
147 
 

DAFTAR PUSTAKA 

 

Agarwal, R & Prasad, J. (1999). “Are Individual Differences Germane to The 

Acceptance of New Information Technologies?” Decision Sciences (30:2), 

pp. 361-391. 

Agustina, P. & Liestiawati, F.I.D. (2013). “Pengaruh Faktor UTAUT terhadap E-

Retention dengan E-Satisfaction sebagai Variabel Antara (Studi pada E-

Learning Karyawan PT Indo Tambangaraya Megah Tbk. Jakarta Office”. 

Program Studi Ilmu Administrasi Niaga FISIP, Universitas Indonesia.  

Al-Qeisi, K., Dennis, C., Alamanos, E., & Jayawardhena, C. (2014). “Website 

Design Quality and Usage Behavior: Unified Theory of Acceptance and 

Use of Technology”. Journal of Business Research, 67 (11), 2282-2290. 

Anderson, E.W., Fornell, C., & Lehmann, D.R. (1994). “Customer Satisfaction, 

Market Share and Profitability: Findings from Sweden”. Journal of 

Marketing Vol. 58 No. 3 Hal. 53-66. 

Anderson, R.E. (1973). “Consumer Dissatisfaction: The Effects of Disconfirmed 

Expectancy on Perceived Product Performance”. Journal of Marketing 

Research 10, 38-44. 

Angkawijaya, S.A. (2014). “Pengaruh Product Quality terhadap Satisfaction 

Trust, dan Loyalty dalam Membentuk Word-of-Mouth pada Konsumen 

OS Android di Surabaya”. Skripsi Program Studi Manajemen Universitas 

Pelita Harapan Surabaya. 

Askariazad, M.H. & Babakhani, N. (2015). “An Application of European 

Customer Satisfaction Index (ECSI) in Business to Business (B2B) 

Context”. Journal of Business & Industrial Marketing, Vol. 30, Issue 1, 

Pp. 17-31. https://www.emeraldinsight.com/doi/abs/10.1108/JBIM-07-

2011-0093 

Asosiasi Penyelenggara Jasa Internet Indonesia. (2016). “Infografis Penetrasi & 

Perilaku Pengguna Internet Indonesia Survey 2016”. Hasil Survey 

Pengguna Internet Indonesia 2016. 

https://www.emeraldinsight.com/doi/abs/10.1108/JBIM-07-2011-0093
https://www.emeraldinsight.com/doi/abs/10.1108/JBIM-07-2011-0093


148 
 

Barata, D.D. (2007). “Analisis Keterhubungan antara Kepuasan, Kesetiaan, dan 

Komunikasi Word of Mouth dalam Sektor Jasa”. Jurnal Ekonomi dan 

Bisnis, Hal. 1-5. 

Barreda, A.A., Bilgihan, A., & Kageyama, Y. (2015). “The Role of Trust in 

Creating Positive Word of Mouth and Behavioral Intentions: The Case of 

Online Social Networks”. Journal of Relationship Marketing 14(1): 16-36. 

https://www.researchgate.net/publication/276925840_The_Role_of_Trust

_in_Creating_Positive_Word_of_Mouth_and_Behavioral_Intentions_The

_Case_of_Online_Social_Networks 

Bearden, W.O., Calcich, S.E., Netemeyer, R., & Teel, J.E. (1986). “An 

Exploratory Investigation of Consumer Innovativeness and Interpersonal 

Influences”. Advances in Consumer Research 13 (1): 77-82. 

Belch, G.E. & Belch, M.A. (2003). Advertising and Promotion: An Integrated 

Marketing Communication Perspective (6
th

 Edition). New York: McGraw 

Hill.  

Bhimasta, R.A. (2017). “Determinant Factors of Consumer Adoption toward 

Intention to Use Mobile Wallet: A Case Study Indonesian Y Generation”. 

Thesis S2 Magister Manajemen Universitas Atma Jaya Yogyakarta. 

Brown, T.J., Barry, T.E., Dacin, P.A., & Gunst, R.F. (2005). “Spreading The 

Word: Investigating Antecedents of Consumers’ Positive Word-of-Mouth 

Intentions and Behaviors in A Retailing Context”. Journal of The 

Academy of Marketng Science, 33(2), 123-138. 

Buttle, F.A. (1998). “Word-of-Mouth: Understanding and Managing Referral 

Marketing”. Journal of Strategic Marketing 6 241-254. 

Cashman, S. (2008). Discovering Computers. Jakarta: Salemba. 

Chang, H.H. & Chen, S.W. (2008). “The Impact of Online Store Environment 

Cues on Purchase Intention, Trust, and Perceived Risk as A Mediator”. 

Journal Department of Business Administration, National Cheng Kung 

University Taiwan, Vol. 32 No. 6. 

Chitty, W., Barker, N., & Shimp, A.T. (2005). Intergrated Marketing 

Communications. South Melbourne, Victoria: Thomson. 



149 
 

Chiu, C.M., Chang, C.C., Cheng, H.L., & Fang, Y.H. (2009). “Determinants of 

Customer Repurchase Intention in Online Shopping”. Online Information 

Review Vol. 33 No. 4 Pp. 761-784. 

Chung, C.M.Y. & Darke, P.R. (2006). “The Consumer as Advocate: Self-

Relevance, Culture, and Word-of-Mouth”. Marketing Letters, Vol. 17 No. 

4 Hal. 269-279. 

Clow, K.E. & James, K.E. (2011). “Souce Credibility, Visual Strategy and The 

Model in Print Advertisements”. Journal of Marketing Development and 

Competitiveness University of Louisiana. 

