DAFTAR PUSTAKA

Abdillah W., Hartono J. 2015. Partial Least Square (PLS) Alternatif Structural
Equation Modeling (SEM) dalam Penelitian Bisnis. CV. Andi Offset,
Yogyakarta

Abalo, J., Varela, J., & Manzano, V. (2007). Importance values for Importance-
Performance Analysis: A formula for spreading out values derived from
preference rankings. Journal of Business Research, 60(2), 115-121.
https://doi.org/10.1016/j.jbusres.2006.10.009

Abdullah, P. M. (2015). Metode penelitian kuantitatif. In Aswaja Pressindo.

Agu, A. G., Ogbuji, C. N., Okpara, I. S., & Ogwo, O. E. (2018). Understanding
Customer Complaint Behaviour for Sustainable Business Development :
Evidence from Nigeria * s Organized Road Transport Sector. 1(3).

Ambara, D. W. N., & Siregar, K. R. (2015). Penilaian Service Quality Plasa Telkom
Lembong Bandung Assessment on Service Quality of Plasa Telkom Lembong
Bandung. E-Proceeding of  Management, 2(3), 2588-2594.
https://openlibrarypublications.telkomuniversity.ac.id/index.php/managemen
t/article/view/1495

Ambate, V. A., Suryaningsih, I. B., Tobing, D. S. K., & Leonard, T. (2021). The
Effect of Satisfaction on Complaint Behavior and Loyalty Recipient
Companies of Customs Facilities in East Java Province. 23(1), 20-25.
https://doi.org/10.9790/487X-2301052025

Anam, F. H., & Saputri, M. E. (2020). PENGARUH E-SERVICE QUALITY PADA
KEPUASAN PELANGGAN TOKOPEDIA STUDI PADA MAHASISWA
UNIVERSITAS TELKOM. 7(2), 6353-6362.

Anggraini, F., & Budiarti, A. (2020). Fifin Anggraini Anindhyta Budiarti Abstrak
Pengaruh Harga , Promosi , Dan Kualitas Pelayanan Terhadap Loyalitas ....
08, 86-94.

Ariani, D. W. (2017). Manajemen dan Strategi Operasi. Manajemen Operasi, 1-59.
Ariani, D. W. (2020). Manajemen Kualitas.

Asosiasi Penyelenggara Jasa Internet. (2022). Hasil Survei Profil Internet Indonesia
2022.  Www.Apjii.or.ld.  https://apjii.or.id/content/read/39/559/Laporan-
Survei-Profil-Internet-Indonesia-2022

Athanassopoulos, A., Gounaris, S., & Stathakopoulos, V. (2001). Behavioural
responses to customer satisfaction: an empirical study. European Journal of
Marketing, 35(5/6), 687—707. https://doi.org/10.1108/03090560110388169

Avidha, S. N., Budiatmo, A., Bisnis, D. A., & Diponegoro, U. (2018). LOYALITAS
PELANGGAN MELALUI KEPUASAN PELANGGAN SEBAGAI VARIABEL
INTERVENING ( Studi Pada Pelanggan ISP Fixed MNC Play Media di
Semarang ) Pendahuluan Kerangka Teori Loyalitas Pelanggan Hipotesis.
IX(lv), 626-633.

Bahtiar, R. A. (2020). Potensi, Peran Pemerintah, dan Tantangan dalam
Pengembangan E-Commerce di Indonesia [Potency, Government Role, and
Challenges of E-Commerce Development in Indonesia]. Ekonomi &

105



Kebijakan Publik, 11(2), 13-25.
http://jurnal.dpr.go.id/index.php/ekp/article/view/1485

Bernarto, I. (2021). Pengaruh Website Design Quality , Service Quality , Trust dan
Satisfaction Jurnal Manajemen Indonesia Pengaruh Website Design Quality ,
Service Quality , Trust dan Satisfaction Terhadap Repurchase Intention ( Studi
Kasus: tokopedia . com ). Jurnal Manajemen Indonesia, 19(May), 1.
https://doi.org/10.25124/jmi.v19i1.1987

Bukalapak.  (2022).  About  Bukalapak. = Www.about.Bukalapak.Com.
https://about.bukalapak.com/id/about-us/#story-of-bukalapak

Candiwan, C., & Wibisono, C. (2021). Analysis of the influence of website quality
to customer’s loyalty on e-commerce. International Journal of Electronic
Commerce Studies, 12(1), 83-102

Chandra, T. (2020). Service Quality, Consumer Satisfaction, dan Consumer
Loyality: Tinjauan Teoritis.

