
89 

 

DAFTAR PUSTAKA 

 

Agrawal, V., Tripathi, V., & Agrawal, A. M. (2018). Exploring key 

dimensions of e-service quality: a case of Indian banking industry. In 

Int. J. Services and Operations Management (Vol. 29, Issue 2). 

http://www.rbi.org.in 

Aldaz Manzano, J., Ruiz Mafe, C., Sanz, B., & Lasalla Navare, C. (2011). 

Internet banking loyalty: evaluating the role of trust, satisfaction, 

perceived risk and frequency of use. The Service Industries Journal, 

1165–1190. 

Amin, M. (2016). Internet banking service quality and its implication on e-

customer satisfaction and e-customer loyalty. International Journal of 

Bank Marketing, 34(3), 280–306. https://doi.org/10.1108/IJBM-10-

2014-0139 

Andrianto. (2019). Manajemen Bank. 

https://www.researchgate.net/publication/335618371_MANAJEMEN_

BANK/link/5e8bea86a6fdcca789fbe38a/download 

Arikunto, S. (2000). Manajemen Penelitian. Rineka Cipta. 

Banerjee, N., & Sah, S. (2012). A Comparative Study of Customers’ 

Perceptions of Service Quality Dimensions between Public and Private 

Banks in India. International Journal of Business Administration, 3(5). 

https://doi.org/10.5430/ijba.v3n5p33 

Chemingui, H., & Lallouna, H. Ben. (2013). Resistance, Motivations, Trust 

and Intention to Use Mobile Financial Services. International Journal of 

Bank Marketing, 31, 574–592. 

Chen, C. (2013). Perceived Risk, Usage Frequency of Mobile Banking 

Services. Managing Service Quality: An International Journal, 23, 410–

436. 

Dr. Ngatno. (2018). Manajemen Pemasaran. 311–313. 

Firmansyah, M. A. (2018). PENGANTAR MANAJEMEN. 

https://www.researchgate.net/publication/329587470 

Fitzsimmons, J. A., & Fitzsimmons, M. J. (2011). Service management : 

operations, strategy, information technology. McGraw-Hill. 

Gautam, D. K., & Sah, G. K. (2023). Online Banking Service Practices and 

Its Impact on E-Customer Satisfaction and E-Customer Loyalty in 



90 

 

Developing Country of South Asia-Nepal. SAGE Open, 13(3). 

https://doi.org/10.1177/21582440231185580 

Gemmel, P., Looy, B. V, & Dierdonck, R. V. (2013). Service Management 

(3th ed.). Pearson. 

Haetami, A., & Widodo, T. (n.d.). PENGARUH E-SERVICE QUALITY 

TERHADAP CUSTOMER SATISFACTION, DAN CUSTOMER 

LOYALTY PADA APLIKASI BNI MOBILE BANKING THE EFFECT 

OF E-SERVICE QUALITY ON CUSTOMER SATISFACTION, AND 

CUSTOMER LOYALTY IN APPLICATIONS BNI MOBILE BANKING . 

Haksever, C., & Render, B. (2013). SERVICE MANAGEMENT. 

Halim, F., Zukhruf, A., & Butar, M. (2021). Manajemen Pemasaran Jasa. 

Hammoud, J., Bizri, R. M., & El Baba, I. (2018). The Impact of E-Banking 

Service Quality on Customer Satisfaction: Evidence From the Lebanese 

Banking Sector. SAGE Open, 8(3). 

https://doi.org/10.1177/2158244018790633 

Hanafiah. (2020). PENGANTAR STATISTIKA (E. Jaelani, Ed.). Widina. 

Hansemark, O. C., & Albinsson, M. (2004). Customer satisfaction and 

retention: The experiences of individual employees. Managing Service 

Quality: An International Journal, 14(1), 40–57. 

https://doi.org/10.1108/09604520410513668 

Hariyanto, R. P. F., & Rachmawati, I. (2022). Effect of E-Service Quality on 

Loyalty through Customer Satisfaction on Livin’ Users by Mandiri. 