Cnnindonesia.com (2017, September 04). Peta Persaingan Situs E-Commerce di 

Indonesia. Retrieved from cnnindonesia.com: 

https://www.cnnindonesia.com/teknologi/20170315104148-185-

200219/peta-persaingan-situs-e-commerce-di-indonesia/ 

Cnnindonesia.com (2018, February 10). Kisah Pendiri Tokopedia yang Sempat 

Diremehkan. Retrieved from: 

https://www.cnnindonesia.com/teknologi/20141210165312-185-

17281/kisah-pendiri-tokopedia-yang-sempat-diremehkan 

Corbitta, B.J., Thanasankita, T., & Yi, H. (2003). “Trust and E-Commerce: A 

Study of Consumer Perceptions”. Electronic Commerce Research and 

Applications, 2, 203-215. 

Crosby, L.A., Evans, K.R., & Cowles, D. (1990). “Relationship Quality in 

Services Selling: An Interpersonal Influence Perspective”. J. Market. 

54(3):68-81. 

Daulay, A.J. (2011). “Penjualan Online Pakaian dengan Web E-Commerce”. 

Tugas Akhir Program Studi D3 Teknik Informatika Universitas Sumatera 

Utara Medan. 

Davis, F.D., Bagozzi, R.P., & Warshaw, P.R. (1992). “Extrinsic and Intrinsic 

Motivation to Use Computers in The Workplace”. J. Appl. Soc. Psychol. 

22(14): 1109-1130. 

Dishaw, M.T., Brent, B., & Strong, D.M. (2002). “Extending The Task-

Technology Fit Model with Self-Efficacy Constructs”. Proceedings of The 

https://www.cnnindonesia.com/teknologi/20170315104148-185-200219/peta-persaingan-situs-e-commerce-di-indonesia/
https://www.cnnindonesia.com/teknologi/20170315104148-185-200219/peta-persaingan-situs-e-commerce-di-indonesia/
https://www.cnnindonesia.com/teknologi/20141210165312-185-17281/kisah-pendiri-tokopedia-yang-sempat-diremehkan
https://www.cnnindonesia.com/teknologi/20141210165312-185-17281/kisah-pendiri-tokopedia-yang-sempat-diremehkan


150 
 

8
th

 AMCIS – Americas Conference on Information Systems, Pp. 1021-

1027. Illinois: Association for Information Systems. 

Engel, J.E., Kegerreis, R.J., & Blackwell, R.D. (1969). “Word-of-Mouth 

Communications by The Innovator”. Journal of Marketing, 33, 15−19. 

Engel, J.F., Blackwell, R.D., & Miniard, P.W. (1995). Perilaku Konsumen. 

Jakarta: Binarupa Aksara. 

Erdem, T. & Swait, J. (1998). “Brand Equity as A Signaling Phenomenon”. 

Journal of Consumer Psychology, 7, 2, 131-157. 

Erdem, T. & Swait, J. (2004). “Brand Credibility, Brand Consideration, and 

Choice”. Journal of Consumer Research, 31, 191-198. 

Erdem, T., Swait, J., & Louviere, J. (2002). “The Impact of Brand Credibilty on 

Consumer Price Sensitivity”. International Journal of Research in 

Marketing, 19, 1-19. 

Erdem, T., Swait, J., & Valenzuela, A. (2006). “Brands as Signals: A Cross-

Country Vaildation Study”. Journal of Marketing, 70, 34-49.  

Feldman, S.P. & Spencer, M.C. (1965). “The Effect of Personal Influence in The 

Selection of Consumer Services”. In Peter D. Bennett (Ed.), Fall 

Conference of the American Marketing Association Chicago: American 

Marketing Association. 

Ferdinand, A.T. (2002). “Structural Equation Modeling (SEM) dalam Penelitian 

Manajemen”. Program Magister Manajemen Universitas Diponegoro. 

Fornell, C. (1992). “A National Customer Satisfaction Barometer: The Swedish 

Experience”. Journal of Marketing 56, 6-21. 

Frow, P. & Payne, A. (2007). “A Strategic Framework for Customer Relationship 

Management”. Journal of Marketing, 69, 167-176. 

Gefen, D. & Straub, D.W. (2003). “Managing User Trust in B2C E-Services 

(Electronic Version)”. E-Service Journal Vol. 2 No. 2 Pp. 7-24. 

Gentile, C., Spiller, N., & Noci, G. (2007). “How to Sustain The Customer 

Experience: An Overview of Experience Components that Co-create 

Value with The Customer”. European Management Journal. 



151 
 

Geyskens, I., Steenkap, J.E.B.M., & Kumar, N. (1999). “A Meta-analysis of 

Satisfaction in Marketing Channel”. Journal of Marketing Research, 

36(2), 223-238. 

Ghalandari, K., Babaeinia, L., & Jogh, M.G.G. (2012). “Investigation of The 

Effect of Perceived Justice on Post-Recovery Overall Satisfaction, Post-

Recovery Revisit Intention and Post-Recovery Word-of-Mouth Intention 

from Airline Industry in Iran: The Role of Corporate Image”. World 

Applied Sciences Journal 18 (7): 957-970. 

Ghoni, A. & Bodroastuti, T. (2012). “Pengaruh Faktor Budaya, Sosial, Pribadi, 

dan Psikologi terhadap Perilaku Konsumen (Studi pada Pembelian Rumah 

di Perumahan Griya Utama Banjardowo Semarang)”. Jurnal Kajian 

Akuntansi dan Bisnis Widya Manggala Semarang, Vol. 1 No. 1. 

Goldsmith, R.E. & Lafferty, B.A. (2001). The Influence of Corporate Credibility 

on Consumer Attitudes and Purchase Intent. Henry Stewart Publication. 

Goodman, J.A. (2009). “Strategic Customer Service, Managing The Customer 

Experience to Increase Positive Word of Mouth, Build Loyalty, and 

Maximize Profits”. New York: American Management Association. 

