
81 
 

 

 

REFERENCE 

 

Admin. (2022, July 13). Pengertian Kualitas Pelayanan. Biro Administrasi 

Kepegawaian, Karir dan Informasi Universitas Medan Area - Kampus 

Terbaik di Indonesia. Retrieved February 8, 2023, from 

https://bakri.uma.ac.id/pengertian-kualitas-pelayanan/  

Alamsyah, A., & Rachmadiansyah, I. (2018, March). Mapping online 

transportation service quality and multiclass classification problem solving 

priorities. In Journal of Physics: Conference Series (Vol. 971, No. 1, p. 

012021). IOP Publishing. 

Arifa, S. N. (2021, June 29). Deretan Bank Digital Indonesia dengan aset 

TERBESAR, Wujud Perbankan Masa Kini. Good News From Indonesia. 

Retrieved February 6, 2023, from 

https://www.goodnewsfromindonesia.id/2021/06/29/deretan-bank-digital-

indonesia-dengan-aset-terbesar-wujud-perbankan-masa-kini  

Bank Jago - Tentang Jago. (n.d.). Retrieved February 6, 2023, from 

https://www.jago.com/id/whoweare   

Candiwan,; Savindraputra, F. (2019). Is information privacy awareness important 

for Indonesian social media Instagram users? International Journal of 

Advanced Trends in Computer Science and Engineering, 8(1.5), 281–287. 

https://doi.org/10.30534/ijatcse/2019/4981.52019  

Candiwan, C., Azmi, M., Alamsyah, A. (2022). Analysis of behavioral and 

information security awareness among users of zoom application in COVID-

19 era. International Journal of Safety and Security Engineering, Vol. 12, No. 

2, pp. 229-237. https://doi.org/10.18280/ijsse.120212  

 

Chandra, T., Chandra, S., & Hafni, L. (2020). Service Quality, Consumer 

Satisfaction, Dan Consumer Loyalty: Tinjauan Teoritis. CV IRDH.  

https://doi.org/10.18280/ijsse.120212


82 
 

Digdowiseiso, K. (2017). Metodologi Penelitian Ekonomi Dan Bisnis. Lembaga 

Penerbitan Universitas Nasional.  

Efendi Siregar, Z. M., Parlauangan, A., Supriadi, Y. N., Ende, & Pristiyono. (2021). 

Structural Equation Modeling Konsep Dan Implementasinya Pada Kajian 

Ilmu Manajemen Dengan Menggunakan Amos. deepublish.  

Febriana, N. I. (2016). ANALISIS KUALITAS PELAYANAN BANK 

TERHADAP KEPUASAN NASABAH BANK MUAMALAT INDONESIA 

KANTOR CABANG PEMBANTU TULUNGAGUNG. AN-NISBAH, 147-

166. 

GoodStats. (n.d.). 10 bank digital paling Banyak Digunakan Masyarakat Indonesia. 

GoodStats. Retrieved February 6, 2023, from 

https://goodstats.id/infographic/10-bank-digital-paling-banyak-digunakan-

masyarakat-indonesia-YRmGt  

Hamid, R., Radji, D. L., & Ismail, Y. L. (2020). Pengaruh empathy Dan 

Responsiveness Terhadap Minat Kunjungan Ulang Pelanggan. Oikos Nomos: 

Jurnal Kajian Ekonomi Dan Bisnis, 13(1), 27–38. 

https://doi.org/10.37479/jkeb.v13i1.7105  

Haq, I. U., & Mumtaz, T. (2020). Impact of e-Banking Service Quality on e-Loyalty 

in Pandemic Times through Interplay of e-Satisfaction, 17, 39–55. 

https://doi.org/10.1108/XJM-07-2020-0039 

Haron, R., Abdul Subar, N., & Ibrahim, K. (2020). Service quality of Islamic banks: 

Satisfaction, loyalty and the mediating role of trust. Islamic Economic 

Studies, 28(1), 3–23. https://doi.org/10.1108/ies-12-2019-0041  

Hendrawan, D., & Anggraeni, R. (2020). IS THE LOYALTY PROGRAM 

EFFECTIVE IN CREATING LOYALTY PROGRAM SATISFACTION 

AND STORE LOYALTY? AN EVIDENCE FROM INDONESIA RETAIL 

INDUSTRY. Journal of Applied Management, 18(4), 645–655. 

https://doi.org/http://dx.doi.org/10. 21776/ub.jam.2020.018.04.04  

https://doi.org/10.1108/XJM-07-2020-0039


83 
 

 

 

Ilollari, O., Meçe, M., &amp; Ribaj, A. (2022). Implications related to Bank’s 

customers satisfaction (the case of Albanian banks grouped by the origin of 

shareholder’s capital). WSEAS TRANSACTIONS ON BUSINESS AND 

ECONOMICS, 19, 837–851. https://doi.org/10.37394/23207.2022.19.73 

Indrawati. (2015).Metode Penelitian Manajemen dan Bisnis Konvergensi 

Teknologi Komunikasi dan Informasi, Bandung : Aditama. 

Indrawati, Raman Ph.d, P. M., & Ariyanti, M. (2017). Perilaku konsumen individu 

dalam mengadopsi layanan berbasis teknologi informasi dan komunikasi. 

Refika Aditama.  

