
 

83 

 

DAFTAR PUSTAKA 

Adiyansah, K., Septiadi, A. D., & Krisbiantoro, D. (2020). Penerapan Metode 

Webqual 4.0 dan Importance Performance Analysis (IPA) Untuk Evaluasi 

Kualitas Website Akademik. Jurnal Ilmu-Ilmu Informatika Dan Manajemen 

STMIK, 14(2). 

Aladwani, A. M., & Palvia, P. C. (2002). Developing and validating an instrument 

for measuring user-perceived web quality. Information & Management, 39(6), 

467–476. https://doi.org/10.1016/S0378-7206(01)00113-6 

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 

Aldiera, T., Wulandari, S., & Kusmayanti, I. N. (2020). Cotton.Go’s Electronic 

Service Quality Improvement Using Importance Performance Competitor 

Analysis Approach. 

https://ijies.sie.telkomuniversity.ac.id/index.php/IJIES/index 

Andry, J. F., Christianto, K., & Wilujeng, F. R. (2019). Using Webqual 4.0 and 

Importance Performance Analysis to Evaluate E-Commerce Website. Journal 

of Information Systems Engineering and Business Intelligence, 5(1), 23. 

https://doi.org/10.20473/jisebi.5.1.23-31 

Ardiansyah, Y., & Jumhur, H. M. (2020). Analisis Kualitas Website Lazada 

Menggunakan Metode WebQual dan Importance Performance Analysis (Studi 

Kasus Pengguna Lazada di Kab. Ngawi). E-Proceeding of Management, 7(2), 

2061. 

Balasyan, I., & Casais, B. (2018). Keeping Exclusivity in an e-Commerce 

Environment: the Case of Farfetch.com and the Market of Luxury Clothes. 

International Journal of Marketing, Communication and New Media, Special 

Issue 4, 6–27. https://www.researchgate.net/publication/329424190 

Bandur, A. (2013). Penelitian Kuantitatif: Metodologi, Desain, dan Teknik Analisis 

Data Kuantitatif Dengan SPSS (1st ed.). Deepublish Press. 

Barnes, S. J., & Vidgen, R. (2002). An Integrative Approach to the Assessment of 

E-Commerce Quality. Journal of Electronic Commerce Research, 03(03), 



 

84 

 

114–127. https://www.researchgate.net/publication/220437591 

Bilgili, B., & Ünal, S. (2008). Kano Model Application for Classifying the 

Requirements of University Students. MIBES, 155–170. 

https://www.researchgate.net/publication/308892679 

Boger, D., Buss, D., Dambolena, I., Graham, A., Graves, S., Horwitz, P., Langone, 

L., Mayersohn, J., Posk, J., Rao, A., Shen, D., & Wood, R. (1993). From the 

Chairman of the Editorial Board. 

Brugger, N. (2009). Website history and the website as an object of study. New 

Media and Society, 11(1–2), 115–132. 

https://doi.org/10.1177/1461444808099574 

Chen, Y., & Barnes, S. (2007). Initial trust and online buyer behaviour. Industrial 

Management & Data Systems, 107(1), 21–36. 

https://doi.org/10.1108/02635570710719034 

Choudhury, M. M., & Choudhury, A. M. (2010). Identification of the 

Characteristics of E-commerce Websites. Webology, 7(1), 1–10. 

https://www.researchgate.net/publication/49589750 

Darley, W. K., Blankson, C., & Luethge, D. J. (2010). Toward an integrated 

framework for online consumer behavior and decision making process: A 

review. Psychology & Marketing, 27(2), 94–116. 

https://doi.org/10.1002/mar.20322 

Ding, M., Hauser, J., Dzyabura, D., & Yang, Z. (2011). Unstructured Direct 

Elicitation of Decision Rules. Article in Journal of Marketing Research. 

https://doi.org/10.2307/25764568 

Drăgulănescu, N., & Dragulanescu, N.-G. (n.d.). On the Definition and Evaluation 

of Web Sites Quality. https://www.researchgate.net/publication/340778659 

Enaceanu, A. (2010). SEO Techniques for Business Websites. Database Systems 

Journal, 1(1), 23–26. http://beta.search.msn.com/docs/submi 

Gefen, D. (2002). Customer Loyalty in E-Commerce. Journal of the Association 

for Information Systems, 3(1), 27–53. https://doi.org/10.17705/1jais.00022 

Giannakoulopoulos, A., Konstantinou, N., Koutsompolis, D., Pergantis, M., & 

Varlamis, I. (2019). Academic excellence,website quality, SEO performance: 