Goukm.id (2017, September 04). Data Pengguna Internet di Indonesia 2016. 

Retrieved from goukm.id: http://goukm.id/data-pengguna-internet-di-

indonesia-2016/ 

Grazioli, S. & Jarvenpaa, S.L. (2000). “Perils of Internet Fraud: An Empirical 

Investigation of Deception and Trust with Experienced Internet 

Consumers”. Journal IEEE Transactions on Systems, Man, and 

Cybernetics – Part A: Systems and Humans Vol. 30 No. 4. 

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

Data Analysis (7
th

 ed.). New Jersey: Prentice Hall, Inc. 

Hallegatte, D. & Nantel, J. (2006). “The Intertwined Effect of Perceived 

Usefulness, Perceived Ease of Use and Trust in A Website on The 

Intention to Return”. International Academy of e-Business 2006, The E-

Business Review, 6. 

Handayani, R. (2007). “Analisis Faktor-Faktor yang Mempengaruhi Minat 

Pemanfaatan Sistem Informasi dan Penggunaan Sistem Informasi (Studi 

http://goukm.id/data-pengguna-internet-di-indonesia-2016/
http://goukm.id/data-pengguna-internet-di-indonesia-2016/


152 
 

Empiris pada Perusahaan Manufaktur di Bursa Efek Jakarta)”. SNA Vol. 9 

No. 2. 

Handoko, O.W. (2016). “Analisis Faktor-Faktor yang Mempengaruhi Intention to 

Purchasing Digital Music Menggunakan Aplikasi Spotify”. Skripsi 

Fakultas Ekonomi Universitas Pelita Harapan Surabaya. 

Haryono, S., Suharyono, Fauzi, A., & Suyadi, I. (2015). “The Effects of Service 

Quality on Customer Satisfaction, Customer Delight, Trust, Repurchase 

Intention, and Word of Mouth”. European Journal of Business and 

Management Vol. 7, No. 12. 

Hasandoust, R.F. & Saravi, M.M. (2017). “Identifying The Effect of Successful 

E-Banking on Customers’ Satisfaction, Trust, Commitment, and Loyalty”. 

http://revistas.proeditio.com/iush/quid/article/view/2055  

Hennig-Thurau, T., Gwinner K., Walsh G., Gremler D. (2004). “Electronic Word-

of-Mouth via Consumer-Opinion Platforms: What Motives Consumers to 

Articulate Themselves on The Internet?” Journal of Interactive Marketing, 

Vol. 18 No. 1 Pp. 38-52. 

Hidayat, T. (2008). Panduan Membuat Toko Online dengan OSCommerce. 

Jakarta: Media Kita. 

Id.techinasia.com (2017, September 04). 5 Prediksi Tren E-Commerce Indonesia 

di Tahun 2017. Retrieved from id.techinasia.com: 

https://id.techinasia.com/talk/5-prediksi-tren-ecommerce-indonesia-di-

tahun-2017 

Id.techinasia.com (2017, September 04). Berapa Jumlah Pengguna Website, 

Mobile, dan Media Sosial di Indonesia? Retrieved from id.techinasia.com: 

https://id.techinasia.com/laporan-pengguna-website-mobile-media-sosial-

indonesia  

Id.techinasia.com (2017, September 04). Daftar Fakta Menarik tentang 

Tokopedia William Tanuwijaya. Retrieved from id.techinasia.com: 

https://id.techinasia.com/daftar-fakta-menarik-tentang-tokopedia-william-

tanuwijaya 

Id.techinasia.com (2017, September 04). Pertumbuhan Pengguna Internet di 

Indonesia Tahun 2016. Retrieved from id.techinasia.com: 

http://revistas.proeditio.com/iush/quid/article/view/2055
https://id.techinasia.com/talk/5-prediksi-tren-ecommerce-indonesia-di-tahun-2017
https://id.techinasia.com/talk/5-prediksi-tren-ecommerce-indonesia-di-tahun-2017
https://id.techinasia.com/laporan-pengguna-website-mobile-media-sosial-indonesia
https://id.techinasia.com/laporan-pengguna-website-mobile-media-sosial-indonesia
https://id.techinasia.com/daftar-fakta-menarik-tentang-tokopedia-william-tanuwijaya
https://id.techinasia.com/daftar-fakta-menarik-tentang-tokopedia-william-tanuwijaya


153 
 

https://id.techinasia.com/pertumbuhan-pengguna-internet-di-indonesia-

tahun-2016 

Iqbal, M. & Shah, A.B.A. (2016). “The Impact of Customer Satisfaction on 

Customer Loyalty: Mediating Role of Customer Trust”. Journal of 

Business Management and Economic Studies Vol. No. 1, Issue 1. 

Jarvenpaa, S.L., Tractinsky, N., & Vitale, M. (2000). “Consumer Trust in An 

Internet Store”. Information Technology and Management, 1(1/2), 45-71. 

Jati, N.J. (2012). “Analisis Faktor-Faktor yang Mempengaruhi Minat Pemanfaatan 

dan Penggunaan Sistem E-Ticket (Studi Empiris pada Biro Perjalanan di 

Kota Semarang). Skripsi Fakultas Ekonomika dan Bisnis Universitas 

Diponegoro Semarang.  

Jiang, J.J., Hsu, M.K., Klein, G., & Lin, B. (2000). “E-Commerce User Behavior 

Model: An Empirical Study”. Human Systems Management (11:4), pp. 

265-276. 

Johnson, R. &  Marakas, G. (2000). “Research Report: The Role of Behavioral 

Modeling in Computer Skills Acquisition: toward Refunement of The 

Model”. Information Systems Research, 11(4), 402-417. 