Investorid. (2022, October 19). Saham Bank Jago (arto) melesat 15,82%, Berikut 

Faktor Pemicunya. investor.id. Retrieved March 2, 2023, from 

https://investor.id/market-and-corporate/310264/saham-bank-jago-arto-

melesat-1582-berikut-faktor-

pemicunya#:~:text=%22Bank%20Jago%20itu%20paling%20menarik,comp

any%20sangat%20besar%2C%22%20ujarnya.  

Jasin, M. ; Firmansyah, A. (2023). The role of service quality and marketing mix 

on customer satisfaction and repurchase intention of smes products. Uncertain 

Supply Chain Management, 11(1), 383–390. 

https://doi.org/10.5267/j.uscm.2022.9.004  

Linggadjaya, R. I., Sitio, B., & Situmorang, P. (2022). Transformasi Digital PT 

Bank Jago Tbk Dari bank Konvensional Menjadi Bank Digital. 

International Journal of Digital Entrepreneurship and Business, 3(1), 9–22. 

https://doi.org/10.52238/ideb.v3i1.76  

 

Jeany, J. (2020). Pengaruh Kualitas Pelayanan Dan Kepuasan Nasabah Terhadap 

Loyalitas Nasabah Pada BPR Artha Prima Perkasa (Doctoral dissertation, 

Prodi Manajemen). 

Juhria, A., Meinitasari, N., Fauzi, F. I., & Yusuf, A. (2021). Pengaruh e-service 

quality terhadap kepuasan pelanggan di aplikasi e-commerce shopee. Jurnal 

https://doi.org/10.37394/23207.2022.19.73
https://doi.org/10.5267/j.uscm.2022.9.004


84 
 

Manajemen, 13(1), 55–62. 

https://doi.org/https://doi.org/10.30872/jmmn.v13i1.9132  

Junaedi, A. T., Wijaya, E., & Manullang, M. (2020). Building Consumer 

Satisfaction to improve Consumer Trust through Service Quality and 

Consumer Experience in JNE Pekanbaru, 504–510.  

Nasution, S., Siregar, H., & Novianti, T. (2020). Efficiency analysis of bank Bumn 

Buku Empat and its determinant in Indonesia. JURNAL APLIKASI 

MANAJEMEN, 18(1), 95–104. 

https://doi.org/10.21776/ub.jam.2020.018.01.09  

Ningsih, H. W., Safitri, I., & Yusuf, A. (2022). Pengaruh E-service quality Dan 

Kepuasan Terhadap e- loyalty (survey Pada Pengguna Gopay). Business 

Management Journal, 18(1), 51. https://doi.org/10.30813/bmj.v18i1.3068  

Nurcholis, L., & Cahyono, B. (2019).Effect of Information Toward equilateral 

agility with Knowledge Exploitation and Exploration as an Intervening 

Variable. JOURNAL OF APPLIED MANAGEMENT, 17(4), 741–755. 

https://doi.org/http://dx.doi.org/10. 21776/ub.jam.2019.017.04.18  

Priyono. (2008). Metode Penelitian Kuantitatif. Zifatama Publishing.  

Probosini, D. A., Hidayat, N., & Yusuf, M. (2021). Pengaruh Promosi dan Brand 

Ambassador terhadap Keputusan Pembelian Pengguna Market Place X 

dengan Brand Image sebagai Variabel Intervening. Jurnal Bisnis, 

Manajemen, Dan Keuangan, 2(2), 445–458.  

Rahmadina, R. (2023). Pengaruh Kualitas Pelayanan Terhadap Kepuasan 

Pelanggan Pada Hotel Tebu (thesis). Telkom University, Bandung. 

Rama Fitra Makmur*, (2022), “Analysis of the Quality of Public Services in a 

Cleanliness, Security and Health Strengthening Program in Jakarta 

Province” in The 3rd International Conference on Governance, Public 

Administration, and Social Science (ICoGPASS), KnE Social Sciences, 

pages 532–553. DOI 10.18502/kss.v7i9.10963   



85 
 

 

 

Savitri, A. W., & ., I. (2019). Measuring Factors Influencing the Adoption of OVO 

Feature in Grab Application in Indonesia. The International Journal of 

Business & Management, 7(1). 

https://doi.org/10.24940/theijbm/2019/v7/i1/BM1901-034 

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.itbj.2022.21.1.7  

Sousa, R. (2012). The moderating effect of channel use on the quality‐loyalty 

relationship in multi‐channel e‐services. International Journal of Quality 

&amp; Reliability Management, 29(9), 1019–1037. 

https://doi.org/10.1108/02656711211272935  

 

Suharsimi Arikunto. (2011). Prosedur penelitian : suatu pendekatan praktik / 

Suharsimi Arikunto. Jakarta :: Rineka Cipta. 

Ubud, S. (2017). Customer Participation and Quality of Service in Improving 

Loyalty in Tourism Park, 454–462. https://doi.org/10.21776/ 

ub.jam.2017.015.03.10  

Wijaya, K. (2021). Digital Banking vs Digital Bank. Serial Berbagi, 1–5.  

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, 128–137. 

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

 

Wulandari, A. S., & Isyanto, B. (2022). E-Service Quality Dan Citra Merek 

Dalam Membentuk Kepuasan Pelanggan (STUDY KASUS REDDOORZ) . 

Jurnal Ekobis Dewantara, 5(2), 118–128.  

Zikmund, W. G., Babin, B. J., Carr, J. C., & Griffin, M. (2013). Business Research 

Methods (9th Editio). South-Western Cengage Learning. 

 

https://doi.org/10.24940/theijbm/2019/v7/i1/BM1901-034

