
 
 

148 
 
 

DAFTAR PUSTAKA 

 

Al-dweeri, R. M., Ruiz Moreno, A., Montes, F. J. L., Obeidat, Z. M., & Al-dwairi, 

K. M. (2019). The effect of e-service quality on Jordanian student’s e-

loyalty: an empirical study in online retailing. Industrial Management and 

Data Systems, 119(4), 902–923. https://doi.org/10.1108/IMDS-12-2017-

0598 

Afsar, A., Nasiri, Z., & Zadeh, M. O. (2013). E-loyalty Model in e-Commerce. 

Mediterranean Journal of Social Sciences. 

doi:10.5901/mjss.2013.v4n9p547 

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. doi:10.1108/ijbm-10-2014-0139 Barnes, James 

G. (2003). Secrets Of Customer Relationship Management. ANDI. 

Yogyakarta. 

Arikunto, Suharsimi. (2002). Prosedur Penelitian Suatu Pendekatan Praktek. 

Jakarta: Rineka Cipta 

Azizah, L. N. (2022). Pendiri Shopee Dan Kisah Perjalanan Karirnya - Gramedia. 

Gramedia Literasi. Diakses September 30, 2022, dari 

https://www.gramedia.com/literasi/pendiri-shopee/#Apa_Itu_Shopee 

Azmi, F., Dewi, C.K. (2020). Pengaruh Efficiency, Privacy, Reliability, Emotional 

Benefit, dan Customer Service terhadap E-Satisfaction Pengguna Aplikasi 

Kereta Api Indonesia (KAI) Access. Jurnal Ekonomi dan Kewirausahaan 

Vol.14, Nomor 1. 

Barnes, J. G. 2003. Secret of Customer Relationship Management (Rahasia 

Manajemen Hubungan Pelanggan). Yogyakarta: Andi 

Bayu, D. J. (2021, February 15). Konsumen Paling Banyak pakai paylater di 

shopee: Databoks. Pusat Data Ekonomi dan Bisnis Indonesia. Diakses 

October 2, 2022, dari 

https://databoks.katadata.co.id/datapublish/2021/02/15/konsumen-paling-

banyak-pakai-paylater-di-shopee 



 
 

149 
 
 

Budiman, A., Yulianto, E., & Saifi, M. (2020). Pengaruh E-Service Quality 

terhadap E-Satisfaction dan E-Loyalty nasabah pengguna mandiri online. 

Jurnal Profit 

Chek, Y. L., & Ho, J. S. Y. (2016). Consumer Electronics E-retailing: Why the 

Alliance of Vendors’ E-service Quality, Trust and Trustworthiness Matters. 

Procedia - Social and Behavioral Sciences, 219, 804–811. 

doi:10.1016/j.sbspro.2016.05.083 

Dehghanpouri, H., Soltani, Z., & Rostamzadeh, R. (2020). The impact of trust, 

privacy and quality of service on the success of E-CRM: the mediating role 

of customer satisfaction. Journal of Business & Industrial Marketing, ahead-

of-print(ahead-of-print). doi:10.1108/jbim-07-2019-0325 

Durianto, D., Sugiarto, Sijintak, T. (2001). In Strategi Menaklukan Pasar Melalui 

Riset Ekuitas Dan Perilaku Merek, Gramedia Pustaka Utama, 43. 

Ene, S., dan Ozkaya, B. (2014). A study on corporate image, customer satisfaction 

and brand loyalty in the context of retail stores. Asian Social Science, 

10(14), 52-66. 

Fatikasari, Cindy Dwi. 2018. “Pengaruh Persepsi Keamanan, Persepsi Privacy, dan 

Brand Awareness Terhadap Kepercayaan Konsumen Online Dengan 

Kepuasan Sebagai Variabel Mediasi.” Yogyakarta  

Ferdinand, Augusty. 2014. Metode Penelitian Manajemen. BP Universitas 

Diponegoro. Semarang 

Fernandes, T., & Esteves, F. (2016). Customer Engagement and Loyalty: A 

Comparative Study Between Service Contexts. Services Marketing 

Quarterly, 37(2), 125–139. doi:10.1080/15332969.2016.1154744  

Griffin, J. (2010). Customer Loyalty How To Earn it, How Keep It I. Kentucky: 

McGraw – Hill. 

Hair, J. F., Black, W. C., Babin, B. J., Anderson, R. E., dan Tatham, R. L. (2006). 

Multivariat Data Analysis Sixth Edition. New Jersey: Pearson Prentice Hall. 

Hair, J. F., et al. (2007). Multivariate Data Analysis 6th Edition. New Jersey: 

Pearson Education Inc. 

Hartono. (2011). Metodologi Penelitian. Pekanbaru: Zafana. 