Cheng, F. F., Wu, C. S., & Chen, Y. C. (2020). Creating customer loyalty in online
brand communities. Computers in Human Behavior, 107(181), 105752.
https://doi.org/10.1016/j.chb.2018.10.018

Davis, D. L. G. S., Goetsch, D. L. D. L., & Davis, S. (2014). Quality Management
For Organizational Excellence: Introduction to Total Quality NJ: Printice Hall
International, Inc. In Pearson Education Limited.

Destria, S., Rukmi, H. S., & Susanti, S. (2013). Usulan Perbaikan Kualitas
Pelayanan Minimarket Intimart Dengan Menggunakan Metode Importance
Performance Matrix * SELLY DESTRIA, HENDANG SETYO RUKMI, SUSI
SUSANTI.

Dhingra, S., Gupta, S., & Bhatt, R. (2020). A study of relationship among service
quality of E-Commerce websites, customer satisfaction, and purchase
intention. International Journal of E-Business Research, 16(3), 42-59.
https://doi.org/10.4018/1JEBR.2020070103

Dihni, V. A. (2022a). 10 E-Commerce dengan Pengunjung Terbanyak Kuartal |
2022. Www.Databooks.Katadata.Co.ld.
https://databoks.katadata.co.id/datapublish/2022/07/19/10-e-commerce-
dengan-pengunjung-terbanyak-kuartal-i-2022

Dihni, V. A. (2022b). Tokopedia, E-Commerce dengan Pengunjung Terbanyak
pada 2021. Www.Databooks.Katadata.Co.ld.
https://databoks.katadata.co.id/datapublish/2022/04/12/tokopedia-e-
commerce-dengan-pengunjung-terbanyak-pada-2021#:~:text=Menurut
laporan iPrice Group%2C Tokopedia,tercatat mencapai 149%2C6 juta.

Erdfelder, E., FAul, F., Buchner, A., & Lang, A. G. (2009). Statistical power
analyses using G*Power 3.1: Tests for correlation and regression analyses.
Behavior Research Methods, 41(4), 1149-1160.
https://doi.org/10.3758/BRM.41.4.1149

Faizah, F., & Ariyanti, M. (2023). Effect of E-Service Quality to Customer
Satisfaction Through Usage Decision of Bukadana Features In Bukalapak.

Forbes, S. J. (2008). The effect of service quality and expectations on customer
complaints.  Journal of Industrial Economics, 56(1), 190-213.

106



https://doi.org/10.1111/j.1467-6451.2008.00338.x

Fornell, C., Johnson, M. D., Anderson, E. W., Cha, J., & Bryant, B. E. (1996). The
American Customer Satisfaction Index: Nature, Purpose, and Findings.
Journal of Marketing, 60(4), 7-18.
https://doi.org/10.1177/002224299606000403

Ghozali, 1. (2018). AplikasiAnalisisMultivarienteDengan Program SPSS 25 edisi
9. Semarang: Badan Penerbitan Universitas Diponegoro.

Ghozali, 1., & Latan, H. (2015). Partial least squares konsep, teknik dan aplikasi
menggunakan program smartpls 3.0 untuk penelitian empiris. Semarang:
Badan Penerbit UNDIP.

Girdayanto, T. M., Andry, J. F., Limawal, I. I., Debby, F., & Jubiko. (2022).
ANALISIS USER INTERFACE PADA WEBSITE BUKALAPAK DENGAN
METODE HEURISTIC. 9(April), 37-52.

https://doi.org/10.2241/narada.2022.v9.i1.003

Goraya, M. A. S., Jing, Z., Shareef, M. A., Imran, M., Malik, A., & Akram, M. S.
(2021). An investigation of the drivers of social commerce and e-word-of-
mouth intentions: Elucidating the role of social commerce in E-business.
Electronic Markets, 31(1), 181-195. https://doi.org/10.1007/s12525-019-
00347-w

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2014). A Primer on Partial
Least Squares Structural Equation Modeling. In Long Range Planning (Vol.
46, Issues 1-2). https://doi.org/10.1016/j.1rp.2013.01.002

Hair, J. F., Hult, G. T., Ringle, C., & Sarstedt, M. (2017). A Primer on Partial Least
Squares Structural Equation Modeling (PLS-SEM) - Joseph F. Hair, Jr., G.
Tomas M. Hult, Christian Ringle, Marko Sarstedt. In Sage.

