DAFTAR PUSTAKA
Al-Ababneh, M.M., Masadeh, M.A., Al-Shakhsheer, F.J. and Habiballah, M.A.

(2018),“The impact of internal service quality on job satisfaction in the hotel
industry”’,Research in Hospitality Management, Vol. 8 No. 1, pp. 55-62, doi:
10.1080/22243534.2018.1501182.

Amstrong dan Kotler, 1999. Prinsip-Prinsip Pemasaran, Edisi Delapan, Jakarta:
Penerbit Erlangga.

Chiguvi, D. and Gurowo, PT (2017), “Dampak kepuasan pelanggan terhadap
loyalitas pelanggan di sektor perbankan”, The TQM Journal, Vol. 5 No.2, hlm.55-
63, d0i:10.1108/17542731211270052.

Jain, P. and Aggarwal, V.S. (2018), “Developing a service quality scale in context
of organized grocery retail of India”, Management Decision, VVol. 56 No. 9, pp.
1969-1990, doi: 10.1108/MD-08-2017-0790.

Kotler, P., dan Keller, K. L. (2007). Manajemen Pemasaran, Edisi 12. Jilid 1 dan 2,
Pearson Prentice Hall edisi bahasa Inggris, indeks edisi bahasa Indonesia, cetakan
| dan II.

Matzler, K., Brigit, R, -and Faullant, R. 2007.*““Dimensions of Price satisfaction :
A Replication And Extention . The International Journal of Bank Marketing, Vol.
25 No. 6,pp. 394-405.

Mensah, 1. dan Mensah, RD (2018), “Pengaruh Kualitas Layanan dan Kepuasan
Pelanggan Terhadap Loyalitas Pelanggan.

Moretta Tartaglione, A., Cavacece, Y., Russo, G. and Granata, G. (2019), “Studi



pemetaan sistematis tentang loyalitas pelanggan dan manajemen merek”, Ilmu
Administrasi, Vol. 9 No.1, hal. 8, doi: 10.3390/admsci9010008.
Nguyen, Q., Nisar, T.M., Knox, D. and Prabhakar, G.P. (2018), “Understanding
customer satisfaction in the UK quick service restaurant industry: the influence of
the tangible attributes of perceived service quality”, British Food Journal, Vol. 120
No. 6, pp. 1207-1222; doi: 10.1108/BFJ-08-2017-0449.
Niat Pembelian Kembali Restoran di Kampus Universitas Cape Coast”, Journal of
Tourism, Vol. 4 No. 1, him. 27-36, tersedia di:
https://doaj.org/article/3e1230f294a14bc6h5e946cddf36e67d.
Pakurar, M., Haddad, H., Nagy, J., Popp, J. and Olah, J.(2019), “The service
quality dimensions that affect customer satisfaction in the Jordanian banking
sector”, Sustainability (Switzerland), Vol. 11 No. 4, pp. 1- 24, doi:
10.3390/su11041113. Saulina, A.R. and Syah, T.Y.R. (2018), “How Service
quality influence of satisfactionand trust towards consumer loyalty in starbucks
coffee Indonesia”,
larjset, Vol.5 No. 10, pp. 11-19, doi:-10.17148/iarjset.2018.5102.
Setiawan, H. dan Sayuti, AJ (2017), “Pengaruh Kualitas Layanan, Kepercayaan
Pelanggan dan Citra Perusahaan Terhadap Kepuasan dan Loyalitas Pelanggan:
Penilaian Pelanggan Agen Perjalanan di Sumatera Selatan Indonesia”, IOSR
Journal of Business and Management, VVol. 19 No.5, him.31-40, doi: 10.9790/
487x1905033140.

https://www.google.com/url?sa=i&url=https%3A%2F%2Fwww.rumahmedia.com


https://doaj.org/article/3e1230f294a14bc6b5e946cddf36e67d
http://www.google.com/url?sa=i&url=https%3A%2F%2Fwww.rumahmedia.com
http://www.google.com/url?sa=i&url=https%3A%2F%2Fwww.rumahmedia.com
http://www.google.com/url?sa=i&url=https%3A%2F%2Fwww.rumahmedia.com
http://www.google.com/url?sa=i&url=https%3A%2F%2Fwww.rumahmedia.com

%_2Finsights%2F5-e-commerce-indonesia-paling-banyak-dikunjungi-menurut-

data&psig=AOvVaw2hiYYwWVIQCTHCqxh3XIAsP&ust=1677414215454000




&source=images&cd=vfe&ved=0CBIQ3YkBahcKEwjY19Sk1bD9AhUAAA
AAHQAAAAAQBA
https://careers.shopee.co.id/about#:~:text=Shopee%20adalah%20platform%20bel
anja%?20online,pembayaran%20dan%?20logistik%20yang%?20kuat.
https://www.pelajaran.co.id/pengertian-crm-tujuan-manfaat-fungsi-dan-dimensi-
customer-relationship-management-crm-menurut-para-ahli/
https://info.populix.co/articles/customer-satisfaction-adalah/
https://duniafintech.com/shopee-jadi-pilihan-belanja-online-di-tahun-2020/
https://www.questionpro.com/blog/service-
quality/#:~:text=What%20is%20Service%20Quality%3F,quality%20is%20a%20v
aluable%?20art.
https://study.com/learn/lesson/service-quality-overview-dimensions-what-is-
service-quality.html
https://www.oracle.com/id/cx/marketing/customer-loyalty/what-is-customer-
loyalty/#:~:text=Customer%20loyalty%20describes%20an%20ongoing,and%?2
$%20t0%?20create%20trust.
https://www.emerald.com/insight/content/doi/10.1108/09604520310476490/full/h
tml
https://www.marketeers.com/lima-elemen-service-quality-yang-wajib-diketahui-
oleh-pemasar/

https://www.fortinet.com/resources/cyberglossary/qos-quality-of
service#:~:text=Quality%200f%20service%20(Qo0S)%20is,prioritizing%20spe

cific%20high%2Dperformance%20applications.