Hsu, C.-L., Wu, C.-C., & Chen, M.-C. (2012). An empirical analysis of the 

antecedents of e-satisfaction and e-loyalty: focusing on the role of flow and 



 
 

150 
 
 

its antecedents. Information Systems and e-Business Management, 11(2), 

287–311. doi:10.1007/s10257-012-0194-8 

Irwansyah, dan Riko Mappadeceng. 2018. “Pengaruh E-Service Quality Terhadap 

Customer Loyalty Melalui Customer Satisfaction Pada Toko On Line 

Bukalapak.” J-MAS (Jurnal Manajemen dan Sains) 3(2):128. 

Isparwati, R. (2022). Keunggulan Shopee, Kelebihan, Serta Kekurangan Dari 

review pribadi. Rini Isparwati. Diakses October 2, 2022, dari 

https://riniisparwati.com/keunggulan-shopee-kelebihan-serta-kekurangan-

dari-review-pribadi/ 

Kaya, B., Behravesh, E., Abubakar, A. M., Kaya, O. S., & Orús, C. (2019). The 

Moderating Role of Website Familiarity in the Relationships Between e-

Service Quality, e-Satisfaction and e-Loyalty. Journal of Internet 

Commerce,18(4),369–394. 

https://doi.org/10.1080/15332861.2019.1668658 

Kangean, S., &amp; Rusdi, F. (2020). Analisis Strategi Komunikasi Pemasaran 

Shopee dalam Persaingan E-Commerce di Indonesia. Prologia, 4(2), 280. 

https://doi.org/10.24912/pr.v4i2.6504 

Kim, D.J., Ferrin, D.L. and Rao, H.R. (2008), “A trust-based consumer decision-

making model in electronic commerce: the role of trust, perceived risk, and 

their antecedents”, Decision Support Systems, Vol. 44 No. 2, pp. 544-564. 

Kim, J., Jin, B., & Swinney, J. L. (2009). The role of etail quality, e-satisfaction and 

e-trust in online loyalty development process. Journal of Retailing and 

Consumer Services, 16(4), 239–247. doi:10.1016/j.jretconser.2008.11. 

Khan, S.A., Liang, Y. and Shahzad, S. (2015) An Empirical Study of Perceived 

Factors Affecting Customer Satisfaction to Re-Purchase Intention in Online 

Stores in C hina. Journal of Service Science and Management, 8,291-305. 

http://dx.doi.org/10.4236/jssm.2015.8303 

Kotler P., Hayes, Thomas, Bloom Paul N. (2002). Marketing Professional Service, 

Prentice Hall International Press. 

Kotler dan Amstrong. (2008). Prinsip-prinsip Pemasaran. Jilid 1 dan 2.Edisi 12. 

Erlangga: Jakarta 

Kotler, Philip dan Keller Kevin Lane. 2012. Marketing Management. Edisi 14. 

Global Edition. Pearson Prentice Hall 



 
 

151 
 
 

Margono. (2010). Metodologi Penelitian Pendidikan. Jakarta: Rineka Cipta 

Obeidat, Z.M.I., Xiao, S.H., Iyer, G.R. and Nicholson, M. (2017), “Consumer 

revenge using the internet and social media: an examination of the role of 

service failure types and cognitive appraisal processes”, Psychology & 

Marketing, Vol. 34 No. 4, pp. 496-515. 

Omar, H. F. H., Saadan, D. K. B., & Seman, P. K. B. (2015). Determining the 

Influence of the Reliability of Service Quality on Customer Satisfaction: 

The Case of Libyan E-Commerce Customers. International Journal of 

Learning and Development, 5(1), 86. doi:10.5296/ijld.v5i1.6649 

Palazzo, M., Foroudi, P., Ferri, M.A. (2021). Examining antecedents and 

consequences of perceive service quality in the hotel industry: a comparison 

between London and New York. The TQM Journal, Vol.33 No.7, 2021, 

pp.193-221. DOI 10.1108/TQM-09-2020-0203 

Piha, L. P., & Avlonitis, G. J. (2015). Customer defection in retail banking. Journal 

of Service Theory and Practice, 25(3), 304–326. 

https://doi.org/10.1108/JSTP-04-2014-0080 

Priyanto. (2010). Teknik Mudah dan Cepat Melakukan Analisis Data Penelitian 

Dengan SPSS. Yogyakarta. Gava Media. 

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. doi:10.1016/j.heliyon.2019.e02690  

Rowley, J. (2006), “An analysis of the e-service literature: towards a research 

agenda”, Internet Research, Vol. 16 No. 3, pp. 339-59. 

Santos, J. (2003). E‐service quality: a model of virtual service quality dimensions. 