Kassim, N. & Abdullah, N.A. (2010). “The Effect of Perceived Service Quality 

Dimensions on Customer Satisfaction, Trust, and Loyalty in e-Commerce 

Setting”. Asia Pasific Journal of Marketing and Logistics, Vol. 22 No. 3, 

Pp. 351-371. 

Katz, E. & Lazarsfeld, P. (1955). Personal Influence. Glencoe, IL: The Free Press. 

Kennedy, M.S., Ferrell, L.K., & LeClair, D.T. (2001). “Consumers’ Trust of 

Salesperson and Manufacturer: An Empirical Study”. J. Bus. Res. 51:73-

86. 

Kim, D.J., Ferrin, D.L., & Rao, H.R. (2008). “A Trust-Basec Consumer Decision-

Making Model in Electronic Commerce: The Role of Trust, Perceived 

Risk, and Their Antecedents”. Decision Support Systems, 44(2), 544-564. 

Kim, J., Morris, J.D., & Swait, J. (2008). “Antecedents of True Brand Loyalty”. 

Journal of Advertising, 37, 2, 99- 117. 

https://id.techinasia.com/pertumbuhan-pengguna-internet-di-indonesia-tahun-2016
https://id.techinasia.com/pertumbuhan-pengguna-internet-di-indonesia-tahun-2016


154 
 

Kim, Y. & Lee, H.S. (2014). “Quality, Perceived Usefulness, User Satisfaction, 

and Intention to Use: An Empirical Study of Ubiquitous Personal Robot 

Service”. Asian Social Science, Vol. 10, No. 11. 

Kolsaker, A. & Payne, C. (2002). “Engendering Trust in E-Commerce: A Study 

of Gunder-Based Concerns”. Marketing Intelligence & Planning, Vol. 20 

No. 4 Pp. 206-214. 

Kotler, P. & Keller, K.L. (2009). Marketing Management. New Jersey: Pearson 

Prentice Hall International. 

Kotler, P. & Keller. (2007). Manajemen Pemasaran. Edisi 12 Jilid 1. Jakarta: PT 

Indeks. 

Kotler, P. & Lane, K. (2012). Marketing Management. New Jersey: Prentice Hall. 

Kotler, P. (2002). Marketing Management. Edisi Milenium 2. Alih bahasa: 

Hendra Teguh, ”Manajemen Pemasaran”. Jakarta: Prenhailindo. 

Laudon, J. & Laudon, K. (1998). Essential of Management Information System. 

New Jersey: Prentice Hall. 

Lazada.co.id (2017, September 04). Retrieved from Lazada.co.id: 

www.lazada.co.id  

Lee, J.D. & See, K.A. (2004). “Trust in Automation: Designing for Appropriate 

Reliance”. Human Factors, 46(1), 50-80. 

Leninkumar, V. (2017). “The Relationship between Customer Satisfaction and 

Customer Trust on Customer Loyalty”. International Journal of Academic 

Research in Business and Social Sciences Vol. 7 No. 4.  

Levis, M., Brady, M., & Helfert, M. (2008). “Website Design Quality and Form 

Input Validation: An Empirical Study on Irish Corporate Websites”. J. 

Serv. Sci. & Management, Vol. I Hal. 91-100. 

Liando, J.M. (2013). “Pengaruh Persepsi Kemudahan Penggunaan, Persepsi 

Kegunaan, Desain Fitur, dan Enjoyment terhadap e-Retention melalui e-

Kepuasan pada Pengguna Kaskus.co.id”. Skripsi Program Studi 

Manajemen Universitas Pelita Harapan Surabaya. 

Lifestyle.liputan6.com (2017, Desember 07). Ulang Tahun ke-7, Tokopedia 

Bukukan Transaksi Triliunan Rupiah. Retrieved from 

http://www.lazada.co.id/


155 
 

lifestyle.liputan6.com: http://lifestyle.liputan6.com/read/2580201/ulang-

tahun-ke-7-tokopedia-bukukan-transaksi-triliunan-rupiah 

Loureiro, S.M.C & de Araujo, C.M.B. (2014). “Luxury Values and Experience as 

Drivers for Consumers to Recommend and Pay More”. Journal of 

Retailing and Consumer Services, 21(3), 394-400. 

Loureiro, S.M.C. & Amorim, M. (2017). “Customers’ Online Interaction 

Experiences with Fashion Brands: E-Information and E-Buying”. Journal 

E-Business State of The Art of ICT Based Challenges and Solutions. 

Loureiro, S.M.C. & Gonzales, F.J.M. (2008). “The Importance of Quality, 

Satisfaction, Trust, and Image in Relation to Rural Tourist Loyalty”. 

Journal of Travel and Tourism Marketing, 25(2), 117-136. 

Lovelock, C.H. & Wright, L.K. (2007). Manajemen Pemasaran Jasa. Jakarta: PT 

Indeks. 

Mangold, W.G., Miller, F., & Brockway, G.R. (1999). “Word-of-Mouth 

Communication in The Service Marketplace”. The Journal of Services 

Marketing, 12(1): 73-89. 

Mathwick, C. & Malhotra, N.K.R. (2001). “The Effect of Dynamic Retail 

Experiences on Experiential Perceptions of Value: An Internet and 

Catalog Comparison”. J. Retailing, 78(1): 51-60. 

McKnight, D.H. & Kacmar, C. (2007). “Factors and Effects of Information 

Credibility”. Proceedings of The Ninth International Conference on 

Electronic Commerce (ICEC’07), Minneapolis, Minnesota, August 19-22. 

McKnight, D.H., Choudury, V., & Kacmar, C.J. (2002). “Developing and 

Validating Trust Measure for E-Commerce: An Integrative Typology”. 

Information System Research, 13(3), 334-359. 