https://www.google.com/url?sa=i&url=https%3A%2F%2Fwww.rumahmedia.com%2Finsights%2F5-e-commerce-indonesia-paling-banyak-dikunjungi-menurut-data&psig=AOvVaw2hiYYwV9QCTHCqxh3XIAsP&ust=1677414215454000&source=images&cd=vfe&ved=0CBIQ3YkBahcKEwjY19Sk1bD9AhUAAAAAHQAAAAAQBA
https://www.google.com/url?sa=i&url=https%3A%2F%2Fwww.rumahmedia.com%2Finsights%2F5-e-commerce-indonesia-paling-banyak-dikunjungi-menurut-data&psig=AOvVaw2hiYYwV9QCTHCqxh3XIAsP&ust=1677414215454000&source=images&cd=vfe&ved=0CBIQ3YkBahcKEwjY19Sk1bD9AhUAAAAAHQAAAAAQBA
https://www.google.com/url?sa=i&url=https%3A%2F%2Fwww.rumahmedia.com%2Finsights%2F5-e-commerce-indonesia-paling-banyak-dikunjungi-menurut-data&psig=AOvVaw2hiYYwV9QCTHCqxh3XIAsP&ust=1677414215454000&source=images&cd=vfe&ved=0CBIQ3YkBahcKEwjY19Sk1bD9AhUAAAAAHQAAAAAQBA
http://www.pelajaran.co.id/pengertian-crm-tujuan-manfaat-fungsi-dan-dimensi-
http://www.pelajaran.co.id/pengertian-crm-tujuan-manfaat-fungsi-dan-dimensi-
http://www.questionpro.com/blog/service-
http://www.questionpro.com/blog/service-
http://www.questionpro.com/blog/service-
https://study.com/learn/lesson/service-quality-overview-dimensions-what-is-service-quality.html
http://www.oracle.com/id/cx/marketing/customer-loyalty/what-is-customer-
http://www.oracle.com/id/cx/marketing/customer-loyalty/what-is-customer-
http://www.oracle.com/id/cx/marketing/customer-loyalty/what-is-customer-
http://www.emerald.com/insight/content/doi/10.1108/09604520310476490/full/h
http://www.emerald.com/insight/content/doi/10.1108/09604520310476490/full/h
http://www.emerald.com/insight/content/doi/10.1108/09604520310476490/full/h
http://www.marketeers.com/lima-elemen-service-quality-yang-wajib-diketahui-
http://www.marketeers.com/lima-elemen-service-quality-yang-wajib-diketahui-
http://www.fortinet.com/resources/cyberglossary/qos-quality-of
http://www.fortinet.com/resources/cyberglossary/qos-quality-of
http://www.fortinet.com/resources/cyberglossary/qos-quality-of

https://www.kajianpustaka.com/2019/05/pengertian-layanan-dan-parameter- quality-
of-service-gos.html

https://id.wikipedia.org/wiki/Shopee https://www.teknovidia.com/profil-sejarah-
shopee/

https://media.neliti.com/media/publications/5161-1D-pengaruh-kualitas- pelayanan-
terhadap-loyalitas-pelanggan-pengguna-jasa-warung-in.pdf

Arikunto, S. (2013). Prosedur Penelitian: Suatu Pendekatan Praktik. rineka cipta. Sunyoto,
D. (2016). Metodologi Penelitian Akuntansi. PT. Refika Aditama.

Ghozali, I. (2018). Aplikasi Analisis Multivariete SPSS 25 (9th ed.) (9th ed.). universitas
diponegoro.

Humaira, I., & Sagoro, E. M: (2018). PENGARUH PENGETAHUAN KEUANGAN, SIKAP
KEUANGAN, DAN KEPRIBADIAN TERHADAP PERILAKU MANAJEMEN KEUANGAN
PADA PELAKU UMKM SENTRA KERAJINAN BATIK KABUPATEN BANTUL.

Sekaran, U., & Bougie, R. (2017). Metode Penelitian Untuk Bisnis (6th ed.). salemba empat.
Sugiyono. (2009). METODE PENELITIAN KUANTITATIF, KUALITATIF, DAN R & D

(19th ed.). Alfabeta.


http://www.kajianpustaka.com/2019/05/pengertian-layanan-dan-parameter-
http://www.kajianpustaka.com/2019/05/pengertian-layanan-dan-parameter-
http://www.teknovidia.com/profil-sejarah-shopee/
http://www.teknovidia.com/profil-sejarah-shopee/
http://www.teknovidia.com/profil-sejarah-shopee/
http://www.teknovidia.com/profil-sejarah-shopee/
http://www.teknovidia.com/profil-sejarah-shopee/

