DAFTAR PUSTAKA

Albayrak, T. (2015). Importance Performance Competitor Analysis (IPCA): A study of
hospitality companies. International Journal of Hospitality Management, 48, 135-142.
https://doi.org/10.1016/j.ijhm.2015.04.013

Bisnis.com. (2022, May 10). Telkom (TLKM) Raup Pendapatan Rp35,20 Triliun, Pelanggan
Indihome Tembus 8,7 Juta.
https://market.bisnis.com/read/20220510/192/1531700/telkom-tlkm-raup-pendapatan-
rp3520-triliun-pelanggan-indihome-tembus-87-juta

Elliot, S., Li, G., & Choi, C. (2013). Understanding service quality in a virtual travel
community environment. Journal of Business Research, 66(8), 1153-1160.
https://doi.org/10.1016/j.jbusres.2012.03.011

Frankel, J., & Wallen, N. (1993). How To Design and Evaluate Research in Education.
McGraw-Hill Inc.

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/ijom.v13n8p108

Katadata. (2022, May 30). Berlomba Menangkap Masa Depan Bisnis Jaringan Kabel
Internet. https://katadata.co.id/yurasyahrul/indepth/6293381b76bf5/berlomba-
menangkap-masa-depan-bisnis-jaringan-kabel-internet

Kim, H., & Niehm, L. S. (2009). The Impact of Website Quality on Information Quality,
Value, and Loyalty Intentions in Apparel Retailing. Journal of Interactive Marketing,
23(3), 221-233. https://doi.org/10.1016/j.intmar.2009.04.009

Kontan. (2022). Piala Dunia 2022 Turut Mengerek Jumlah Pelanggan Biznet.
https://www.msn.com/id-id/berita/other/piala-dunia-2022-turut-mengerek-jumlah-
pelanggan-biznet/ar-AA155tuk

Lin, F. H., Tsai, S. B., Lee, Y. C., Hsiao, C. F., Zhou, J., Wang, J., & Shang, Z. (2017).
Empirical research on Kano’s model and customer satisfaction. PLoS ONE, 12(9).
https://doi.org/10.1371/journal.pone.0183888

Malhotra, N. K. (2020). Marketing Research An Applied Orientation (7th ed.). Pearson.

Marasinghe, S., Perera, P., Simpson, G. D., & Newsome, D. (2021). Nature-based tourism
development in coastal wetlands of Sri Lanka: An Importance—Performance analysis at
Maduganga Mangrove Estuary. Journal of Outdoor Recreation and Tourism, 33.
https://doi.org/10.1016/j.jort.2020.100345

Matzler, K., & Hinterhuber, H. H. (1998). How to make product development projects more
successful by integrating Kano’s model of customer satisfaction into quality function
deployment. Technovation, 18(1), 25-38. https://doi.org/10.1016/S0166-
4972(97)00072-2

106



Quach, T. N., Thaichon, P., & Jebarajakirthy, C. (2016). Internet service providers’ service
guality and its effect on customer loyalty of different usage patterns. Journal of
Retailing and Consumer Services, 29, 104-113.
https://doi.org/10.1016/j.jretconser.2015.11.012

Rachmawati, 1. (2020). paper isp indira rachmawati. Service Quality Role on Customer’s
Loyalty of Indonesia Internet Service Provider during Covid-19.

Rod, M., & Ashill, N. J. (2013). The impact of call centre stressors on inbound and outbound
call-centre agent burnout. Managing Service Quality, 23(3), 245-264.
https://doi.org/10.1108/09604521311312255

Sekaran, U. (2003a). Research Methods for Business A Skill Building Approach (4th ed.).
John Wiley & Sons, Inc.

Sekaran, U. (2003b). Research Methods for Business A Skill Building Approach (4th ed.).
John Wiley & Sons, Inc.

Shen, Y., Kokkranikal, J., Christensen, C. P., & Morrison, A. M. (2021). Perceived
importance of and satisfaction with marina attributes in sailing tourism experiences: A
kano model approach. Journal of Outdoor Recreation and Tourism, 35.
https://doi.org/10.1016/j.jort.2021.100402

Speedtest.net. (2021). Speedtest Global Index. https://www.speedtest.net/global-
index/indonesia?fixed#market-analysis

Sugiyono. (2006). Metode Penelitian Bisnis. Alfabeta, CV.
Sugiyono. (2012). Metode Penelitian Kualitatif. ALFABETA.

Syahnur, M. H., & Basalamah, J. (2019). Analysis of the Importance Degree and
Performance of Internet Service Providers in Makassar City. Jurnal Teknologi
Informasi & Komunikasi Digital Zone, 10(2), 168.
https://doi.org/10.31849/digitalzone.v10i2

Tan, K. C., & Pawitra, T. A. (2001). Integrating SERVQUAL and Kano’s Model Into QFD
for Service Excellence Development. http://www.emerald-library.com/ft

Telkom. (2021). DIGITALIZATION FOR ABETTER FUTURE 2021LAPORANTAHU
N AN.

Thaichon, P., Labo, A., & Mitsis, A. (2014). Achieving customer loyalty through service
excellence in internet industry. International Journal of Quality and Service Sciences,
6(4), 274-289. https://doi.org/10.1108/1JQSS-03-2014-0024

Thaichon, P., Laobo, A., Prentice, C., & Quach, T. N. (2014). The development of service
quality dimensions for internet service providers: Retaining customers of different
usage patterns. Journal of Retailing and Consumer Services, 21(6), 1047-1058.
https://doi.org/10.1016/j.jretconser.2014.06.006

107



The World Bank. (2021). Fixed Broadband Subscriptions - Indonesia.
https://data.worldbank.org/indicator/IT.NET.BBND?locations=I1D

Tjiptono, F., & Chandra, G. (2011). Service, Quality, & Satisfaction Edisi 3 (3rd ed.). ANDI.

Top Brand Award. (2022). Komparasi Brand Index. https://www.topbrand-
award.com/komparasi_brand/bandingkan?id_award=1&id_kategori=10&id_subkategor
i=370

Ulkhag, M. M., Putri, M., & Barus, B. (2017). Analisis Kepuasan Pelanggan dengan
Menggunakan SERVQUAL.: Studi Kasus Layanan IndiHome PT. Telekomunikasi
Indonesia, Tbk, Regional 1 Sumatera. Jurnal Sistem Dan Manajemen Industri, 1, 61—
67.

Umar, H. (2013). Metode Penelitian untuk Skripsi dan Tesis Bisnis (2nd ed.). Rajawali Pers.

Vlachos, P. A., & Vrechopoulos, A. P. (2008). Determinants of behavioral intentions in the
mobile internet services market. Journal of Services Marketing, 22(4), 280-291.
https://doi.org/10.1108/08876040810881687

Wolfinbarger, M., & Gilly, M. C. (2003). eTailQ: Dimensionalizing, measuring and
predicting etail quality. Journal of Retailing, 79(3), 183-198.
https://doi.org/10.1016/S0022-4359(03)00034-4

Wulandari, S., Suhendra, A. A., & Alam, P. F. (2021). Competitiveness Position
Identification of Indihome Using Service Quality for ISP Dimensions and IPCA
Method. Indonesian Journal of Business and Entrepreneurship.
https://doi.org/10.17358/ijbe.7.3.269

Yang, Z., Bi, Z., & Zhou, N. (2005). The double jeopardy phenomenon and the mediating
effect of brand penetration between advertising and brand loyalty. In Journal of
Advertising Research (Vol. 45, Issue 2, pp. 211-221).
https://doi.org/10.1017/S0021849905050233

108