Hallencreutz, J., & Parmler, J. (2021). Important drivers for customer satisfaction—
from product focus to image and service quality. Total Quality Management
and Business Excellence, 32(5-6), 501-510.
https://doi.org/10.1080/14783363.2019.1594756

Hamid, R. S., & Anwar, S. M. (2019). STRUCTURAL EQUATION MODELING
(SEM) BEBRASIS VARIAN: Konsep Dasar dan Aplikasi Program SmartPLS
3.2.8 dalam Riset Bisnis. https://www.ptonline.com/articles/how-to-get-
better-mfi-results

Hannan, S., Suharjo, B., Kirbrandoko, K., & Nurmalina, R. (2017). The influence
of customer satisfaction, trust and information sharing on customer loyalty of
professional services company: An empirical study on independent surveyor
services industry in Indonesia. International Journal of Economic
Perspectives, 11(1), 344-353.

Heizer, J., Render, B., & Munson, C. (2020). Operations Sustainability and Supply
Chain Management Thirteenth Edition.

Huang, Z., Luo, Y., & Wang, D. (2019). Online customer service quality of online
shopping: evidence from Dangdang.com. Cluster Computing, 22(s6), 15285—
15293. https://doi.org/10.1007/s10586-018-2565-5

Iberahim, H., Mohd Taufik, N. K., Mohd Adzmir, A. S., & Saharuddin, H. (2016).
Customer Satisfaction on Reliability and Responsiveness of Self Service

107



Technology for Retail Banking Services. Procedia Economics and Finance,
37(16), 13-20. https://doi.org/10.1016/s2212-5671(16)30086-7

Indrasari, M. (2019). PEMASARAN DAN KEPUASAN PELANGGAN. In
Unitomo Press. https://www.ptonline.com/articles/how-to-get-better-mfi-
results

Jakpat.Net. (2021). Indonesia Ecommerce Trend 1st Semester of 2021 — JAKPAT
Survey  Report. WWW.Jakpat.Net.  https://blog.jakpat.net/indonesia-
ecommerce-trends-of-1st-half-2022-jakpat-survey-report/

Joudeh, J. M. M., & Dandis, A. O. (2018). Service Quality, Customer Satisfaction
and Loyalty in an Internet Service Providers. International Journal of Business
and Management, 13(8), 108. https://doi.org/10.5539/ijbm.v13n8p108

Karenina, N. P., Ariyanti, M., Telkom, U., & Pelayanan, K. (2020). KEPUASAN
PELANGGAN BAKSO SONHAJI SONY LAMPUNG THE INFLUENCE OF
PRODUCT QUALITY AND SERVICE QUALITY ON CUSTOMER.

Kuspriyono, T. (2017). Pengaruh kualitas informasi web dan kualitas layanan
online terhadap citra Bukalapak.com. Jurnal Perspektif, XV(1), 56-62.
https://ejournal.bsi.ac.id/ejurnal/index.php/perspektif/article/viewFile/1765/1
472

Latan, H., & Noonan, R. (2017). Partial Least Squares Path Modeling Basic
Concepts, Methodological Issues and Applications. In Partial Least Squares
Path Modeling: Basic Concepts, Methodological Issues and Applications.
https://doi.org/10.1007/978-3-319-64069-3_6

Lee, G. G., & Lin, H. F. (2005). Customer perceptions of e-service quality in online
shopping. International Journal of Retail and Distribution Management,
33(2), 161-176. https://doi.org/10.1108/09590550510581485

Lidwina, A. (2021). Penggunaan E-Commerce Indonesia Tertinggi di Dunia.
Www.Databooks.Katadata.Co.ld.
https://databoks.katadata.co.id/datapublish/2021/06/04/penggunaan-e-
commerce-indonesia-tertinggi-di-dunia

Merugu, P., & Mohan, V. K. (2020). Customer satisfaction towards online shopping
with reference to Jalandhar City. International Journal of Management, 11(2),
36-47. https://doi.org/10.34218/1JM.11.2.2020.005

Nguyen-phuoc, D. Q., Ngoc, D., Thi, P, Tran, K., Le, D. T., & Johnson, L. W.
(2020). Factors in fl uencing customer ’ s loyalty towards ride-hailing taxi
services — A case study of Vietnam. Transportation Research Part A,
134(February), 96-112. https://doi.org/10.1016/j.tra.2020.02.008

Ningsih, A. S., & Nurfarida, I. N. (2022). Efek kualitas layanan pada loyalitas
pelanggan : peran mediasi kepuasan pelanggan. 6(1), 81-90.

