DAFTAR PUSTAKA

Alan & Kabadayi, 2014. Quality Antecedents of Brand Trust and Behavioral
Intention.  September 2014. Procedia - Social and Behavioral
Sciences 150:619-627 DOI:10.1016/.sbspro.2014.09.081

Bougie, & Sekaran. (2019). Research Methods for Business: A skill Building
Approach (7" Ed.). New York: John wiley@Sons

Bujisic, M dan J. Hutchinson. 2014. The Effects of Restaurant Quality Attributes
on customer behavioral intentions. International Journal of Contemporary
Hospitality Management. 26(8):1270-1291. DOI:
https://doi.org/10.1108/IJCHM-04-2013-0162

Chase, Richard B., F. Robert Jacobs, Nicholas J. Aquilano. (2006). Operations
management for competitive advantage 11 th edition. Universitas Indiana:
McGraw-Hill/Irwin

Chou, Shihyu, Chi-Wen Chen, Jiun-You Lin, 2015, Female Online Shoppers,
Internet Research, Vol. 25: 4: 542-561. DOI: https://doi.org/10.1108/IntR-
01-2014-0006

Dias Rintasari et al.2020. PENGARUH E-TRUST DAN E-SERVICE QUALITY
TERHADAP E-LOYALTY MELALUI E-SATISFACTION (Studi Pada
Pengguna Situs E-Commerce C2C Shopee Di Kabupaten Sleman). Jurnal
Administrasi Bisnis, Vol. IX, No. IV

Ghozali, Imam, Hengky Latan. 2015. Konsep, Teknik, Aplikasi Menggunakan
Smart PLS 3.0 Untuk Penelitian Empiris. BP Undip. Semarang

Griffin, (2005), Customer Loyalty: Menumbuhkan dan mempertahankan
kesetiaan pelanggan Terjemahan oleh Dwi Kartini Yahya dkk, Jakarta :
Penerbit Erlangga.

Hair Joseph F, Jeffrey J. Risher, Marko Sarstedt, Christian M. Ringle. (2018),
When to use and how to report the results of PLS-SEM. European Business
Review. Vol. 31 No. 1, pp. 2-24

72



Hong Qin Victor R. Prybutok Qilan Zhao, (2010)," Perceived service quality in
fast-food restaurants: empirical evidence from China", International Journal

of Quality & Reliability Management, Vol. 27 Iss 4 pp. 424 — 437

Hussein, A.S. (2015). Penelitian Bisnis dan Manajemen Menggunakan Partial
Least Square (PLS) dengan smartPLS 3.0. Fakultas Ekonomi dan Bisnis
Universitas Brawijaya.

Jeong, Yongju and Yongsung Lee. 2010. A Study on The Customer Satisfaction
and Customer Loyalty of Furniture Purchaser in On-Line Shop. Asian
Journal on Quality, 2 (11), pp: 146 - 156
https://doi.org/10.1108/15982681011075952

Kevin Taslim. 2015. Analisis Hubungan antara E-Service Quality dan Trust pada
Customer Satisfaction & Behavioral Intentions Telaah pada Net Generation
Konsumen Lazada Indonesia. Ultima Management Vol 7. No.1. Juni 2015

Kimery, K. M., and McCord, M. (2002). "Third-party Assurances: Mapping the
Road to Trust in E-retailing." Journal of Information Technology Theory
and Application, 4(2), 63-81.

Konuk, 2018. Price fairness, satisfaction, and trust as antecedents of purchase
intentions towards organic food. November 2017.Journal of Consumer
Behaviour 17(2). DOI:10.1002/cb.1697

Kotler, P., & Amstrong, G. (2016). Principles Of Marketing, Global Edition
(l6th  Edition) (16th ed.). Pearson Education Limited.
www.pearsonglobaleditions.com

Laudon, K. C., & Traver, C. G. (2016). E-Commerce 2016 business, tecnology,
sociey
(12th ed.). England: Britis Library Cataloguint-in.

Monsuwe, Dellaert, & Ruyter, 2004. What drives consumers to shop online? A
literature review. International Journal of Service Industry Management Vol.
15 No. 1, 2004 pp. 102-121 q Emerald Group Publishing Limited 0956-4233
DOI 10.1108/09564230410523358

Parasuraman, A., Valarie A. Zeithaml, and Leonard L. Berry. (1994).
Reassestment of Expectation as a Comparison Standard in Measuring
Service Quality: Implications for Further Research, Journal of
Marketing,Vol. 58 (January)

73



Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). A multiple-item scale
for measuring consumer perceptions of service quality, Journal of Retailing,
64, 12-40

Paulo Rita et al.2019. The impact of e-service quality and customer satisfaction on
customer behavior in online shopping. Heliyon. Volume 5, Issue
10, October 2019, €02690 https://doi.org/10.1016/;.heliyon.2019.e02690

Peter, J Paul and Jerry C Olson. 2013. Perilaku Konsumen dan Strategi
Pemasaran Terjemahan oleh Diah Tantri Dwiandani Edisi Kesembilan Jilid
1. Jakarta: Erlangga.

Purnamasari.2019. The Roles of E-Service Quality, E-Trust, and E-Satisfaction on
Online Retail Loyalty. Administrasi Niaga, Politeknik Negeri Bandung

Rami Mohammad Al-dweeri.2017. The effect of e-service quality on Jordanian
student’s e-loyalty: an empirical study in online retailing. Industrial
Management & Data Systems Vol. 119 No. 4, 2019 pp. 902-923 © Emerald
Publishing Limited 0263-5577 DOI 10.1108/IMDS-12-2017-0598

Similarweb marketplace indonesia 2021. Diakses pada 4 Agustus 2021 pada
https://www.tribunnews.com/techno/2021/04/22/survei-similarweb-
tokopedia-rajai-marketplace-di-kuartal-i-2021

Sirclo.com, “Menilik Tren Perkembangan E- Commerce Indonesia di
2020,” Solusi  E-commerce,  2020.https://www.sirclo.com/menilik-tren-
perkembangan-e-commerce-indonesia-di-2020 (accessed Aug.4, 2021)

Sirdeshmukh, D., Singh, J., & Sabol, B. (2002). Consumer Trust, Value, and
Loyalty in Relational Exchanges. The Journal of Marketing, 66, 15-37. DOI:
http://dx.doi.org/10.1509/jmkg.66.1.15.18449

Sugiyono. 2019. Metode Penelitian Kuantitatif, Kualitatif, dan R&D. Bandung:
Alfabeta, CV.

Van-Dat Tran et al.2019. Inspecting the Relationship among E-service Quality, E-
trust, E-customer Satisfaction and Behavioral Intentions of Online
ShoppingCustomers. GLOBAL BUSINESS & FINANCE REVIEW,
Volume. 24 Issue. 3 (FALL 2019), 29-42

74



Wan Yusoff, Wan Zahari W. & Ismail, M. (2010). FM- SERVQUAL: A new
approach of service quality measurement framework in local
authorities. Journal — of  Corporate  Real  Estate, 10(2), 49-64.
http://dx.doi.org/10.1108/14630010810905633

Zeithaml, V.A., M.J. Bitner, D.D. Gremler. (2013). Services Marketing:
Integrating Customer Focus Across the Firm 6thed. Mc.Graw-Hill. Boston

75



