
96 
 

Daftar Pustaka 

 

 Agus, S., Sarana, & Marjan, Irawan, F. (2017). Analisis Pengaruh E-kepuasan 

Pelanggan Terhadap E-loyalitas Pelanggan KAI Access Berdasarkan E-

Servqual Pada PT Kereta Api Indonesia (Persero) DAOP Iv Semarang. 

PROSIDING SENTRINOV, 3. 

http://proceeding.sentrinov.org/index.php/sentrinov/article/view/196 

Ajzen, I., & Fishbein, M. (1980). Understanding attitudes and predicting social 

behaviour. In Englewood Cliffs. Prentice-Hall. 

Al-Hawari, M. A. A. (2014). Does customer sociability matter? Differences in e-

quality, e-satisfaction, and e-loyalty between introvert and extravert online 

banking users. Journal of Services Marketing. https://doi.org/10.1108/JSM-

02-2013-0036 

Anderson, R. E., & Srinivasan, S. S. (2003). E-Satisfaction and E-Loyalty: A 

Contingency Framework. Psychology and Marketing. 

https://doi.org/10.1002/mar.10063 

Barnett, V., Neter, J., & Wasserman, W. (1975). Applied Linear Statistical 

Models. Journal of the Royal Statistical Society. Series A (General). 

https://doi.org/10.2307/2984653 

Bhalla, P. (2020). The History of eCommerce and its Evolution – the Timeline. 

Shiprocket. https://www.shiprocket.in/blog/ecommerce-history-evolution-

timeline/ 

Blut, M. (2016). E-Service Quality: Development of a Hierarchical Model. 

Journal of Retailing. https://doi.org/10.1016/j.jretai.2016.09.002 

Blut, M., Chowdhry, N., Mittal, V., & Brock, C. (2015). E-Service Quality: A 

Meta-Analytic Review. Journal of Retailing. 

https://doi.org/10.1016/j.jretai.2015.05.004 

Bottani, E., & Rizzi, A. (2006). Strategic management of logistics service: A 

fuzzy QFD approach. International Journal of Production Economics. 

https://doi.org/10.1016/j.ijpe.2005.11.006 

Caruana, A. (2002). Service loyalty: The effects of service quality and the 

mediating role of customer satisfaction. European Journal of Marketing. 

https://doi.org/10.1108/03090560210430818 

Chaffey, D., Ellis-Chadwick, F., Mayer, R., & Johnston, K. (2009). Internet 

Marketing: Strategy, Implementation, and Practice (4th ed.). Pearson 

Education Limited. 

Christian, M., & Nuari, V. (2016). Pengaruh kualitas layanan terhadap loyalitas 

konsumen studi kasus: Belanja online Bhinneka.com. Jurnal Siasat Bisnis. 



97 
 

https://doi.org/10.20885/jsb.vol20.iss1.art4 

Christodoulides, G., & Michaelidou, N. (2011). Shopping motives as antecedents 

of e-satisfaction and e-loyalty. Journal of Marketing Management. 

https://doi.org/10.1080/0267257X.2010.489815 

Constantinides, E., Lorenzo-Romero, C., & Gómez, M. A. (2010). Effects of web 

experience on consumer choice: A multicultural approach. Internet Research. 

https://doi.org/10.1108/10662241011032245 

Cyr, D. (2008). Modeling web site design across cultures: Relationships to trust, 

satisfaction, and E-Loyalty. Journal of Management Information Systems. 

https://doi.org/10.2753/MIS0742-1222240402 

David Baum. (1999). Business Links. Oracle Magazine. 

Davis, F. D. (1989). Perceived usefulness, perceived ease of use, and user 

acceptance of information technology. MIS Quarterly: Management 

Information Systems. https://doi.org/10.2307/249008 

Davis, F. D., Bagozzi, R. P., & Warshaw, P. R. (1989). User Acceptance of 

Computer Technology: A Comparison of Two Theoretical Models. 

Management Science. https://doi.org/10.1287/mnsc.35.8.982 

Dwi Hadya Jayani. (2019). Tren Pengguna E-Commerce Terus Tumbuh | 

Databoks. Katadata. 

https://databoks.katadata.co.id/datapublish/2019/10/10/tren-pengguna-e-

commerce-2017-2023 

Eid, M. I. (2011). Determinants of e-commerce customer satisfaction, trust, and 

loyalty in Saudi Arabia. Journal of Electronic Commerce Research. 

Flavián, C., Guinalíu, M., & Gurrea, R. (2006). The role played by perceived 

usability, satisfaction and consumer trust on website loyalty. Information and 

Management. https://doi.org/10.1016/j.im.2005.01.002 

Gardial, S. F., Clemons, D. S., Woodruff, R. B., Schumann, D. W., & Burns, M. 

