. 

Nawang Sigit, K., Soliha, E., & Stikubank Semarang Jl Kendeng Bendan Ngisor 

Semarang, U. v. (2017). | 157 | Kualitas Produk dan Kualitas Layanan 

Terhadap Kepuasan dan Loyalitas. In Jurnal Keuangan dan Perbankan

 (Vol. 21, Issue1).http://jurnal.unmer.ac.id/index.php/jkdp 

Ong Soo Ting, M. S. (2016). E-service quality, E-satisfaction. IOP Conf. Ser.: 

Mater. Sci.Eng. 131 012012. 

Panjaitan, R. (2018). Manajemen Pemasaran (Sukorno, Ed.). Sukarno Pressindo. 

Paramita, C., & Nugroho, S.S. (2014). Pengaruh Kualitas Layanan pada Kepuasan 

dan Loyalitas Konsumen Pembelanjaan Daring (Keterlibatan Produk Sebagai 

Pemoderasi). Jurnal Siasat Binis. 18(1), 100-117 

Prihadi, D., & Susillawati Dwita, A. (2018). Pengaruh Kemampuan E-commerce 

dan Promosi di Media Sosial Terhadap Kinerja Pemasaran, Vol. 3, No. 1, 15–

20. 

Putra Baistamal, R., & Martini2, E. (2019). E-service quality Effect on Customer 

Satisfaction and Loyalty in Go-jek Online Transportation Application. 

Sugiyono. (2016). Metode Penelitian Kuantitatif, Kualitatif dan R&D. Bandung: 

Alvabeta Cv. 

Sugiyono. (2018). Metode Penelitian Evaluasi. Bandung: Alvabeta CV 

Sugiyono. (2019). Metode Penelitian Kuantitatif, Kualitatif dan R&D. Bandung: 

Alvabeta CV 

Sasono, I., Jubaedi, A. D., Novitasari, D., Wiyono, N., Riyanto, R., Oktabrianto, O., 

Jainuri, J., & Waruwu, H. (2021). The Impact of E-service quality and 

Satisfaction on Customer Loyalty: Empirical Evidence from Internet Banking 

http://jurnal.unmer.ac.id/index.php/jkdp


74 
 

 

 

 

 

 

 

 

Users in Indonesia. Journal of Asian Finance, Economics and Business, 8(4), 

465–473. https://doi.org/10.13106/jafeb.2021.vol8.no4.0465 

Solimun, S. and Fernandes, A.A.R. (2018), "The mediation effect of customer 

satisfaction in the relationship between service quality, service orientation, and 

marketing mix strategy to customer loyalty", Journal of Management 

Development, Vol. 37 No. 1, pp. 76-87. https://doi.org/10.1108/JMD-12- 

2016-0315 

Supriyanto, A., Wiyono, B.B & Burhanuddin, B. (2021) Effects of service quality 

and customer satisfaction on loyalty of bank customers, Cogent Business & 

Management, 8:1, DOI: 10.1080/23311975.2021.1937847 

Tobagus, A. (2018). Pengaruh E-service quality Terhadap E-satisfaction pada 

Pengguna di Situs Tokopedia (Vol. 6, Issue 1). 

Ulum, F., Muchtar, R., & Kunci, K. (2018). Pengaruh E-service quality Terhadap 

E-customer Satisfaction Website Start-up Kaosyay (Vol. 12, Issue 2). 

Yacub, R., & Mustajab, W. (2020). Analisis Pengaruh Pemasaran digital (Digital 

Marketing) Terhadap Brand Awareness Pada E-commerce (Vol.12,Issue 2). 

http://ejournal.upi.edu/index.php/manajerial/ 

David, D. (2018). Pengaruh E-service quality terhadap Loyalitas Pelanggan melalui 

Kepuasan Pelanggan pada Transportasi Online Grab. Agora, 6(2), 95–100. 

Diambil dari http://publication.petra.ac.id/index.php/manajemen- 

bisnis/article/view/7720 

Hair, J. ., Sarstedt, Hopkins, & Kuppelwieser. (2014). Partial least squares structural 

equation modeling (PLS-SEM) An emerging tool in business research. 

European Bussiness Review, 26(2), 106–121. 

Hidayat, R., & Anasis, N. S. (2020). Analysis of E-service quality on Website E- 

Commerce on E-Customer Satisfaction. Atlantis Press, 298, 90–94. 

https://doi.org/10.2991/assehr.k.200813.022 

Jacqueline, B. (2016). The impact of e-quality to e-loyalty and e-satisfaction at 

Zalora. Calyptra, 5(1), 1–17. 

Nasution, H., Fauzi, A., & Rini, E. S. (2019). The effect of e-service quality on e- 

loyalty through e-satisfaction on students of Ovo application users at the 

Faculty of Economics and Business, University of North Sumatra, Indonesia. 

European Journal of Management and Marketing Studies, 4(1), 146–162. 

Raza, S. A., Umer, A., Qureshi, M. A., & Dahri, A. S. (2020). Internet banking 

service quality, e-customer satisfaction and loyalty: the modified e

https://doi.org/10.13106/jafeb.2021.vol8.no4.0465
https://doi.org/10.1108/JMD-12-2016-0315
https://doi.org/10.1108/JMD-12-2016-0315
http://ejournal.upi.edu/index.php/manajerial/
http://publication.petra.ac.id/index.php/manajemen-


75 

 

Rita, P., Oliveira, T., & Farisa, A. (2019). The impact of e-service quality and 

customer satisfaction on customer behavior in online shopping. Heliyon, 5(10), 

e02690. 

Saraswati, A., & Indriani, F. (2021). Effect e-service quality on customer 

satisfaction and impact on repurchasein lazada indonesia’s online selling in the city 

of semarang. International Journal of Economics, Business and Accounting 

Research (IJEBAR), 5(3), 1203–1215. 

Sholihin, M., & Ratmono, D. (2021). Analisis SEM-PLS dengan WarpPLS 7.0 

untuk Hubungan Nonlinier dalam Penelitian Sosial dan Bisnis. Yogyakarta: 

Penerbit Andi. 

Tjiptono, F. (2016). Service, quality & satisfaction. Yogyakarta: Andi Offset. 

Wijiutami, S. S., & Octavia, D. (2017). Pengaruh E-service quality terhadap E- 

satisfaction serta Dampaknya pada E-loyalty Pelanggan E-commerce C2c di Kota 

Jakarta dan Bandung. eProceedings of Management, 4(3). 

Wilis, R., & Nurwulandari, A. (2020). The effect of E-service quality, E-Trust, 

Price and Brand Image Towards E-satisfaction and Its Impact on E-loyalty of 

Traveloka’s Customer. Jurnal Ilmiah MEA (Manajemen, Ekonomi, & Akuntansi), 

4(3), 1061-1099. https://doi.org/10.31955/mea.vol4.iss3.pp1061-1099 

Wirapraja, A., Aribowo, H., & Setyoadi, E. T. (2021). The Influence of E-

service quality, and Customer Satisfaction On Go-Send Customer Loyalty In 

Surabaya. Indonesian Journal of Information Systems, 3(2), 128–137. 

https://doi.org/10.24002/ijis.v3i2.4191


