
101 
 

 
101 

DAFTAR PUSTAKA 

Ali, T. 2018. Factors Deriving Consumers’ Repurchase Intention in Online Shopping: 

a Pakistani Consumer’s Perspective. International Journal of Management 

Sciences and Business Research, 5(12), 261–270. 

Anderson, R.E dan Srini S.S. 2019. E-Satisfaction and E-Loyalty : A Contingency 

Fremework. Psychology & Marketing 20(2) : 123-138. 

Ayoola, BJ dan Umar Abbas Ibrahim. 2020. Effect of Electronic Marketing on 

Customer Satisfaction : Evidence from Selected Airlines Seervices in Nigeria. 

IOSR Journal of Business and Management 22 (1) : 01-09. 

Bintari, Wulan Probo, 2022, Pengaruh Usability, Information Quality, dan Service 

Interaction Terhadap Loyalitas Konsumen Dengan Kepuasan Sebagai Variabel 

Intervening (Studi Pada Konsumen Tokopedia di Kabupaten Kediri), : Jurnal 

Ekonomi & Manajemen Universitas Bina Sarana Informatika Volume 20 No. 

15 Hal 1-10. 

Dalbehera, S. 2020. Measuring Service Quality in Digital Libarary Services by The 

Research Scholars of S.O.A. University of Odhisa Using E-S-Qual Model. 

International Prespectives on Improving Student Engagement : Advances in 

Library Practices in Highger Education Innovations in Higher Education 

Teaching and Learning 26 (111-126). 

Deliana, Nadila, 2022, Pengaruh Kualitas Website Dan Kualitas Layanan Terhadap 

Minat Beli Ulang Melalui Kepuasan Dan Kepercayaan Konsumen Shopee, 

Jurnal Indonesia Sosial Teknologi, Vol 3 No 3, Hal 1-13. 

Doong, L dkk. 2019. Exploring Loyalty Intention in the Electronic Marketplace. 

Electronic Markets 18 (2) : 142-149. 

Firdous, S and R. Farooqi, 2019. Service Quality To E-Service Quality : A Paradigm 

Shift. Proceedings of the International Conference on Industrial Engineering 

and Operations Management Bangkok, Thailand. 

Gronroos, C. 2017. Service Management and Marketing Managing the Service Profit 

Logic. Fourth Edition. John Wiley & Sons Ltd. Finlandia. 

Hidayah, Rizki Taufik, dan Eristy Minda Utami, 2018, E-Service Quality And E–

Recovery Service Quality On E– Satisfaction Lazada.Com, Jurnal Riset 

Manajemen Sains Indonesia (JRMSI) | Vol 8, No. 2 

Istighfarnissa Nabilla, Ari Pradhanawati , Bulan Prabawani, 2022, Pengaruh E-

Service Quality Dan E-Trust Terhadap Eloyality Dengan E-Satisfaction Sebagai 

Variabel Intervening (Studi pada Pembelian Tiket di Situs Traveloka), Jurnal 

Ilmu Administrasi Bisnis, Vol. 11, No. 3 

 

101 



102 
 

 
102 

Jones, dkk. 2018. Internet Marketing : A Highly Practical Guide to Every Aspect of 

Internet Marketing. GetSmarter. 

Kadampully dan Solnet. 2018. Service Management Principles for Hospitaly and 

Tourism. Third Edition. Kendall Hunt Publishing Company, USA. 

Kassim, NM dan Nor Asiah Abdullah. 2019. Customer Lopyalty in E-Commerce 

Settings: An Empirical Study. Electronic Markets 18 (3) : 275-290. 

Khan, AR dan Md. Aminul Islam. 2017. The Impact of Digital Marketing on 

Increasing Customer Loyalty :A Study on Dhaka City, Bangladesh. 

International Journal of Economic, Commerce and Management 5 (4). 

Kotler, dkk. 2017. Marketing 4.0 Moving from Traditional to Digital. John Wiley and 

Sons, Canada. 

Kotler, dkk. 2017. Principles of Marketing. Fourth European Edition. Pearson 

Education Limited, Inggris. 

Lovelock dan Wirtz. 2018. Service Marketing People, Technology, Strategy. Seventh 

Edition.  

Meida Faradlah, Astuti Miguna, Heni Nasiti, 2022, Pengaruh Kualitas Pelayanan 

Dan Kepercayaan Terhadap Kepuasan Pelanggan E-Commerce Sociolla Di 

Era Pandemic Covid-19, Jurnal IKRAITH-EKONOMIKA No 2 Vol 5 J 

Melinda. 2017. Pengaruh E-Service Quality terhadap E-Loyalty Pelanggan Go-Jek 

Melalui E-Satisfaction pada Kategori Go-Ride. Agora 5 (1). 

Minto Waluyo, 2018. Mudah Cepat Tepat Penggunaan Tools Amos Dalam Aplikasi 

(SEM), Penerbit UPN Veteran, Jawa Timur. 