Novandy, M. I, & Rastini, N. M. (2017). Peran Kepuasan Pelanggan Dalam
Memediasi Pengaruh Kualitas Layanan Terhadap Loyalitas Pelanggan
(Studikasus : Usaha Ekspedisi Tiki Di Kota Denpasar). E-Jurnal Manajemen
Universitas Udayana, 7(1), 412.
https://doi.org/10.24843/ejmunud.2018.v7.i01.p16

Novitasari, D. (2022). Manajemen Operasi: Konsep dan Esensi. In Salemba Empat.

Osarenkhoe, A., & Birungi Komunda, M. (2011). A Study of Customer Complaint

108



Behaviour and its Impact on Customer Satisfaction and Loyalty: The case of
supermarkets in Kampala, Uganda. Presented at 12th International Academy
of Business Development Conference Hosted by Athabasca University,
Edmonton, Canada, May, 2011, 7(2), 102-114.

Pahlevi, R. (2022). Nilai Transaksi E-Commerce Indonesia Diperkirakan Capai
US$137,5  Miliar pada  2025. Www.Databooks.Katadata.Co.ld.
https://databoks.katadata.co.id/datapublish/2022/03/18/nilai-transaksi-e-
commerce-indonesia-diperkirakan-capai-us1375-miliar-pada-2025

Paramita, R. W. D., Rizal, N., & Sulistyan, R. B. (2021). Metode Penelitian
Kuantitatif Edisi 3.

Parasuraman, A., Zeithaml, V. A., & Malhotra, A. (2005). E-S-QUAL a multiple-
item scale for assessing electronic service quality. Journal of Service
Research, 7(3), 213-233. https://doi.org/10.1177/1094670504271156

Putra, F. W., & Sulistyawati, E. (2018). KUALITAS LAYANAN TERHADAP
LOYALITAS PELANGGAN Fakultas Ekonomi Universitas Udayana ( Unud ),
Bali , Indonesia Pada era globalisasi saat ini perkembangan bisnis di seluruh
dunia semakin pesat , khususnya di Indonesia . Perkembangan dunia bisnis
dewasa ini. 7(1), 525-554.

Putri, S. Z. E., Widarko, A., & Asiyah, S. (2021). Pengaruh Citra Perusahaan,
Penanganan Keluhan, Kualitas Pelayanan, Kepercayaan Terhadap Loyalitas
Melalui Kepuasan Pelanggan Sebagai Variabel Intervening (Studi Kasus Pada
Pelanggan Shavira Catering & Service). Jurnal Riset Manajemen, 10, 24-45.
www.fe.unisma.ac.id

Putra, W. P., Hendayani, R., & Hidayah, R. T. (2023). Ipma's Analysis on Factors
Affecting Indrive Indonesia's Customer Loyalty. International Journal of
Professional Business Review: Int. J. Prof. Bus. Rev., 8(6), 27.

Rachmawati, I., & Mohaidin, Z. (2019). Understanding the Mediating Roles of
Satisfaction and Switching Barriers on User Experience and Loyalty Chain in
Indonesia GSM Operators. 65(Icebef 2018), 482-491.
https://doi.org/10.2991/icebef-18.2019.104

Rachmawati, 1. (2020). Customer’s Loyalty of Indonesia Cellular Operators in The
Pandemic of COVID-1. Jurnal Manajemen Teknologi, 19(3), 220-238

Rahmandika, Y. F., Puji, L., & Purwanto, H. (2020). Analisis Pengaruh Harga Dan
Kualitas Pelayanan Terhadap Kepuasan Konsumen. EKOBIS : Jurnal Ilmu
Manajemen Dan Akuntansi, 8(1), 65-74.
https://doi.org/10.36596/ekobis.v8i1.319

Rusdiana, H., Moh Ali Ramdhani, P. H., & Guru Besar UIN Sunan Gunung Djati
Bandung, M. (2014). Penerbit CV Pustaka Setia Bandung.
http://digilib.uinsgd.ac.id/8788/1/Buku Manajemen Operasi.pdf

Ruslan, R. A., & Sari, D. (2022). Pengaruh Kualitas Pelayanan Terhadap
Kepuasan Pengguna Jasa Loket Administrasi Pada Pt Pelabuhan Indonesia (
Persero ) Terminal Petikemas Makassar. 9(4), 2226—2236.

