
88 
 

DAFTAR PUSTAKA 

Oliver, R.L. 1980. A Cognitive Model of The Antecedents and Consequences of Sat-

isfaction Decisions. Journal of Marketing Research, 17. 

Caruana, A. (2002). Service loyalty. European Journal of Marketing, 36(7/8), 811–

828. https://doi.org/10.1108/03090560210430818 

Fitzsimmons, J. A., & Fitzsimmons, M. J. (2001). Service Management: 

Operations, Strategy, Information Technology with Student CD. 

Gilbert, C., Kristjuhan, A., Winkler, G. S., & Svejstrup, J. Q. (2004). Elongator 

interactions with nascent mRNA revealed by RNA immunoprecipitation. 

Molecular Cell, 14(4), 457–464. https://doi.org/10.1016/S1097-

2765(04)00239-4 

Hevner, A. R., March, S. T., Park, J., & Ram, S. (2004). Design science in 

information systems research. MIS Quarterly: Management Information 

Systems, 28(1), 75–105. https://doi.org/10.2307/25148625 

Johnston, R., & Clark, G. (2005). Service operations management : improving 

service delivery. In Service operations management : improving service 

delivery. 

Kaban, I. E. (2009). Tata Kelola Teknologi Informasi (It Governance). CommIT 

(Communication and Information Technology) Journal, 3(1), 1. 

https://doi.org/10.21512/commit.v3i1.505 

KHOMSIYAH, & Inriantoro, N. (2000). Metodologi Penelitian Akuntansi 

Keperilakuan: Pendekatan Filsafat Ilmij. Jurnal Bisnis Dan Akuntansi, 2(2), 

89–102. 

Melani, Y. I. (2019). Sistem Pengaduan Layanan Akademik Menggunakan 

Responsive Web Design. Jurnal Sisfokom (Sistem Informasi Dan Komputer), 

8(1), 39–45. https://doi.org/10.32736/sisfokom.v8i1.597 



89 
 

Peprah, A. A., & Atarah, B. A. (2014). Assessing Patient’s Satisfaction using 

SERVQUAL Model: A Case of Sunyani Regional Hospital, Ghana. 

International Journal of Business and Social Research, 4(2), 133–143. 

https://doi.org/10.18533/ijbsr.v4i2.404 

Rahman, M. S., Khan, A. H., & Mahmudul Haque, M. (2012). A conceptual study 

on the relationship between service quality towards customer satisfaction: 

Servqual and gronroos’s service quality model perspective. Asian Social 

Science, 8(13), 201–210. https://doi.org/10.5539/ass.v8n13p201 

Romahtin, I., & Andjawati, A. L. (2019). Pengaruh Kualitas Layanan dan 

Kemudahan Penggunaan terhadap Niat Beli Ulang dengan Kepuasan sebagai 

Variabel Mediasi. Jurnal Ilmu Manajemen, 7(1), 104–112. 

Shah, U. e. M., & Chiew, T. K. (2019). A systematic literature review of the design 

approach and usability evaluation of the pain management mobile applications. 

Symmetry, 11(3). https://doi.org/10.3390/sym11030400 

Tampilan Perancangan User Experience Aplikasi Marketplace Paket Wisata 

Indonesia untuk Wisatawan Lokal.pdf. (n.d.). 

Tarbiyah, S. (2017). Shautut Tarbiyah, Ed. Ke-37 Th. XXIII, November 2017. 

November, 120–134. 

Yamit. (2015). 97075-ID-analisis-pengaruh-kualitas-layanan-terha.pdf. 

Yulianto, A. (2012). Meningkatkan Kualitas Jasa Penerbangan Indonesia 

Pascainsiden Kecelakaan Pesawat Terbang. Jurnal Dinamika Manajemen, 1(2), 

1–8. 

Yuniar, S. S., Arijanto, S., & Liansari, G. P. (2014). Usulan Perbaikan Kualitas 

Pelayanan Jasa Pengiriman Paket Berdasarkan Hasil Pengukuran 

Menggunakan Metode Service Quality ( Servqual ) Di PT.X*. Jurnal Online 

Institut Teknologi Nasional, 02(02), 98–109. 



90 
 

 

Parasuraman, A., Zeithaml, V.A., & Berry, L.L. 1985. A Conceptual Model of Ser-

vice quality And Its Implications for Future Research. The Journal of Marketing, 49. 

Zeithaml, V.A., Berry, L.L., & Parasuraman, A. 1996. The Behavioral Consequences 

of Service quality. Journal of Marketing, 60. 

Caruana, A. 2002. Service Loyalty The Effects of Service quality and The Mediating 

Role of Customer Satisfaction. European Journal of Marketing, 36. 

Suryabrata, Sumadi. 2004. Metodologi Penelitian. Yogyakarta: Pustaka Pelajar. 

Gibson, James L. Donnely, James H Ivanceivich, John M. 1994. Organisasi dan Ma-

najemen : Perilaku, Struktur, Proses. 707. 