McKnight, D.H., Choudury, V., & Kacmar, C.J. (2002). “The Impact of Initial 

Trust Consumer on Intention to Transact with A Web Site: A Trust 

Building Model”. Journal of Strategic Information System. 

Meyer, C. & Schwager, A. (2007). “Understanding Customer Experience”. 

Harvard Business Review. 

Ming, K. (2013). “Evaluasi Kualitas Website Ditinjau dari Kepuasan User dengan 

Web Analytic (Studi Kasus Pada Website Majalah Livingetc Indonesia)”. 

http://lifestyle.liputan6.com/read/2580201/ulang-tahun-ke-7-tokopedia-bukukan-transaksi-triliunan-rupiah
http://lifestyle.liputan6.com/read/2580201/ulang-tahun-ke-7-tokopedia-bukukan-transaksi-triliunan-rupiah


156 
 

Thesis S2 Program Studi Teknik Informatika Universitas Bina Nusantara 

Jakarta. 

Miranda, F.J., Loureiro, S.M.C., & Breazeale, M. (2014). “Who Needs Delight? 

The Greater Impact of Value, Trust, and Satisfaction in Utilitarian, 

Frequent-Use Retail”. Journal of Service Management, 25(1), 101-124. 

Morgan, N.A. & Rego, L.L. (2006). “The Value of Different Customer 

Satisfaction and Loyalty Metrics in Predicting Business Performance”. 

Marketing Science, Vol. 25 No. 5 Hal. 426-439. 

Morgan, R.M. & Hunt, S.D. (1994). “The Commitment-Trust Theory of 

Relationship Marketing”. Journal of Marketing Vol. 58 No. 3 Hal. 20-38. 

Mowen, J.C. & Minor, M. (2002). Perilaku Konsumen. Jakarta: Prenada Media 

Group. 

Mowen. (1995). Perilaku Konsumen dan Komunikasi Pemasaran. Jakarta: 

karangan Sutisna. 

Muhson, A. (2006). “Teknik Analisis Kuantitatif”. Universitas Negeri 

Yogyakarta. 

News.detik.com (2018, February 25). Berkat William Tanuwijaya, Tokopedia 

Sukses Jadi Marketplace Pertama di Indonesia. Retrieved from: 

https://news.detik.com/adv-nhl-detikcom/d-3332934/berkat-william-

tanuwijaya-tokopedia-sukses-jadi-marketplace-pertama-di-indonesia 

Nugroho, S.A. (2016). “Analisis dan Implementasi Sistem Online Shop (SOP) 

pada Toko Griya Fatma Madiun”. Skripsi Fakultas Teknik Universitas 

Muhammadiyah Ponorogo. 

O’Loughlin, C. & Coenders, G. (2002). “Application of the European Customer 

Satisfaction Index to Postal Services. Structural Equation Models versus 

Partial Least Squares”. Departament d’Economia, Universitat de Girona. 

Oliver, R.L. (1993). “Cognitive, Affective, and Attribute Bases of The 

Satisfaction Response”. Journal of Consumer Research 20, 431-440. 

Oliver, R.L. (1997). Satisfaction: A Behavioral Perspective on The Consumer. 

Boston: McGraw-Hill. 

https://news.detik.com/adv-nhl-detikcom/d-3332934/berkat-william-tanuwijaya-tokopedia-sukses-jadi-marketplace-pertama-di-indonesia
https://news.detik.com/adv-nhl-detikcom/d-3332934/berkat-william-tanuwijaya-tokopedia-sukses-jadi-marketplace-pertama-di-indonesia


157 
 

Olsina, L., Covella, G., & Rossi, G. (2006). “Web Quality”. Retrieved from: 

link.springer.com: https://link.springer.com/chapter/10.1007/3-540-28218-

1_4. 

Palmatier, R.W., Dant, R.P., Grewal, D., & Evans, K.R. (2006). “Factors 

Influencing The Effectiveness of Relationship Marketing: A Meta-

Analysis”. Journal of Marketing Vol. 70 No. 4 Hal. 136-153. 

Pangestika, T.I. (2015). “Pengaruh Kredibilitas Selebriti Endorser pada Ekuitas 

Merek: Pengujian Kredibilitas Merek sebagai Variabel Pemediasi”. Skripsi 

Universitas Atma Jaya Yogyakarta. 

Parasuraman, A., Berry, L.L., & Zeithaml, V.A. (1990). “An Empirical 

Examination of Relationships in An Extended Service Quality Model”. 

Cambridge, MA: Marketing Science Institute. 

Parsa, S.Y. & Sadeghi, T. (2015). “Effect of Relationship Marketing on Word-of-

Mouth in Life Insurance with The Approach of Trust and Commitment: 

Case Study of Karafarin Insurance Agents in Mashhad”. International 

Journal of Management, Accounting and Economics Vol. 2 No. 10. 

Pavlou, P.A. & Fygenson, M. (2006). “Understanding and Predicting Electronic 

Commerce Adoption: An Extension of The Theory of Planned Behavior”. 

MIS Quarterly Vol. 30 No. 1 Pp. 115-143. 

Pearson, M. (2008). Sistem Informasi Manajemen. Jakarta: Salemba. 

Play.google.com (2018, February 10). Retrieved from: 

https://play.google.com/store/apps/details?id=com.tokopedia.tkpd 

Prawira, R.Y., Mulyana, S., & Wirakusumah, T.K. (2012). “Hubungan 

Karakteristik Brand Ambassador Honda Spacy Helm-In dengan Tahapan 

Keputusan Pembelian Konsumen”. eJurnal Mahasiswa Fakultas Ilmu 

Komunikasi Universitas Padjajaran, Vol. 1 No.1. 

Putra, A. (2008). “Analisis Pengaruh Persepsi Keadilan Organisasi terhadap 

Komitmen Organisasi (studi kasus: PT X)”. Skripsi Fakultas Ekonomi 

Universitas Indonesia. 