Sahir, S. H. (2021). Metodologi Penelitian.
https://www.ejournal.warmadewa.ac.id/index.php/wicaksana/article/view/18
10/1378

109



Santos, J. (2003). E-service quality: A model of virtual service quality dimensions.
Managing Service Quality: An International Journal, 13(3), 233-246.
https://doi.org/10.1108/09604520310476490

Santoso, M. P., Amalia, S., Zahra, A., & Adji, W. H. (2022). Akses Bandung Barat
Pengaruh Pelayanan Keluhan Pelanggan Indihome terhadap Loyalitas
Pelanggan PT Telkom Akses Bandung Barat. 3(2), 722—730.

Sasmita, D., Ariyanti, M., & Febrianta, Y. (2021). Analisis Kualitas Layanan pada
Platform E-commerce di Indonesia Menggunakan Topic Modeling dan
Analisis Sentimen (Studi Kasus: Tokopedia, Shopee, Bukalapak). E-
Proceeding of Management, 8(1), 14-26.

Sekaran, U., & Bougie, S. (2016). Research Methods for Business: A Skill-Building
Approach. Leadership & Organization Development Journal, 34(7), 700-701.
https://doi.org/10.1108/lodj-06-2013-0079

Shahid Igbal, M., Ul Hassan, M., & Habibah, U. (2018). Impact of self-service
technology (SST) service quality on customer loyalty and behavioral intention:
The mediating role of customer satisfaction. Cogent Business and
Management, 5(1), 1-23. https://doi.org/10.1080/23311975.2018.1423770

Shukor, A. F. A., Samiran, M., Saleh, H., & Hasna, N. (2015). The Relationship
Between Service Quality, Customer Satisfaction and Customer External
Complaints Intentions in Commercial Parking Facilities in Klang Valley,
Malaysia. International Journal of Science, Environment, 4(3), 595-615.

Siregar, K. R., Rachmawati, I., Millanyani, H., & Esperanza, M. (2022). Ipma
Analysis of Acceptance of Use of Learning Management System (Lms). Jurnal
Sosioteknologi, 21(1), 60-69. https://doi.org/10.5614/sostek.ithj.2022.21.1.7

Slack, N., Jones, A. B., & Johnston, R. (2016). Operations Management Eight
Edition. Pearson Education Limited, 9, 1-753.

Srivastava, M., & Rai, A. K. (2014). An investigation into service quality—customer
loyalty relationship: the moderating influences. Decision, 41(1), 11-31.
https://doi.org/10.1007/s40622-014-0025-5

Subawa, I. G. B., & Sulistyawati, E. (2020). Kualitas Pelayanan Berpengaruh
Terhadap Loyalitas Pelanggan Dengan Kepuasan Pelanggan Sebagai Variabel
Mediasi. E-Jurnal Manajemen Universitas Udayana, 9(2), 718.
https://doi.org/10.24843/ejmunud.2020.v09.i02.p16

Suhendar, G., & Yulianto, E. (2017). PENGARUH KUALITAS LAYANAN
TERHADAP NILAI PELANGGAN DENGAN KEPUASAN SEBAGAI
VARIABEL MEDIATOR (Survei pada Pelanggan Bukalapak.com). Jurnal
Adsminitrasi Bisnis, 51(2), 58-67.

Suhendra, A., & Prasetyanto, D. (2016). Kajian Tingkat Kepuasan Pengguna Trans
Metro Bandung Koridor 2 Menggunakan Pendekatan Importance-
Performance Analysis. RekaRacana: Jurnal Teknil Sipil, 2(2), 59-70.

Sulistyandari, & Ramadhan, M. A. (2021). Analisis Intensi Menabung Pada Bank
Syariah Dengan Importance-Performance Matrix Analysis (Ipma). Jurnal
Tabarru’:  Islamic ~ Banking  and  Finance,  4(1), 209-218.
https://doi.org/10.25299/jtb.2021.vol4(1).6795

Supriyadi, A. F., & Utami, F. N. (2022). PENGARUH ELECTRONIC WORD OF

110



MOUTH DAN PERSEPSI NILAI TERHADAP KEPUTUSAN PEMBELIAN
BUKALAPAK DI KOTA BANDUNG. 1, 1-2.

