
86 

REFERENSI 

Acharya, Anita Shankar, Aruna Nigam, Anupam Prakash. (2013). Sampling: Why

and How of it?. Indian Journal of Medical Specialities 2013; 4(2):330-333. 
Doi: 10.7713/ijms.2013.0032. 

Ahmad, R. W., Salah, K., Jayaraman, R., Yaqoob, I., Ellahham, S., & Omar, M. 
(2021). The role of blockchain technology in telehealth and telemedicine. 
International Journal of Medical Informatics, Vol. 148. Elsevier Ireland Ltd. 
https://doi.org/10.1016/j.ijmedinf.2021.104399 

Akhmadi, M. D. D., and Martini, E. (2020). “Pengaruh E-Service Quality Terhadap 
Kepuasan Dan Loyalitas Pelanggan Aplikasi Ovo,” J. Mitra Manaj., vol. 4, no. 
5, pp. 708–72. doi: 10.52160/ejmm.v4i5.385. 

Ali, B. J., Saleh, Akoi, S., Abdulrahman, A. A., Muhamed, A. S., Noori, H. N., 
Anwar, G. (2021). Impact of Service Quality on the Customer Satisfaction: 
Case study at Online Meeting Platforms. International journal of Engineering, 
Business and Management, 5(2), 65–77. 
https://dx.doi.org/10.22161/ijebm.5.2.6 

Al-Khayyal, A., Alshurideh, M., Al Kurdi, B., & Aburayya, A. (2020). The Impact 
of Electronic Service Quality Dimensions on Customers' E-Shopping and E- 
Loyalty via the Impact of E- satisfaction and E-Trust: A Qualitative Approach. 
International Journal of Innovation, Creativity and Change. 

Anwar, S., Min, L., & Dastagir, G. (2019). Effect of Service Quality , Brand Image 
, Perceived Value on Customer Satisfaction and Loyalty in the Chinese 
Banking Industry. International Journal of Business, Economics and 
Management Works, 6(3), 24–30. 

Arif, Muhammad, and Afrianti Syahputri. "The Influence of Brand Image and 
Product Quality on Customer Loyalty with Consumer Satisfaction as A 
Intervening Variable at Home Industry." Journal of International Conference 
Proceedings, vol. 4, no. 2, 2021, pp. 398-412, doi:10.32535/jicp.v4i2.1274 

Bernarto, I., & Purwanto, A. (2022). The Effect of Perceived Risk, Brand Image 
and Perceived Price Fairness on Customer Satisfaction. The Effect of 
Perceived Risk, Brand Image and Perceived Price Fairness on Customer 

https://doi.org/10.1016/j.ijmedinf.2021.104399
https://dx.doi.org/10.22161/ijebm.5.2.6
https://dx.doi.org/10.32535/jicp.v4i2.1274


87 

Satisfaction by Innocentius Bernarto, Agus Purwanto :: SSRN. 
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=4046393 

Chen, S. C., and Lin, C. P. (2019). Understanding The Effect Of Social Media 
Marketing Activities: The Mediation Of Social Identification, Perceived Value, 
And Satisfaction. Technological Forecasting and Social Change, 140, 22–32. 
https://doi.org/10.1016/j.techfore.2018.11.025. 

Chin, W. W., Peterson, R. A., & Brown, S. P. (2008). Structural equation modeling 
in marketing: Some practical reminders. Journal of Marketing Theory and 
Practice, 16(4), 287–298.Fatmawati. (2021). Peran Telemedicine Bagi Tenaga 
Kesehatan     Di     Era     New     Normal.     Insan     Cendekia     Mandiri. 

Corritore, C. L., Kracherand, K., & Wiedenbeck, S. (2003). Online trust: Concepts, 
evolving themes, a model. International Journal of Human-Computer Studies, 
58(6), 737–758. 

Dam, T. C. (2020). The effect of brand image, brand love on brand commitment 
and positive word-of-mouth. The Journal of Asian Finance, Economics and

Business, 7(11), 449-457. 

Dam, S. M., & Dam, T. C. (2021). Relationships between service quality, brand 
image, customer satisfaction, and customer loyalty. The Journal of Asian

Finance,          Economics          and         Business,          8(3),        585-593.

Fitriani. (2019). Pengaruh kualitas produk dan citra merek terhadap kepuasan 
konsumen dalam membentuk loyalitas (studi pada konsumen baju H&M di 
Yogyakarta).    Sanata    Dharma    University    ,    Yogyakarta,    Indonesia. 