Managing Service Quality: An International Journal, 13(3), 233–246. 

doi:10.1108/09604520310476490 

Santoso, Singgih. (1999). SPSS: Buku Latihan SPSS Statistik Parametik: Jakarta: 

Elex Media Komputindo. 

Santoso, Singgih. (2000). SPSS: Mengolah Data Statistik Secara Profesional. 

Jakarta: Elex Media Komputindo. 

Santoso, Singgih. (2006). Buku Latihan SPSS untuk Statistik Parametrik. Jakarta: 

Elex Media Komputindo. 



 
 

152 
 
 

Santoso, Singgih. (2009). Panduan Lengkap Menguasai Statistik dengan SPSS 17. 

Jakarta: Elex Media Komputindo. 

Sekaran, U. (2003). Research Methods for Business : A Skill Building Approach 

2nd Edition. New York: John Wiley and Son.Sekaran,U. (2006). Research 

Methods for Business. Jakarta: Salemba Empat 

Sekaran, Uma. (2006). Metodologi Penelitian untuk Bisnis. Edisi 4. Buku 1. 

Jakarta: Salemba Empat. 

Setyowati, D. (2022, April 19). Riset: Pengiriman Dan Kualitas Produk tokopedia 

mengungguli shopee. E-commerce Katadata.co.id. Diakses October 2, 

2022, dari https://katadata.co.id/desysetyowati/digital/625e60846afe0/riset-

pengiriman-dan-kualitas-produk-tokopedia-mengungguli-shopee 

Sheng, T., & Liu, C. (2010). An empirical study on the effect of e‐service quality 

on online customer satisfaction and loyalty. Nankai Business Review 

International, 1(3), 273–283. doi:10.1108/20408741011069205 

Shopee. (n.d.). Come make history with us: Shopee careers. Come Make History 

With Us | Shopee Careers. Diakses October 2, 2022, dari 

https://careers.shopee.co.id/about 

Stokes, Jane. (2007). How To Do Media & Cultural Studies, London : Sage 

Publications. 

Sugiyono. (2010). Metode Penelitian Pendidikan. Bandung: Alfabeta. 

Sukmadinata., dan Nana, S. (2011). Metode Penelitian Pendidikan. Bandung: 

Remaja Rosdakarya 

Sunyoto, Suyanto. (2011). Analisis Regresi dan Uji Hipotesis. Yogyakarta: Caps. 

Tetanoe, Vinsensius Ronald, dan Diah Dharmayanti. 2014. “Pengaruh Experiential 

Marketing Terhadap Pembelian Ulang Dengan Kepuasan Pelanggan 

Sebagai Variable Intervening di Breadtalk Yogyakarta Town Square.” 

2(1):1–12.Turban, David K,J lee T Liang, D turban 2012. Electronic 

Commerce 7th Edition. Inited State pearson. 

Tingchi Liu, M., Brock, J. L., Cheng Shi, G., Chu, R., & Tseng, T. (2013). Perceived 

benefits, perceived risk, and trust. Asia Pacific Journal of Marketing and 

Logistics, 25(2), 225–248. doi:10.1108/13555851311314031 

Tjiptono, F. (2015). Strategi Pemasaran (3rd ed.). Andi. 



 
 

153 
 
 

Turban. E., King. D., Lee. J. K., Liang, T. P., and Turban, D.C., (2015), Electronic 

Commerce: A Managerial and Social Networks Perspective. 8th Ed. 

Turel, O., Connelly, C.E., 2013. Too busy to help: antecedents and outcomes of 

 interactional justice in web-based service encounters. Int. J. Inf. Manag. 33 

(4), 674–683 

Wang, Y., & Lo, H. (2002). Service quality, customer satisfaction and behavior 

intentions. Info, 4(6), 50–60. doi:10.1108/14636690210453406 

Wijaya, Tony. (2009). Analisis Structural Equation Modeling Menggunakan 

AMOS. Jogjakarta: Universitas Atmajaya Jogjakarta. 

Winarto, Y. (2022). Ipsos Rilis peta kompetisi e-commerce di Indonesia 2022, 

Siapa Jawaranya? kontan.co.id. Diakses October 2, 2022, dari 

https://industri.kontan.co.id/news/ipsos-rilis-peta-kompetisi-e-commerce-

di-indonesia-2022-siapa-jawaranya 

Wu, C.-C. and Hsu, C.-L. (2015), “How to improve e-satisfaction and e-loyalty and 

strengthen the links between them: value from regulatory fit”, Human 

Factors and Ergonomics in Manufacturing & Service Industries, Vol. 25 No. 