 

85 

 

Is there a correlation? Future Internet, 11(11). 

https://doi.org/10.3390/fi11110242 

Gregg, D. G., & Walczak, S. (2010). The relationship between website quality, trust 

and price premiums at online auctions. Electronic Commerce Research, 10(1), 

1–25. https://doi.org/10.1007/s10660-010-9044-2 

Griffin, A., & Hauser, J. R. (1993). The Voice of the Customer. Marketing Science, 

12(1), 1–27. https://doi.org/10.1287/mksc.12.1.1 

Hartanto, B., & Singgih, M. L. (2023). Measuring E-Service Quality & Webqual 

4.0 in ICMS Through Kano Method & Importance-Performance Analysis For 

Development Strategies. Proceedings of the 4th International Conference on 

Informatics, Technology and Engineering 2023 (InCITE 2023), 25–38. 

https://doi.org/10.2991/978-94-6463-288-0_4 

Kano, N., Seraku, N., Takahashi, F., & Tsuji, S. (1984). Attractive Quality and 

Must-Be Quality. JOURNAL OF THE JAPANESE SOCIETY FOR QUALITY 

CONTROL, 14, 39–48. https://api.semanticscholar.org/CorpusID:166642791 

Kumoro, D. T., & Hasanah, U. (2020). Tinjauan Desain Interface Website E-

Commerce Wisata Mototravel.id Menggunakan Evaluasi Heuristik. JTIM : 

Jurnal Teknologi Informasi Dan Multimedia, 2(1), 43–49. 

https://doi.org/10.35746/jtim.v2i1.84 

Legito, Wattimena, F. Y., Yulianto Umar Rofi’i, & Munawir. (2023). E-Commerce 

Product Recommendation System Using Case-Based Reasoning (CBR) and 

K-Means Clustering. International Journal Software Engineering and 

Computer Science (IJSECS), 3(2), 162–173. 

https://doi.org/10.35870/ijsecs.v3i2.1527 

Lima, V. M., Irigaray, H. A. R., & Lourenco, C. (2019). Consumer engagement on 

social media: insights from a virtual brand community. Qualitative Market 

Research: An International Journal, 22(1), 14–32. 

https://doi.org/10.1108/QMR-02-2017-0059 

Lin, H.-F. (2007). The Impact of Website Quality Dimensions on Customer 

Satisfaction in the B2C E-commerce Context. Total Quality Management & 

Business Excellence, 18(4), 363–378. 



 

86 

 

https://doi.org/10.1080/14783360701231302 

Loiacono, E. T., Watson, R. T., & Goodhue, D. L. (2002). WebQual: A Measure of 

Website Quality. 

Luo, N., Wang, Y., Zhang, M., Niu, T., & Tu, J. (2020). Integrating community and 

e-commerce to build a trusted online second-hand platform: Based on the 

perspective of social capital. Technological Forecasting and Social Change, 

153, 119913. https://doi.org/10.1016/j.techfore.2020.119913 

Manning, M. L. (2007). The Survey Researcher’s SPSS Cookbook (2nd ed.). French 

Forest, N.S.W. : Pearson Education Australia, c2007. 

https://collection.sl.nsw.gov.au/record/74VKRoq07VXl 

Martilla, J. A., & James, J. C. (1977a). Importance-Performance Analysis. Journal 

of Marketing, 41(1), 77. https://doi.org/10.2307/1250495 

Martilla, J. A., & James, J. C. (1977b). Importance-Performance Analysis. Journal 

of Marketing, 41(1), 77–79. https://doi.org/10.1177/002224297704100112 

Matzler, K., & Hinterhuber, H. (1996). The Kano Model: How to Delight Your 

Customers. https://www.researchgate.net/publication/240462191 

McKnight, D. H., Choudhury, V., & Kacmar, C. (2002). Developing and validating 

trust measures for e-commerce: An integrative typology. Information Systems 

Research, 13(3), 334–359. https://doi.org/10.1287/isre.13.3.334.81 

Mikulić, J., & Prebežac, D. (2016). The Kano model in tourism research: A critical 

note. Annals of Tourism Research, 61, 25–27. 

https://doi.org/10.1016/j.annals.2016.07.014 

Mokobombang, M. G., & Kusumawati, N. (2023). Impact of Product Description, 

Product Photo, Rating, and Review on Purchase Intention in E-commerce. 