Fransiska, C., & Bernarto, I. (2021). Pengaruh Kualitas Layanan terhadap Kepuasan 
Pelanggan dan Keberlanjutan Penggunaan pada Pengguna Aplikasi Kesehatan, 
Jurnal        Administrasi        Bisnis,        Vol.        11        (2),        132-142. 

Garbarino, Ellen., & S. Johnson, Mark., (1999), “The Different Roles of 
Satisfaction, Trust, and Commitment in Customer Relationships,” Journal of 
Marketing,      Vol.      63,      No.      2,      ABI/INFORM      Global,      p.70. 

Goutam, D., Gopalakrishna, B. V., & Ganguli, S. (2021). Determinants of customer 
satisfaction and loyalty in e-commerce settings: an emerging economy 

https://papers.ssrn.com/sol3/papers.cfm?abstract_id=4046393
https://doi.org/10.1016/j.techfore.2018.11.025


88 

perspective. International Journal of Internet Marketing and Advertising, 15(3), 

327-348. doi:10.1504/IJIMA.2021.115437

Guetterman, Timothy C. (2019). Basic of Statistics for Primary Care Research. 

Family Medicine and Community Health 2019:7. Doi: 10.1136/fmch-2018- 

000067. 

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2013). Partial least squares structural 

equation modeling: Rigorous applications, better results and higher acceptance. 

Long range planning, 46(1-2), 1-12. 

Halodoc. (2021). Halodoc Masuk Daftar 100 Perusahaan Teknologi Kesehatan Top 

Dunia, SatuSatunya Dari 

Indonesia. (https://pressrelease.kontan.co.id/release/halodoc-masuk-

daftar100- perusahaan-teknologi-kesehatan-top-dunia-satu-satunya-dari- 

indonesia?page=all) 

Handriano, R., and Mohdari, (2020). “Pengaruh E-Service Quality Dan Perceived 

Value Terhadap Loyalitas Pelanggan Marketplace (Studi Kasus Pelanggan 

Tokopedia),” c, vol. 13, no. 1. https://www.journal.stienas-

ypb.ac.id/index.php/jdeb/article/view/249. 

Harijanto, A. T., & Watson, W. (2021). THE INFLUENCE OF E-SERVICE 

QUALITY TOWARDS CUSTOMER SATISFACTION AND CUSTOMER 

LOYALTY ON GOPAY ELECTRONIC WALLET USERS. Jurnal Inovasi 

Penelitian, 2(6), 1833-1844. https://doi.org/10.47492/jip.v2i6.906 

Hsieh, S.-W., Lu, C.-C., & Lu, Y.-H. (2018). A Study on the Relationship Among 

Brand Image, Service Quality, Customer Satisfaction, and Customer Loyalty – 

Taking ‘the Bao Wei Zhen Catering Team’ As an Empirical Study. KnE Social 

Sciences,     3(10),     1768–1781.     https://doi.org/10.18502/kss.v3i10.3512 

Kato T. (2021). Factors of loyalty across corporate brand images, products, dealers, 

sales staff, and after-sales services in the automotive industry. (Saitama 

University, 255 Shimo-Okubo, Sakura-ku, Saitama City, Saitama 338-8570, 

Japan). 

Khan, M. A., Zubair, S. S., & Malik, M. (2019). An assessment of e-service quality, 

e-satisfaction and e-loyalty.South Asian Journal of Business Studies.

https://pressrelease.kontan.co.id/release/halodoc-masuk-daftar100-perusahaan-teknologi-kesehatan-top-dunia-satu-satunya-dari-indonesia?page=all
https://pressrelease.kontan.co.id/release/halodoc-masuk-daftar100-perusahaan-teknologi-kesehatan-top-dunia-satu-satunya-dari-indonesia?page=all
https://pressrelease.kontan.co.id/release/halodoc-masuk-daftar100-perusahaan-teknologi-kesehatan-top-dunia-satu-satunya-dari-indonesia?page=all
https://www.journal.stienas-ypb.ac.id/index.php/jdeb/article/view/249
https://www.journal.stienas-ypb.ac.id/index.php/jdeb/article/view/249
https://doi.org/10.47492/jip.v2i6.906
https://doi.org/10.18502/kss.v3i10.3512


89 

Kotler, P., Armstrong, G. (2018). Principles of Marketing. New Delhi: Pearson. 

Kotler, P., Kartajaya, H., Setiawan, I. (2019). Marketing 4.0 Bergerak dari 
Tradisional Ke Digital. Jakarta: PT Gramedia Pustaka Utama. 