J. (1994). Comparing Consumers’ Recall of Prepurchase and Postpurchase 

Product Evaluation Experiences. Journal of Consumer Research. 

https://doi.org/10.1086/209369 

Ghozali, I., & Latan, H. (2015). Partial Least Square, Konsep Teknik, dan 

Aplikasi Menggunakan program SmartPLS 3.0 untuk Penelitian Empiris. 

Badan Penerbit Universitas Diponegoro. 

Griffin, J. (2003). Customer Loyalty Menumbuhkan dan Mempertahankan 

Kesetiaan Pelanggan. (D. K. Yahya (ed.); Revisi). Erlangga. 

Hair, J F Jr Black, W C Babin, B J Anderson, R. E. (2010). Multivariate data 

analysis. In Upper Saddle River, NJ: Pearson Prentice Hall. (7 Edition). 

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2017). A Primer on 



98 
 

Partial Least Squares Structural Equation Modeling (PLS-SEM). Second 

Edition. In California: Sage. 

Hair, Joe F., Ringle, C. M., & Sarstedt, M. (2011). PLS-SEM: Indeed a silver 

bullet. Journal of Marketing Theory and Practice. 

https://doi.org/10.2753/MTP1069-6679190202 

Hur, Y., Ko, Y. J., & Valacich, J. (2011). A Structural model of the relationships 

between sport website quality, e-satisfaction, and e-loyalty. Journal of Sport 

Management. https://doi.org/10.1123/jsm.25.5.458 

Johnson, M. D. (1984). Consumer Choice Strategies for Comparing 

Noncomparable Alternatives. Journal of Consumer Research. 

https://doi.org/10.1086/209010 

Kim, J. H., & Kim, C. (2010). E-service quality perceptions: A cross-cultural 

comparison of american and Korean consumers. Journal of Research in 

Interactive Marketing. https://doi.org/10.1108/17505931011070604 

Kompasiana. (2017). Sejarah E-commerce Indonesia: Apa yang Telah dan Akan 

Terjadi? Kompasiana. 

https://www.kompasiana.com/www.bhinneka.com/59b25877085ea65943594

dc2/sejarah-e-commerce-indonesia-apa-yang-telah-dan-akan-terjadi?page=all 

Kotler, P. & Armstrong, G. (2008). Prinsip-Prinsip Pemasaran. In Manajemen 

Pemasaran (12th ed.). 

Kotler, P., & AB, S. (2000). Marketing Management. In Manajemen Pemasaran 

di Indonesia (15th ed.). 

Kotler, P., & Keller, K. L. (2008). Manajemen Pemasaran. In Jakarta: Erlangga 

(13 Vol.2). 

Laksana, F. (2008). Manajemen Pemasaran Pendekatan Praktis. In Graha Ilmu. 

Graha Ilmu. 

Lee, G. G., & Lin, H. F. (2005). Customer perceptions of e-service quality in 

online shopping. International Journal of Retail and Distribution 

Management. https://doi.org/10.1108/09590550510581485 

Parasuraman, A., Zeithaml, V. A., & Malhotra, A. (2005). E-S-QUAL a multiple-

item scale for assessing electronic service quality. Journal of Service 

Research. https://doi.org/10.1177/1094670504271156 

Peter, J. P., & Olson, J. C. (2010). Consumer Behavior & Marketing Strategy. In 

Dana (Ninth Edit). McGraw- Hill. 

Prisanti, M. Della, Suyadi, I., & Arifin, Z. (2017). Pengaruh E-Service Quality 

dan E-Trus terhadap E-Customer Satisfaction serta Implikasinya terhadap E-

Customer Loyalty. Journal of Business Studies. 

Putri, K., & Nurcaya, I. (2013). PENGARUH DIMENSI KUALITAS 



99 
 

PELAYANAN JASA TERHADAP KEPUASAN PELANGGAN D&I SKIN 

CENTRE DENPASAR. E-Jurnal Manajemen Universitas Udayana. 

Rambat Lupiyoadi, H. (2006). Manajemen Pemasaran Jasa. In Penerbit Salemba. 

Salemba Empat. 

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). https://doi.org/10.1016/j.heliyon.2019.e02690 

Rolland, S., & Freeman, I. (2010). A new measure of e-service quality in France. 

International Journal of Retail and Distribution Management. 

https://doi.org/10.1108/09590551011052106 

Sagoe, D., Andreassen, C. S., & Pallesen, S. (2014). The aetiology and trajectory 

of anabolic-androgenic steroid use initiation: A systematic review and 

synthesis of qualitative research. Substance Abuse: Treatment, Prevention, 

and Policy, 9(1). https://doi.org/10.1186/1747-597X-9-27 

Sanayei, A., & Jokar, A. (2013). Determining the Effect of Electronic Services 

Quality on Electronic Satisfaction and Positive Word of Mouth (Case Study: 

Different Branches of Shiraz Mellat Bank Customers). International Journal 

of Academic Research in Accounting, Finance and Management Sciences, 

103–111. 