Surahman, I. G. N., Yasa, P. N. S., & Wahyuni, N. M. (2020). The Effect of Service
Quality on Customer Loyalty Mediated by Customer Satisfaction in Tourism
Villages in Badung Regency. Jurnal Ekonomi & Bisnis JAGADITHA, 7(1),
46-52. https://doi.org/10.22225/jj.7.1.1626.46-52

Tam, K. Y., & Ho, S. Y. (2014). Understanding The Impact of Web Personalization
Understanding and Decision on User Information Processing. Management
Information Systems Research Center, 30(4), 865-890.

Taylor, P., Kim, J., Lee, J., Kim, J., & Lee, J. (2010). commerce systems Critical
design factors for successful e-commerce systems. September 2013, 37-41.
https://doi.org/10.1080/0144929021000009054

Tumbel, B. S. R. A., & Yunita. (2020). Analisis Pengaruh Pemasaran Holistik Dan
Kualitas Pelayanan Terhadap Purchase Decision Di the Mukaruma Cafe
Analysis. Jurnal EMBA: Jurnal Riset Ekonomi, Manajemen, Bisnis Dan
Akuntansi, 8(1), 166-174.

Vinzi, V. E., Chin, W. ., Henseler, J., & Wang, H. (2010). Handbook of partial least
squares (Vol. 201, No. 0). In Berlin: Springer. https://doi.org/10.1007/978-3-
642-16345-6

Wantara, P. (2015). The relationships among overall service quality, customer
satisfaction and customer loyalty in library services. International Journal of
Economics and Financial Issues, 33(2), 198-217.
https://doi.org/10.1504/1JPQM.2021.115692

Wattoo, M. U., & Igbal, S. M. J. (2022). Unhiding Nexus Between Service Quality,
Customer Satisfaction, Complaints, and Loyalty in Online Shopping
Environment in Pakistan. SAGE Open, 12(2).
https://doi.org/10.1177/21582440221097920

Wibowo, B. A., & Mudiantono. (2016). Analisis Pengaruh Faktor Sosial dan
Pengalaman Terhadap Kepercayaan Untuk Meningkatkan Keputusan
Pembelian Customer to Customer (C2C) E-Commerce di Semarang.
Diponegoro Journal of Management, 5(3), 1-9. http://ejournal-
sl.undip.ac.id/index.php/dbr

Widyastuti, R. A. Y. (2020). Banyak Dikeluhkan Lewat YLKI, Perusahaan E-
Commerce Angkat Bicara. Www.Bisnis. Tempo.Co.
https://bisnis.tempo.co/read/1295298/banyak-dikeluhkan-lewat-ylki-
perusahaan-e-commerce-angkat-bicara

Wilson, N., & Christella, R. (2019). An Empirical Research of Factors Affecting
Customer Satisfaction: A Case of the Indonesian E-Commerce Industry.
DeReMa (Development Research of Management): Jurnal Manajemen, 14(1),
21. https://doi.org/10.19166/derema.v14i1.1108

Yang, Z., & Jung, M. (2002). CONSUMER PERCEPTION OF E-SERVICE
QUALITY: FROM INTERNET PURCHASER AND NON-PURCHASER
PERSPECTIVES. Journal of Business Strategies, 19(1), 19-42.

Yu, C. M. J, Wu, L. Y., Chiao, Y. C., & Tai, H. S. (2005). Perceived quality,
customer satisfaction, and customer loyalty: The case of Lexus in Taiwan.
Total Quality Management and Business Excellence, 16(6), 707-7109.

111



https://doi.org/10.1080/14783360500077393

Yusuf, M. Y. (2022). Simak Sejarah dan Profil BUKA, E-Commerce yang Sempat
Besar di Indonesia. Www.ldxchannel.Com.
https://www.idxchannel.com/milenomic/simak-sejarah-dan-profil-buka-e-
commerce-yang-sempat-besar-di-indonesia

Zainal, A. (2018). PELANGGAN MELALUI KEPUASAN PELANGGAN SEMEN
GRESIK ZAINAL ARIFIN Program Studi Manajemen , Fakultas Ekonomi
Universitas Muhammadiyah Gresik Kampus GKB , JI . Sumatra 101 GKB
61121 Gresik. 142-150.

Zeithaml, V. A. (2002). Service excellence in electronic channels. Managing
Service Quality:  An International Journal, 12(3), 135-139.
https://doi.org/10.1108/09604520210429187

Zhou, L. (2004). A dimension-specific analysis of performance-only measurement
of service quality and satisfaction in China’s retail banking. Journal of

Services Marketing, 18(7), 534-546.
https://doi.org/10.1108/08876040410561866

112