Journal of Consumer Studies and Applied Marketing, 1(2), 137–147. 

https://doi.org/10.58229/jcsam.v1i2.100 

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 

Pasape, L. (2022). Key Elements of Customer Trust towards Retaining Customers 

of Telecommunication Companies in Tanzania. Journal of Service Science 



 

87 

 

and Management, 15(04), 476–499. 

https://doi.org/10.4236/jssm.2022.154028 

Perangin-angin, O., & Sihotang, J. I. (2023). Shopeefood Customer Satisfaction 

Modeling Based on Webqual 4.0 and Kano Method. Jurnal Teknologi 

Informasi Dan Komunikasi (TelKa), 13(01), 17–29. 

https://doi.org/10.36342/teika.v13i01.3086 

Poulos, M., Korfiatis, N., Papavlassopoulos, S., & Theotoki, I. (2020). Assessing 

Stationarity in Web Analytics: A study of Bounce Rates. Business Analytics 

Research Lab (BAREL), 1–36. 

https://doi.org/http://dx.doi.org/10.1111/exsy.12502 

Purnama, E., Suhendra, A. A., & Wulandari, S. (2019). Perancangan Perbaikan 

Atribut Kebutuhan Pada Website Tel-U Career Menggunakan Metode Quality 

Function Deployment. E-Proceeding of Engineering, 6(2), 6982–6989. 

Putra, Z. F. S., Sholeh, M., & Widyastuti, N. (2014). Analisis Kualitas Layanan 

Website BTKP-DIY Menggunakan Metode WebQual 4.0. Jurnal JARKOM, 

174–184. https://api.semanticscholar.org/CorpusID:151985482 

Putri Handoko, L. (2016). The Effect of Product Quality and Delivery Service on 

Online-Customer Satisfaction in Zalora Indonesia. Jurnal EMBA, 4(1), 1189–

1199. 

Rahmawati, W. (2022). PENGUKURAN KUALITAS WEBSITE JUAL BELI 

ONLINE MENGGUNAKAN WEBQUAL 4.0. Jurnal Ilmiah Teknik, 1(2), 

76–83. https://doi.org/10.56127/juit.v1i2.32 

Ramadhanti, A., & Slamet, A. S. (2020). Developing E-Commerce Success Model 

by Measuring Website Quality of Indonesian MSMEs. 5th Sriwijaya 

Economics, Accounting, and Business Conference (SEABC 2019), 16–23. 

http://creativecommons.org/licenses/by-nc/4.0/ 

Rita, P., Oliveira, T., & Farisa, A. (2019). The impact of e-service quality and 

customer satisfaction on customer behavior in online shopping. Heliyon, 

5(10), e02690. https://doi.org/10.1016/j.heliyon.2019.e02690 

Rizqullah, M. G., Rohayati, Y., & Kusmayanti, I. N. (2021). Perancangan Atribut 

Kebutuhan Pada Situs Penjualan UMKM “Uraniwarabbit” Menggunakan 



 

88 

 

Integrasi Dimensi Web Quality dan Refined Kano Model. E-Proceeding of 

Engineering, 8(5), 6862–6872. 

https://openlibrarypublications.telkomuniversity.ac.id/index.php/engineering/

article/view/16610 

Saeed, K. A., Grover, V., & Hwang, Y. (2005). Information Systems Journal, and 

Electronic Markets. In International Journal of Human-Computer Studies, and 

Journal of End User Computing. His teaching Journal of Management 

Information Systems / Summer (Vol. 22, Issue 1). 

Santouridis, I., Trivellas, P., & Reklitis, P. (2009). Internet service quality and 

customer satisfaction: Examining internet banking in Greece. Total Quality 

Management & Business Excellence, 20(2), 223–239. 

https://doi.org/10.1080/14783360802623084 

Schubert, P., & Leimstoll, U. (2004). Personalization of E-Commerce Applications 

in SMEs. Journal of Electronic Commerce in Organizations, 2(3), 21–39. 

https://doi.org/10.4018/jeco.2004070102 

Sekaran, U., & Bougie, R. (2016). Research methods for business: A skill building 

approach. john wiley & sons. 