Ghozali, Imam. 2009. “Aplikasi Analisis Multivariate dengan Program SPSS “. Se-

marang : UNDIP 

Ghozali, Imam. 2011. “Aplikasi Analisis Multivariate Dengan Program SPSS”. Se-

marang: Badan Penerbit Universitas Diponegoro 

Walizer, Michael. 1987. Metode dan Analisis Penelitian. Jakarta: Erlangga. 

Richardus Eko Indrajit. 2000. Manajemen Sistem Informasi dan Teknologi Informasi. 

Jakarta. 276. 

Durianto, Darmadi., Sugiarto & Tony Sitinjak, 2006, Strategi Menaklukkan Pasar 

Melalui Riset Ekuitas dan Perilaku Merek,Gramedia Pustaka Utama, Jakarta 

Azwar, Saifudin. 1986. Validitas dan Reliabilitas. Jakarta: Rineka Cipta 

Zulganef. 2006. Pemodelan Persamaan Struktural & Aplikasinya Menggunakan 

Amos 5. Bandung: Pustaka. 

Caruana, A. (2002). Service loyalty. European Journal of Marketing, 36(7/8), 811–

828. https://doi.org/10.1108/03090560210430818 



91 
 

Fitzsimmons, J. A., & Fitzsimmons, M. J. (2001). Service Management: 

Operations, Strategy, Information Technology with Student CD. 

Gilbert, C., Kristjuhan, A., Winkler, G. S., & Svejstrup, J. Q. (2004). Elongator 

interactions with nascent mRNA revealed by RNA immunoprecipitation. 

Molecular Cell, 14(4), 457–464. https://doi.org/10.1016/S1097-

2765(04)00239-4 

Hevner, A. R., March, S. T., Park, J., & Ram, S. (2004). Design science in 

information systems research. MIS Quarterly: Management Information 

Systems, 28(1), 75–105. https://doi.org/10.2307/25148625 

Johnston, R., & Clark, G. (2005). Service operations management : improving 

service delivery. In Service operations management : improving service 

delivery. 

Kaban, I. E. (2009). Tata Kelola Teknologi Informasi (It Governance). CommIT 

(Communication and Information Technology) Journal, 3(1), 1. 

https://doi.org/10.21512/commit.v3i1.505 

KHOMSIYAH, & Inriantoro, N. (2000). Metodologi Penelitian Akuntansi 

Keperilakuan: Pendekatan Filsafat Ilmij. Jurnal Bisnis Dan Akuntansi, 2(2), 

89–102. 

Melani, Y. I. (2019). Sistem Pengaduan Layanan Akademik Menggunakan 

Responsive Web Design. Jurnal Sisfokom (Sistem Informasi Dan Komputer), 

8(1), 39–45. https://doi.org/10.32736/sisfokom.v8i1.597 

Peprah, A. A., & Atarah, B. A. (2014). Assessing Patient’s Satisfaction using 

SERVQUAL Model: A Case of Sunyani Regional Hospital, Ghana. 

International Journal of Business and Social Research, 4(2), 133–143. 

https://doi.org/10.18533/ijbsr.v4i2.404 

Rahman, M. S., Khan, A. H., & Mahmudul Haque, M. (2012). A conceptual study 

on the relationship between service quality towards customer satisfaction: 



92 
 

Servqual and gronroos’s service quality model perspective. Asian Social 

Science, 8(13), 201–210. https://doi.org/10.5539/ass.v8n13p201 

Romahtin, I., & Andjawati, A. L. (2019). Pengaruh Kualitas Layanan dan 

Kemudahan Penggunaan terhadap Niat Beli Ulang dengan Kepuasan sebagai 

Variabel Mediasi. Jurnal Ilmu Manajemen, 7(1), 104–112. 

Shah, U. e. M., & Chiew, T. K. (2019). A systematic literature review of the design 

approach and usability evaluation of the pain management mobile applications. 

Symmetry, 11(3). https://doi.org/10.3390/sym11030400 

Tampilan Perancangan User Experience Aplikasi Marketplace Paket Wisata 

Indonesia untuk Wisatawan Lokal.pdf. (n.d.). 

Tarbiyah, S. (2017). Shautut Tarbiyah, Ed. Ke-37 Th. XXIII, November 2017. 

November, 120–134. 

Yamit. (2015). 97075-ID-analisis-pengaruh-kualitas-layanan-terha.pdf. 

Yulianto, A. (2012). Meningkatkan Kualitas Jasa Penerbangan Indonesia 

Pascainsiden Kecelakaan Pesawat Terbang. Jurnal Dinamika Manajemen, 1(2), 

1–8. 

Yuniar, S. S., Arijanto, S., & Liansari, G. P. (2014). Usulan Perbaikan Kualitas 

Pelayanan Jasa Pengiriman Paket Berdasarkan Hasil Pengukuran 

Menggunakan Metode Service Quality ( Servqual ) Di PT.X*. Jurnal Online 

Institut Teknologi Nasional, 02(02), 98–109. 

 

 