Putra, Y.S. (2016). “Theoritical Review: Teori Perbedaan Generasi”. Among 

Makarti Vol. 9 No. 18. 

http://jurnal.stieama.ac.id/index.php/ama/article/viewFile/142/133 _AR 

https://link.springer.com/chapter/10.1007/3-540-28218-1_4
https://link.springer.com/chapter/10.1007/3-540-28218-1_4
https://play.google.com/store/apps/details?id=com.tokopedia.tkpd
http://jurnal.stieama.ac.id/index.php/ama/article/viewFile/142/133


158 
 

Rachmawati. (2014). “Pengaruh Subjective Well-Being, Social Influence, Self-

Esteem, dan Faktor Demografis terhadap Impulse Buying”. Skripsi 

Fakultas Psikologi Universitas Islam Negeri Syarif Hidayatullah Jakarta. 

Rakhmat, J. (2002). Metode Penelitian Komunikasi. Bandung: PT Remaja 

Rosdakarya. 

Ranaweera, C. & Prabhu, J. (2003). “On The Realitive Importance of Customer 

Satisfaction and Trust as Determinants of Customer Retention and Positive 

Word-of-Mouth”. Journal of Targeting, Measurement, and Analysis for 

Marketing, 12, 1;ABI/INFORM Globalm 82-90. 

Rao, R. (2012). “Brand Credibility and Brand Involvement as An Antecedent of 

Brand Equity: An Empirical Study”. Asia-Pasific Journal of Business, 

Kangwon National University. 

Reichheld, F. (2006). “The Microeconomics of Customer Relationships”. MIT 

Sloan Management Review, Vol. 47 No. 2 Hal. 73-78. 

Republikpos.com (2018, February 10). Profil Perusahaan Tokopedia dan Kisah 

Pendirinya. Retrieved from: http://republikpos.com/2016/10/profil-

perusahaan-tokopedia-dan-kisah-pendirinya 

Rini, E.S. (2009). “Menciptakan Pengalaman Konsumen dengan Experiential 

Marketing”. Jurnal Manajemen Bisnis, Vol. 2 No. 1 Pp. 15-20. 

Robinnete, S. & Brand, C. (2008). Emoticon Marketing. US: McGrow Hill. 

Rocketmanajemen.com (2018, February 10). Sejarah Singkat Tokopedia.com – 

Marketplace Besar di Indonesia. Retrieved from rocketmanajemen.com: 

http://rocketmanajemen.com/sejarah-tokopedia/ 

Salim, K.F., Catherine, & Andreani, F. (2015). “Pengaruh Customer Experience 

dan Kepercayaan terhadap Kepuasan Konsumen di TX Travel Klampis”. 

Jurnal Hospitality dan Manajemen Jasa Universitas Kristen Petra 

Surabaya. 

Salo, Y.T. (2016). “Pengaruh Brand Credibility terhadap Word-of-Mouth melalui 

Customer Satisfaction dan Customer Loyalty pada PT Astra Honda Motor 

di Surabaya”. Skripsi Program Studi Manajemen Universitas Pelita 

Harapan Surabaya. 

http://republikpos.com/2016/10/profil-perusahaan-tokopedia-dan-kisah-pendirinya
http://republikpos.com/2016/10/profil-perusahaan-tokopedia-dan-kisah-pendirinya
http://rocketmanajemen.com/sejarah-tokopedia/


159 
 

Sam, M.F.M. & Tahir, M.N.H. (2009). “Website Quality and Consumer Online 

Purchase Intention of Air Ticket”. International Journal of Basic & 

Applied Sciwnces IJBAS-IJENS, Vol. 09 No. 10. 

Santos, C.P.D. & Fernandes, D.V.D.H. (2008). “Antecedents and Consequences 

of Consumer Trust in The Context of Service Recovery”. Brazilian 

Administration Review Vol. 5, No. 3, page 225-244. 

Santos, J. & Boote, J. (2003). “A Theoretical Exploration and Model of Consumer 

Expectations, Post-Purchase Affective States and Affective Behaviors”. 

Journal of Consumer Behavior: An International Research Review Vol. 3 

No. 2 Hal. 142-156. 

Schiffman, L.G. & Kanuk, L.L. (2010). Consumer Behavior. New Jersey: Pearson 

Prestice Hall. 

Scribd.com (2017, Desember 06). Kategori Umur Menurut Depkes RI (2009). 

Retrieved from scribd.com: 

https://www.scribd.com/doc/151484440/Kategori-Umur-Menurut-Depkes-

RI  

Sekaran, U. (2000). Research Methods for Business: A Skill Building Approach 

(3
rd

 ed.). USA: John Wiley and Sons, Inc. 

Senecal, S. & Nantel, J. (2004). “The Influence of Online Product 

Recommendations on Consumers’ Online Choices”. Journal of Retailing, 

80(2), 159-169. 

Setyo, B.F.D. & Utami, A.W. (2017). “Aplikasi Rekomendasi Pembelian Mobil 

Berbasis Website Menggunakan Metode Fuzzy Model Tahani pada 

Showroom Wibowo Mobil”. Jurnal Manajemen Informatika, Vol. 7 No. 2 

Hal. 65-72. 

Shaw, C. & Ivens, J. (2002). Building Great Customer Experience. New York: 

Macmillan Palgrave. 

Shen, D., Laffey, J., Lin, Y., & Huang, X. (2006). “Social Influence for Perceived 

Usefulness and Ease-of-Use of Cource Delivery Systems”. Journal of 

Interactive Online Learning Vol. 5, No. 3. 