Sativa, A., & Astuti, S. R. T. (2016). Analisis Pengaruh E-Trust dan E-Service 

Quality terhadap E-Loyalty dengan E-Satisfaction sebagai Variabel 

Intervening ( Studi pada Pengguna E-Commerce C2C Tokopedia ). 

Management. 

Schiffman, L., & Kanuk, L. L. (2007). Perilaku Konsumen. In PT. Indeks 

Gramedia (2nd ed.). 

Sekaran, U., & Bougie, R. (2016). Reserach Methods for Bussiness A Skill-

Bulding Approach. In John Wiley & Sons Ltd. 

Setyowati, D. (2018). McKinsey: Pasar E-Commerce RI Melonjak Jadi Rp 910 

Triliun pada 2022. Katadata. 

https://katadata.co.id/pingitaria/digital/5e9a55dc32aaa/mckinsey-pasar-e-

commerce-ri-melonjak-jadi-rp-910-triliun-pada-2022 

Shankar, V., Smith, A. K., & Rangaswamy, A. (2003). Customer satisfaction and 

loyalty in online and offline environments. International Journal of Research 

in Marketing. https://doi.org/10.1016/S0167-8116(03)00016-8 

Shaw, M., Blanning, R., Strader, T., & Whinston, A. (2012). Handbook on 

Electronic Commerce. Springer-Verlag Berlin Heidelberg. 

https://doi.org/10.1007/978-3-642-58327-8 

Sirclo. (2018). Mengenal Jenis-Jenis Website E-commerce Berdasarkan Model 

Bisnisnya. Sirclo. https://www.sirclo.com/mengenal-jenis-jenis-website-e-



100 
 

commerce-berdasarkan-model-bisnisnya/#:~:text=Consumer to Consumer 

(C2C),.com dan bukalapak.com 

Srinivasan, S. S., Anderson, R., & Ponnavolu, K. (2002). Customer loyalty in e-

commerce: An exploration of its antecedents and consequences. Journal of 

Retailing. https://doi.org/10.1016/S0022-4359(01)00065-3 

Stufflebeam, D. L., & Zhang, G. (2017). The CIPP Evaluation Model. The CIPP 

Evaluation Model: How to Evaluate for Improveability and Accountability. 

Subihaini. (2001). Analisis Konsekuensi Kualitas Layanan pada Perilaku 

Konsumen. Jurnal Bisnis Dan Strategi, VI, h.99-115. 

Sugiyono. (2019). Metode Penelitian Kuantitatif, Kualitatif, dan R&D. In 

Alfabeta. 

The ASEAN POST, T. (2020). The rise of e-commerce in Indonesia. THE 

ASEAN POST. https://theaseanpost.com/article/rise-e-commerce-indonesia 

Tjiptono, Fandi. (2004). Prinsip-prinsip Total Quality Service. In Andi Offset. 

Andi Offset. 

Tjiptono, Fandi. (2008). Service Management Mewujudkan Layanan Prima. Andi 

Offset. 

Tjiptono, Fandy, & Anastasia, D. (2015). Pelanggan Puas? Tak Cukup! In Widya 

Cipta: Jurnal Sekretari dan Manajemen. Andi Offset. 

https://doi.org/10.31294/WIDYACIPTA.V2I1.2684.G2034 

Tobagus, A. (2018). Pengaruh e-service quality terhadap e-satisfaction pada 

pengguna situs tokopedia. AGORA, Jurnal Mahasiswa Manajemen Bisnis. 

Turban, E., Rainer, K. R., & Potter, R. E. (2005). Introduction to Information 

Technology (Low Price). John Wiley & Sons. 

Widowati, H. (2019). Indonesia Jadi Negara dengan Pertumbuhan E-Commerce 

Tercepat di Dunia. Katadata. 

https://databoks.katadata.co.id/datapublish/2019/04/25/indonesia-jadi-

negara-dengan-pertumbuhan-e-commerce-tercepat-di-dunia 

Yang, Z., Jun, M., & Peterson, R. T. (2004). Measuring customer perceived online 

service quality: Scale development and managerial implications. 

International Journal of Operations and Production Management. 

https://doi.org/10.1108/01443570410563278 

Zeithaml, V. A., Bitner, M. J., & Gremler, D., & D. (2013). Services Marketing - 

Integrating Customer Focus Across the Firm (Internatio). McGraw-Hill. 

Zeithaml, V. & B. M. (2000). Understanding Customer Expectations and 

Perceptions through Marketing Research. Integrating Customer Focus 

Across The Firm (2nd ed.). Irwin McGraw-Hill. 



101 
 

Zeithaml, V. A. (1988). Consumer Perceptions of Price, Quality, and Value: A 

Means-End Model and Synthesis of Evidence. Journal of Marketing. 

https://doi.org/10.1177/002224298805200302 

 

 

 

 

 

 

 