International Journal of Science and Management Studies (IJSMS), 73–

81. https://doi.org/10.51386/25815946/ijsms-v5i1p108 

Herington, C., & Weaven, S. (2009). E-retailing by banks: E-service quality 

and its importance to customer satisfaction. European Journal of 

Marketing, 43(9), 1220–1231. 

https://doi.org/10.1108/03090560910976456 

Indrawati, Ph. D. (2015). Metode Penelitian Manajemen dan Bisnis 

“Konvergensi Teknologi Komunikasi dan Informasi” (D. Sumayyah, 

Ed.; Vol. 1). PT. Refika Aditama. 

Indrawati, Ph. D. (2018). Metode Penelitian Kualitatif Manajemen dan 

Bisnis Konvergensi ataeknologi Informasi dan Komunikasi. PT. Refika 

Aditama. 

Infobank. (2023, January). Satisfaction, Loyalty and Engagement Index 

2023. Infobank, 22–30. 



91 

 

https://infobankstore.com/reader/magazine/scroll?edition=2023&magzi

d=950&target=b90494348209bb8a5ae76a138977066f 

Kashif, M., Abdur Rehman, M., & Pileliene, L. (2016a). Customer perceived 

service quality and loyalty in Islamic banks. TQM Journal, 28(1), 62–

78. https://doi.org/10.1108/TQM-01-2014-0006 

Kashif, M., Abdur Rehman, M., & Pileliene, L. (2016b). Customer perceived 

service quality and loyalty in Islamic banks. TQM Journal, 28(1), 62–

78. https://doi.org/10.1108/TQM-01-2014-0006 

Khan, I., Garg, R. J., & Rahman, Z. (2015). Customer Service Experience in 

Hotel Operations: An Empirical Analysis. Procedia - Social and 

Behavioral Sciences, 189, 266–274. 

https://doi.org/10.1016/j.sbspro.2015.03.222 

Kotler, P., & Keller, K. L. (2016). Marketing management: Vol. 15 Global 

Edition. 

Kundu, S., & Datta, S. K. (2015). Impact of trust on the relationship of e-

service quality and customer satisfaction. EuroMed Journal of Business, 

10(1), 21–46. https://doi.org/10.1108/EMJB-10-2013-0053 

Kusumanegara, A. S., & Rachmawati, I. (2023). The Effect Of Service 

Quality and Price On Customer Satisfaction and Loyalty in Telkomsel 

Cellular Operator Services. 

Long, P., & Vy, P. D. (2016). Internet banking service quality, customer 

satisfaction and customer loyalty: The case of Vietnam. International 

Journal of Strategic Decision Sciences. 

Mahfooz, Y., Al-Motairi, M., Ahmad, F., & Khan, A. (2013). A Study of the 

Service Quality Issues of Internet Banking in Non-Metro Cities of India. 

Journal of Advanced Management Science, 1(1), 75–79. 

https://doi.org/10.12720/joams.1.1.75-79 

Manullang, L. (2013). Teori Manajemen Komprehensif Integralistik. 

Salemba Empat. 

Melaning, A., & Giantari, I. G. A. K. (2019). Technology acceptance 

application model on internet banking service in BRI Bank Denpasar 

Indonesia. International Research Journal of Management, IT and 

Social Sciences, 6(4), 135–146. 

https://doi.org/10.21744/irjmis.v6n4.667 

Mohsin Butt, M., & Aftab, M. (2013). Incorporating attitude towards Halal 

banking in an integrated service quality, satisfaction, trust and loyalty 



92 

 

model in online Islamic banking context. International Journal of Bank 

Marketing, 31(1), 6–23. https://doi.org/10.1108/02652321311292029 

Othman, A. S., Chowdury, I. A., Omar, A., & Osman, L. H. (2015). Key 

drivers of customer loyalty in online Banking. Annals of Management 

Science. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A Conceptual 

Model of Service Quality and Its Implications for Future Research. 