Sheth, J. (1971). “Word-of-Mouth in Low-Risk Innovations”. Journal of 

Advertising Research,. Vol. 11 No. 3 Pp. 15-18. 

https://www.scribd.com/doc/151484440/Kategori-Umur-Menurut-Depkes-RI
https://www.scribd.com/doc/151484440/Kategori-Umur-Menurut-Depkes-RI


160 
 

Siagian, H. & Cahyono, E. (2014). “Analisis Website Quality, Trust, dan Loyalty 

Pelanggan Online Shop”. Jurnal Manajemen Pemasaran Fakultas 

Ekonomi Universitas Kristen Petra, Vol. 8 No. 2. 

Similarweb.com (2017, September 04). Tokopedia vs Kompetitor. Retrieved from 

similarweb.com: 

https://www.similarweb.com/website/tokopedia.com?competitors=bukalap

ak.com 

Singgih, D. (2011). “Penggunaan Internet sebagai Media Komunikasi dalam 

Menciptakan Hubungan Akrab”. Skripsi Fakultas Ekologi Manusia, 

Institut Pertanian Bogor. 

Smith, D., Menon, S., & Sivakumar, K. (2005). “Online Peer and Editorial 

Recommendations, Trust, and Choice in Virtual Markets”. Journal of 

Interactive Marketing, 19(3), 15-37. 

Soegoto, A.S. (2013). “Persepsi Nilai dan Kepercayaan terhadap Kepuasan dan 

Dampaknya terhadap Loyalitas Konsumen”. Jurnal EMBA, Vol. 1 No. 3 

Pp. 1271-1283. 

Statista.com (2017, September 04). Number of Internet Users in The Asia Pacific 

Region. Retrieved from statista.com: 

https://www.statista.com/statistics/265153/number-of-internet-users-in-

the-asia-pacific-region/ 

Sugiyono. (2007). Metode Penelitian Bisnis. Bandung: CV Alfabeta. 

Sugiyono. (2009). Metode Penelitian Kuantitatif, Kualitatif, dan R & D. Bandung: 

CV Alfabeta. 

Suh, B. & Han, I. (2002). “Effect of Trust on Customer Acceptance of Internet 

Banking”. Electronic Commerce Research and Applications, 1, 247-263. 

Sung, H.N., Jeong, D.Y., Jeong, Y.S., & Shin, J.I. (2015). “The Relationship 

among Self-Efficacy, Social Influence, Performance Expectancy, Effort 

Expectancy, and Behavioral Intention in Mobile Learning Service”. 

International Journal of u- and e-Service, Science and Technology Vol. 8 

No. 9 Pp. 197-206. 

https://www.similarweb.com/website/tokopedia.com?competitors=bukalapak.com
https://www.similarweb.com/website/tokopedia.com?competitors=bukalapak.com
https://www.statista.com/statistics/265153/number-of-internet-users-in-the-asia-pacific-region/
https://www.statista.com/statistics/265153/number-of-internet-users-in-the-asia-pacific-region/


161 
 

Supit, A.A. (2014). “Analisa Faktor-Faktor yang Mempengaruhi Purchase 

Decision Produk Charles & Keith di Surabaya”. Skripsi Fakultas Ekonomi 

Universitas Pelita Harapan Surabaya. 

Susanto, I.R. (2010). “Pengaruh Sosial, Personal, Psikologi, dan Budaya terhadap 

Word-of-Mouth melalui Keputusan Pembelian dan Kepuasan pada Butik 

Pakaian Bermerek di Surabaya”. Thesis Magister Manajemen Universitas 

Pelita Harapan Surabaya. 

Swanson, S.R. & Kelley, S.W. (2001). “Service Recovery Attributions and Word-

of-Mouth Intentions”. European Journal of Marketing, 35(1/2): 194-211. 

Sweeney, J.C. & Soutar, G.N. (2001). “Consumer Perceived Value: The 

Development of A Multiple Item Scale”. Journal of Retailing, Vol. 77 No. 

2 Hal. 203-220. 

Sweeney, J.C., Soutar, G.N., & Mazzarol, T. (2007). “Factors Influencing Word-

of-Mouth Effectiveness: Receiver Perspectives”. European Journal of 

Marketing, 42 (3/4) Pp. 344-364. 

Syah, M. (2003). Psikologi Belajar. Jakarta: PT Raja Grafindo Persada. 

Tan M. & Teo, T.S.H. (2000). “Factors Influencing The Adoption of Internet 

Banking”. J. Assoc. Info. Syst. 1(5): 22-38. 

Tekno.liputan6.com (2017, September 04). Pertumbuhan Pasar E-Commerce 

Indonesia Lampaui Amerika Serikat. Retrieved from tekno.liputan6.com: 

http://tekno.liputan6.com/read/631288/pertumbuhan-pasar-e-commerce-

indonesia-lampaui-amerika-serikat 

Tekno.tempo.co (2017, Desember 07). Tokopedia Raup Transaksi Rp 1 Triliun 

Per Bulan Selama 2016. Retrieved from tekno.tempo.co: 

https://tekno.tempo.co/read/839768/tokopedia-raup-transaksi-rp-1-triliun-

per-bulan-selama-2016 

Terblanche, N.S. (2009). “Customer Experiences, Interactions, Relationships and 

Corporate Reputation”. Journal of General Management Vol. 35 No. 1. 