Somani, C. (2012). VIRTUAL COMMUNITY: The New Hope for E-Commerce. 

Indian Journal of Computer Science and Engineering (IJCSE), 3(1), 20–23. 

Sugiyono. (2010). Metode Penelitian Kuantitatif, Kualitatif dan R&D. Alfabeta. 

Suharto, Y., & Hariadi, E. (2021). Analisis Kualitas Website Badan Pengembangan 

Sumber Daya Manusia Menggunakan Metode Webqual 4.0. Jurnal 

Manajemen Dan Organisasi (JMO), 12(2), 109–121. 

https://www.bpsdm.jakarta.go.id 

Tahanisaz, S., & shokuhyar, S. (2020). Evaluation of passenger satisfaction with 

service quality: A consecutive method applied to the airline industry. Journal 

of Air Transport Management, 83. 

https://doi.org/10.1016/j.jairtraman.2020.101764 

Tan, K. C., & Pawitra, T. A. (2001). Integrating SERVQUAL and Kano’s model 

into QFD for service excellence development. Managing Service Quality: An 

International Journal, 11(6), 418–430. 



 

89 

 

https://doi.org/10.1108/EUM0000000006520 

Tarigan, J. (2008). User Satisfaction Using Webqual Instrument: A Research on 

Stock Exchange of Thailand (SET). Jurnal Akuntansi Dan Keuangan, 10(1), 

34–47. www.WEBQUAL.co.uk 

Tidwell, J. (2005). Designing Interfaces: Patterns for Effective Interaction Design 

(A. Odewahn & M. O’Brien, Eds.; 1st ed.). O’Reilly Media. 

https://books.google.co.id/books?id=oCTSeKfMaWUC 

Tileng, K. G., & Dharmawan, B. A. (2023). Analisis Kualitas Website E-

Marketplace X Menggunakan Metode Webqual 4.0 dan Importance-

Performance Analysis (IPA). Jurnal Teknik Informatika Dan Sistem 

Informasi, 10(2), 1–14. 

Ulrich, K. T., & Eppinger, S. D. (2008). Product Design and Development. 

McGraw-Hill Higher Education. 

https://books.google.co.id/books?id=Bn4UQAAACAAJ 

Usha, M., & Nagadeepa, D. N. (2015). On-Page and Off-Page Optimization 

Techniques for Search Engine Results Page (SERP). International Journal Of 

Advanced Research in Computer Science and Software Engineering, 5(1). 

Valdes, C. (2023). Building Community in E-Commerce: More Than Just Business. 

Vargas, A. M., Pedraza-Jiménez, R., & Codina, L. (2020). Website quality: An 

analysis of scientific production. El Profesional de La Información. 

https://doi.org/10.3145/epi.2020.sep.08 

Widodo, I. F., Priyadi, Y., & Riskiana, R. R. (2021). Analisis dan Evaluasi Website 

Layanan Jasa Menggunakan Webqual 4.0 dan Metode Analytical Hierarchy 

Process (AHP). Techno.Com, 20(4), 588–600. 

https://doi.org/10.33633/tc.v20i4.5260 

Wijaya, I. G. N. S., Triandini, E., Kabnani, E. T. G., & Arifin, S. (2021). E-

commerce website service quality and customer loyalty using WebQual 4.0 

with importance performances analysis, and structural equation model: An 

empirical study in shopee. Jurnal Ilmiah Teknologi Sistem Informasi, 7(2), 

107–124. https://doi.org/10.26594/register.v7i2.2266 

Wolfinbarger, M., & Gilly, M. C. (2003). eTailQ: dimensionalizing, measuring and 



 

90 

 

predicting etail quality. Journal of Retailing, 79(3), 183–198. 

https://doi.org/10.1016/S0022-4359(03)00034-4 

Yoo, B., & Donthu, N. (2001). Developing a Scale to Measure the Perceived 

Quality of an Iinternet Shopping Site (SiteQual). Quarterly Journal of 

Electronic Commerce, 2(1), 31–46. 

  

 

 

 

 

 

 

 