Journal of Marketing, 49(4), 41. https://doi.org/10.2307/1251430 

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 

Patwardhan, A. A., Pandey, N., & Keskar, M. Y. (2020). Development of 

conceptual framework for Internet Banking Customer Satisfaction Index 

(IBCSI). International Journal of Electronic Banking, 2(1), 1. 

https://doi.org/10.1504/ijebank.2020.10022026 

Puriwat, W., & Tripopsakul, S. (2017). Wpływ jakości e-usług na satysfakcję 

i lojalność klienta w korzystaniu z bankowości mobilnej: Studium 

przypadku Tajlandii. Polish Journal of Management Studies, 15(2), 

183–193. https://doi.org/10.17512/pjms.2017.15.2.17 

Rachmawati, I., Mohaidin, Z., Sumirat, I. R., & Mohaedin, Z. (2017). The 

Role of User Experience Towards Customer Loyalty in Indonesian 

Cellular Operator with the Mediating Role of User Satisfaction and 

Customer-Based Brand Equity. In Article in Journal of Computational 

and Theoretical Nanoscience. 

https://www.researchgate.net/publication/316663183 

Rajaobelina, L., Brun, I., & Ricard, L. (2019). A classification of live chat 

service users in the banking industry. International Journal of Bank 

Marketing, 37(3), 838–857. https://doi.org/10.1108/IJBM-03-2018-0051 

Ramadhanti, C. (2023). Enrichment: Journal of Management Effect of 

service to satisfaction and the impact on loyalty of Brimo users. In 

Enrichment: Journal of Management (Vol. 13, Issue 1). 

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

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

modified e-SERVQUAL model. TQM Journal, 32(6), 1443–1466. 

https://doi.org/10.1108/TQM-02-2020-0019 



93 

 

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 Users in Indonesia. Journal of Asian 

Finance, Economics and Business, 8(4), 465–473. 

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

Schermerhorn, J., Davidson, P., Factor, A., Poole, D., Woods, P., Simon, A., 

& McBarron, E. (2017). Management (6th Asia Pacific Ed). Wiley. 

Sekaran, U. (2017). Metode Penelitian untuk Bisnis (6th ed.). Salemba 

Empat. 

Setyawan, A. A. (2023). The Effect of E-service Quality and Convenience of 

Online Services on E-customer Loyalty through E-customer Satisfaction 

on Livin By Mandiri Users. South Asian Journal of Social Studies and 

Economics, 18(3), 50–58. https://doi.org/10.9734/sajsse/2023/v18i3660 

Shankar, A., & Jebarajakirthy, C. (2019). The influence of e-banking service 

quality on customer loyalty: A moderated mediation approach. 

International Journal of Bank Marketing, 37(5), 1119–1142. 

https://doi.org/10.1108/IJBM-03-2018-0063 

Suariedewi, I. G. A. A. M. (2020). Effect of mobile service quality to e-trust 

to develop e-satisfaction and e-loyalty mobile banking services. 

International Research Journal of Management, IT and Social Sciences. 

https://doi.org/10.21744/irjmis.v7n1.836 

Sugiyono. (2013). Metode Penelitian Kuantitatif Kualitatif dan R&D. 

Alfabeta. 

Tao, F. (2014). Customer Relationship Management based on Increasing 

Customer Satisfaction. In International Journal of Business and Social 

Science (Vol. 5, Issue 5). www.ijbssnet.com 

Ul Haq, I., & Awan, T. M. (2020). Impact of e-banking service quality on e-

loyalty in pandemic times through interplay of e-satisfaction. Vilakshan 

- XIMB Journal of Management, 17(1/2), 39–55. 

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

Vencataya, L., Pudaruth, S., Juwaheer, R. T., Dirpal, G., & Sumodhee, N. M. 

Z. (2019). Assessing the Impact of Service Quality Dimensions on 

Customer Satisfaction in Commercial Banks of Mauritius. Studies in 

Business and Economics, 14(1), 259–270. https://doi.org/10.2478/sbe-

2019-0020 



94 

 

Wang, Y., Zhang, Z., Zhu, M., & Wang, H. (2020). The Impact of Service 

Quality and Customer Satisfaction on Reuse Intention in Urban Rail 

Transit in Tianjin, China. SAGE Open, 10(1). 

https://doi.org/10.1177/2158244019898803 

Yustan, M., Firdaus, A., & Rachmawati, I. (2024). The Influence of E-

Service Quality on Customer Loyalty Through Customer Satisfaction 

Among Livin’ by Mandiri Users. International Journal of Social 

Science and Business, 8, 142–150. 

https://doi.org/10.23887/ijssb.v8i1.69777 

  

 

 

 

 

 

 

 

 