3, pp. 353-369, available at: https://doi.org/10.1002/hfm.20549 

 

  


	Cover TA.pdf
	ANALISIS PENGARUH EFFICIENCY, PRIVACY, RELIABILITY, PERCEIVED BENEFIT & CUSTOMER SERVICE TERHADAP E- SATISFACTION DAN E-LOYALTY PADA PENGGUNA APLIKASI SHOPEE DI YOGYAKARTA

	Tanda Tangan Dosen Pembimbing dan Penguji.pdf
	UNIVERSITAS PELITA HARAPAN FAKULTAS EKONOMI DAN BISNIS
	LEMBAR PERSETUJUAN TIM PENGUJI TUGAS AKHIR
	Persetujuan Dosen Pembimbing Tugas Akhir - Revisi.pdf
	PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR


	ABSTRAK
	ABSTRACT
	KATA PENGANTAR
	DAFTAR ISI
	DAFTAR GAMBAR
	DAFTAR TABEL
	DAFTAR LAMPIRAN
	PENDAHULUAN
	1.1 Latar Belakang
	1.2 Batasan Penelitian
	1.3 Rumusan Penelitian
	1.4 Tujuan Penelitian
	1.5 Manfaat Penelitian
	1.5.1 Manfaat Teoritis
	1.5.2 Manfaat Praktis

	1.6 Sistematika Penulisan

	TINJUAN PUSTAKA DAN PENGEMBANGAN HIPOTESIS
	2.1 Landasan Teori
	2.1.1 E-Loyalty
	2.1.2 E – Satisfaction
	2.1.3 E - Service Quality

	2.2 Penelitian Terdahulu
	2.3 Pengembangan Hipotesis
	2.3.1 Pengaruh Efficiency Terhadap E-Satisfaction
	2.3.2 Pengaruh Privacy Terhadap E-satisfaction
	2.3.3 Pengaruh Reliability Terhadap E-Satisfaction
	2.3.4 Pengaruh Perceived Benefit Terhadap E-satisfaction
	2.3.6 Pengaruh E-Satisfaction Terhadap E-Loyalty

	2.4 Model Penelitian
	2.5 Bagan Alur Penelitian

	METODOLOGI PENELITIAN
	3.1 Jenis Penelitian
	3.2 Populasi dan Sampel
	3.2.1 Populasi
	3.2.2 Sample
	3.3 Metode Pengumpulan Data

	3.4 Definisi Operasional dan Pengukuran Variabel
	3.5 Metode Analisis Data
	3.5.1 Pengolahan Data.
	3.5.2 Pengujian Hipotesis


	ANALISIS DATA DAN PEMBAHASAN
	4.1 Gambaran Umum Shopee
	4.2 Analisis Data
	4.2.1 Statistik Deskriptif
	4.2.1.1 Karakteristik Reponden
	4.2.1.2 Gambaran Umum Responden Berdasarkan Usia
	4.2.1.3 Gambaran Umum Responden Berdasarkan Jenis Kelamin
	4.2.1.4 Tanggapan Responden

	4.2.2 Analisis Deskriptif Variabel
	4.2.2.1 Penjelasan Responden terhadap Efficiency
	4.2.2.2 Penjelasan Responden terhadap Privacy
	4.2.2.3 Penjelasan Responden terhadap Reliability
	4.2.2.4 Penjelasan Responden terhadap Perceived Benefit
	4.2.2.5 Penjelasan Responden terhadap Customer Service
	4.2.2.6 Penjelasan Responden terhadap E-Satisfaction
	4.2.2.7 Penjelasan Responden terhadap E-Loyalty

	4.2.3 Uji Validitas
	4.2.4 Uji Reliability
	4.2.5 Pengujian Asumsi Klasik Regresi
	4.2.5.1 Uji Normalitas
	4.2.5.2 Uji Multikolinearitas
	4.2.5.4 Uji Linearitas


	4.3 Metode Analisis Statistik
	4.3.1 Analisis Regresi
	4.3.1.1 Analisis Regresi Sederhana

	4.3.2 Analisis Koefisien Korelasi
	4.3.2.1 Analisis Koefisien Korelasi Sederhana
	4.3.2.2 Analisis Koefisien Korelasi Untuk Hubungan EF, PR, RE, CS * ES

	4.3.3 Analisis Koefisien Determinasi (R2)

	4.4 Metode Pengujian Hipotesis
	4.4.1 Uji Signifikansi Simultan (Uji-F)
	4.4.2 Uji Signifikansi Parsial (Uji-T)

	4.5 Pembahasan

	KONKLUSI, IMPLIKASI DAN REKOMENDASI
	5.1 Kesimpulan
	5.1.1 Kesimpulan Atas Hipotesis
	5.1.2 Kesimpulan Atas Masalah Penelitian

	5.2 Implikasi
	5.2.1 Implikasi Teoritis
	5.2.2 Implikasi Manajerial

	5.3 Rekomendasi

	DAFTAR PUSTAKA