Thurau-Hennig., Gwinner, K.P., Walsh, G., & Gremier, D.D. (2004). “Electronic 

Word-of-Mouth via Consumer-Opinion Platforms: What Motives 

Consumers to Articulate Themselves on The Internet?”. Journal of 

Interactive Marketing Vol. 18 No.1. 

http://tekno.liputan6.com/read/631288/pertumbuhan-pasar-e-commerce-indonesia-lampaui-amerika-serikat
http://tekno.liputan6.com/read/631288/pertumbuhan-pasar-e-commerce-indonesia-lampaui-amerika-serikat
https://tekno.tempo.co/read/839768/tokopedia-raup-transaksi-rp-1-triliun-per-bulan-selama-2016
https://tekno.tempo.co/read/839768/tokopedia-raup-transaksi-rp-1-triliun-per-bulan-selama-2016


162 
 

Tirto.id (2017, September 04). Bedah Dompet Bukalapak vs Tokopedia. Retrieved 

from tirto.id: https://tirto.id/bedah-dompet-bukalapak-vs-tokopedia-9aH 

Tjiptono, F. (2008). Strategi Pemasaran. Yogyakarta: Andi Offset. 

Tjiptono, F. (2011). Pemasaran Jasa. Malang: Bayumedia. 

Tokopedia.com (2017, September 04). About Tokopedia. Retrieved from 

tokopedia.com: https://www.tokopedia.com/about 

Tokopedia.com (2017, September 04). Retrieved from Tokopedia.com: 

https://www.tokopedia.com 

Umar, H. (2002). Riset Pemasaran dan Perilaku Konsumen. Jakarta: PT 

Gramedia Pustaka Utama. 

Vacino, A. & Oppewal, H. (2006). “Antecedents of Brand Credibility under 

Asymmetrical Information”. Australian and New Zealand Marketing 

Academy Konferans Kitabi. 

Van Iwaarden, J., Wiele, T.V.D., Ball, L., & Millen, R. (2004). “Perceptions 

about The Quality of Web Sites: A Survet Amongst Students at 

Northeastern University and Erasmus University”. Journal Information 

and Management Vol. 41 No. 8 Pp. 947-959. 

Venkatesh, V., Morris, M., Davis, G., & Davis, F. (2003). User Acceptance of 

Information Technology: Toward A Unified View. MIS Quarterly, 27(3), 

425–478. 

Venkatesh, V., Morris, M.G., Davis, G.B. & Davis, F.D. (2003). “User 

Acceptance of Information Technology: Toward A Unified View”. MIS 

Quarterly Vol. 27 No. 3 Pp. 425-478. 

Victor. (2014). “Pengaruh Perceived Ease of Use, Perceived Usefulness, Personal 

Innovativeness terhadap Kesetiaan Pelanggan melalui Kepuasan 

Pelanggan Situs Berbelanja Online Tokobagus.com di Surabaya”. Skripsi 

Program Studi Manajemen Universitas Pelita Harapan Surabaya. 

Wardhana, R.E. (2016). “Pengaruh Customer Experience terhadap Loyalitas 

Pelanggan dengan Kepuasan Pelanggan sebagai Variabel Intervening 

(Studi pada Konsumen Mie Rampok Tahanan Surabaya”. Jurnal Ilmu 

Manajemen Vol. 4 No. 3 Universitas Negeri Surabaya. 

https://tirto.id/bedah-dompet-bukalapak-vs-tokopedia-9aH
https://www.tokopedia.com/about
https://www.tokopedia.com/


163 
 

Watkins, H. (2007). “How to Drive Loyalty through Fantastic Customer 

Experiences”. Kae: Marketing Intelligence. 

Westbrook, R.A. & Reilly, M.D. (1983). “Value-Percept Disparity: An 

Alternative to The Disconfirmation of Expectations Theory of Consumer 

Satisfaction”. Advances in Consumer Research 10, 256261. 

Wheatley, J.J., Walton, R.G., & Chiu, J.S.Y. (1977). “The Influence of Prior 

Product Experience, Price, and Brand on Quality Perception”. Advances in 

Consumer Research Volume 4. Association for Consumer Research, pages 

72-77. http://acrwebsite.org/volumes/9332/volumes/v04/NA-04  

Wijaya, T. (2014). “Pengaruh Electronic Word of Mouth (eWOM) terhadap 

Keputusan Pembelian Kamera DSLR”. Skripsi Fakultas Ekonomika dan 

Bisnis Universitas Kristen Satya Wacana Salatiga. 

Yang, Z., Cai, S., Zhou, Z., & Zhou, N. (2005). “Development and Validation of 

An Instrument to Measure User Perceived Service Quality of Information 

Presenting Web Portals”. Information & Management, 42(4), 575-589. 

Yoo, B. & Donthu, N. (2001). “Developing A Scale to Measure The Perceived 

Quality of An Internet Shopping Site (SITEQUAL)”. Quarterly Journal of 

Electronic Commerce, Vol. 2 No. 1 Hal. 31-46. 

Yoon, S. (2002). “The Antecedents and Consequences of Trust in Online 

Purchase Decisions”. J. Interact. Market. 16(2):47-63. 

Yusiana, R. & Maulida, R. (2015). “Pengaruh Gita Gutawa sebagai Brand 

Ambassador Pond’s dalam Mempengaruhi Keputusan Pembelian”. Studi 

Kasus Mahasiswi Universitas Telkom Jurusan D3 Manajemen Pemasaran 

Vol. 3 ISSN: 2355/0295. 

Zagenczyk, T.J. (2006). “A Social Influence Analysis of Perceive Organizational 

Support”. University of Pittsburgh, ProQuest, UMI Dissertations 

Publishing. 

Zeithaml, V.A., Parasuraman, A., & Malhotra, A. (2002). “Service Quality 

Delivery Through Web Sites: A Critical Review of Extant Knowledge”. 

Journal of the Academy of Marketing Science, Vol. 30 No. 4 Hal. 362-375. 

Zhang, P. & Dran, G.V. (2001). “Expectations and Rankings of Website Quality 

Features: Results of Two Studies on User Perceptions”. Proceedings of 

http://acrwebsite.org/volumes/9332/volumes/v04/NA-04


164 
 

The Hawaii International Conference on Systems Science (HICSS 34) 

Syracuse University. 