Kotler, P.T., Keller, K.L., Brady, M., Goodman, M., Hansen, T. (2019). Marketing 
Management. Singapore: Pearson Education. 

Li, Y., K. Tan and M. Xie, “Measuring Web-based Service Quality”, Total Quality 
Management, Vol. 13, No. 5:685-700, 2002. 

Parasuraman, A. P., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A 
multiple-Item Scale for measuring consumer perceptions of service quality 
Cloud-based Business Process Management View project Cost-Effective 
Service Excellence View project. Journal of Retailing, 64(1), 12–40. 

Parasuraman, A., & Malhotra, A. (2002). Service quality delivery through web 
sites: a critical review of extant knowledge. Journal of the Academy of 
Marketing Science, 30(4), 362-375. 

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 

Putri, Y. A., Wahab, Z., Shihab, M. S., & Hanafi, A. (2018). The effect of service 
quality and brand trust on loyalty through customer satisfaction in 
transportation service Go-Jek (go-ride) in Palembang City. Jurnal Manajemen 
Motivasi, 14(1), 24-31. https://doi.org/10.29406/jmm.v14i1.1028 

Reichheld, F. F., & Schefter, P. (2000). E-loyalty: your secret weapon on the web. 
Harvard business review, 78(4), 105- 113. 

Samoggia, A., Grillini, G., & Prete, M. D. (2021). Price Fairness of Processed 
Tomato Agro-Food Chain: The Italian Consumers’ Perception Perspective. 
Foods, 10(5), 984–992. 

Sugiyono. (2015). Metode Penelitian Kombinasi (Mix Methods). Alfabeta. Tandon, 
U., Kiran, R., & Sah, A. N. (2017). Service Science. Customer Satisfaction as 

Mediator Between Website Service Quality and Repurchase Intention: An 

Emerging Economy Case. 10.1287/serv.2016.0159 

https://doi.org/10.1177/1094670504271156
https://doi.org/10.29406/jmm.v14i1.1028


90 

Suryani N. K., & Lestari, N. P. N. E. (2020). “Pengaruh Website Quality,Trust, Dan 
E-Service Quality Terhadap Loyalitas Konsumen Pada E-Commerce Pengguna
Situs shopee.co.id,” TIERS Inf. Technol. J., vol. 1, no. 2, pp. 34–43.
https://journal.undiknas.ac.id/index.php/tiers.

Swaid, S.I. & Wigand, R.T. (2009) Measuring the Quality of E-Service: Scale 
Development and Initial Validation. Journal of Electronic Commerce 
Research, 10, 13.Zeithaml, V. 

Tjiptono. F. 2019. Pemasaran Jasa (Prinsip, Penerapan, dan Penelitian. Yogyakarta: 
Andi. 

Tjiptono. Fandy & Diana. Anastasia. 2019. Kepuasaan Pelanggan-Konsep,

Pengukuran, dan Strategi. Yogyakarta : ANDI. ISBN 978 – 623 – 01 – 0194 – 
6. 

Tripathi, S. N., & Siddiqui, M. H. Assessing the quality of healthcare services: A 
SERVQUAL approach. International Journal of Healthcare Management, 
13(S1), 133–144. (2020). https://doi.org/10.1080/20479700.2018.1469212 

Voss, C., (2003) “Rethinking Paradigms of Service: Service in a Virtual 
Environment”, International Journal of Operations & Production Management, 
Vol. 23, No. 1:88-104. 

Witama, A., & Keni, K. (2020). The Impact of Brand Image, Perceived Price and 
Service Quality Toward Customer Satisfaction. In Tarumanagara International 
Conference on the Applications of Social Sciences and Humanities (TICASH 
2019) (pp. 316-320). Atlantis Press. 

Wolfinbarger, M. and M. Gilly, “E-TailQ: Dimensionalizing, Measuring and 
Predicting Etail Quality”, Journal of Retailing, No. 27:183-198, 2003. 

Zeithaml, V.A., A. Parasuraman & A. Malhotra, 2002. Service quality delivery 
through web sites: A critical review of extant knowledge. J. Acad. Market. Sci., 
30: 362-375. 

Zobair, K. M., Sanzogni, L., & Sandhu, K. (2019). Expectations of telemedicine 
health service adoption in rural Bangladesh. Social Science and Medicine, 238. 
https://doi.org/10.1016/j.socscimed.2019.112485 

https://journal.undiknas.ac.id/index.php/tiers
https://doi.org/10.1080/20479700.2018.1469212
https://doi.org/10.1016/j.socscimed.2019.112485