Nicholas Wilson, Keni, 2018, Pengaruh Website Design Quality Dan Kualitas Jasa 

Terhadap Repurchase Intention : Variabel Trust Sebagai Variabel Mediasi, 

Jurnal Manajemen dan Pemasaran Jasa Vol11 No2, Hal291-310. 

Nurkhormaria, Dewi, Siti Chamidah, Dwi Warni Wahyuningdih, 2022, Pengaruh E-

Trust, E-Service Quality, Dan E-Satisfaction Terhadap Loyalitas Pelanggan 

Pada Shopee. (Studi Kasus Pada Pengguna Shopee Di Ponorogo), Bussman 

Journal : Indonesian Journal of Business and Management p-ISSN : 2797-9725 

| e-ISSN : 2777-0559 Vol. 2 No. 3. 

Parasuraman, V.A. Zeithaml, A. Malhotra, 2017. E-S-QUAL A Multiple-Item Scale 

for Assessing Electronic Service Quality. Journal of Service Research 7 (10) 1-

21, Sage Publication. 

Permana, A. I., 2020, . Pengaruh Kualitas Website, Kualitas Pelayanan, Dan 

Kepercayaan Pelanggan Terhadap Minat Beli Pelanggan Di Situs Belanja 

Online Bukalapak. Ekonomi Bisnis, 25(2), 94–109.  



103 
 

 
103 

Pradana, Jaya, Edris, Sutono, 2022, Analisis Online Marketing, E-Service Quality, E-

Recovery Service Quality Terhadap Loyalitas Melalui Kepuasan Konsumen 

Pengguna Shopee Di Kabupaten Pati, Jurnal Studi Manajemen Bisnis Vol. 02 

No. 01 Hal 1-10. 

Pradnyaswari, N., & Aksari, N. 2020, E-Satisfaction Dan E-Trust Berperan Dalam 

Memediasi Pengaruh E-Service Quality Terhadap E-Loyalty Pada Situs E-

Commerce Blibli.Com. E-Jurnal Manajemen, 9(7), 2683 - 2703. 

Pramuditha, Rufina, dan Syarifah Hudayah , Herning Indriastuti, engaruh Service 

Quality, E-Trust Terhadap E-Satisfaction Dan E-Loyalty Konsumen (Studi 

pada Konsumen Marketplace Shopee di Kalimantan Timur), Jurnal Sketsa 

Bisnis, Vol.08 No. 02 Hal 123-134. 

Putri, Amelia Eka, Verinita Verinita, 2019, Analisis Pengaruh E Service Quality, E 

Service Quality terhadap Loyalitas melalui Perceived Value sebagai Variabel 

Mediasi (Studi pada Pelanggan Shoppe di Kota Padang, Jurnal Imiah 

Mahasiswa Ekonomi Manajemen,  Vol 4 No 4, Hal1-14. 

Rafiq, M dkk. 2018. Measuring Internet Retail Service Quality using E-S-QUAL. 

Bussiness School Loughborough University Leicestershire, UK. 

Raza, SA dkk. 2020. Internet Banking Service Quality, E-Customer Satisfaction and 

Loyalty : The Modified E-SERVQUAL Model. Emerald Insight 1754-2731. 

Riski Taufik Hidayah dan Eristy Minda Utami. 2017. E-Service Quality and 

Recovery Service Quality On E-Satisfaction Lazada.Com, Jurnal Riset 

Manajemen Sains Indonesia (JRMSI) 8 (2). 

Shahin, A. 2018. SERVQUAL and Model of Service Quality Gaps : A Framework 

for Determining and Prioritizing Critical Factors in Delivering Quality Services. 

Departement of Management University of Isfahan Iran. 

Solomon, dkk. 2018. Consumer Behaviour A European Perspective. Third Edition. 

Pearson Education Limited. 

Sri Suprapti dan Suparmi. 2020. Membangun e-Loyality dan e-Satisfaction melalui e-

Service Quality Pengguna Goride Kota Semarang. Jurnal Konsep Bisnis dan 

Manajemen 6 (2). 

Stokes, R. 2018.eMarketing : The Essential Guide to Digital Marketing. Fourth 

Edition. Quirk eMarketing (Pty) Ltd. 

Suci Rizka Khairuna Tambusai, dkk. 2019. Pengaruh E-Service Quality dan E-

Recovery Service Quality Terhadap E-Customer Satisfaction dan E-Customer 

Loyalty, Jurnal Profit 13 (2). 

Suryani, Ade Rezita, 2019, Analisis Kualitas Website Dan Fasilitas Terhadap 

Kepuasan Konsumen Dalam Berbelanja Menggunakan Aplikasi Shopee pada 



104 
 

 
104 

Mahasiswa Febi Semester Vi Iain Bengkulu, Jurnal Ekonomi dan Bisnis Vol 1 

No 2 Hal 1-19. 

Wijayanti, Lukito Surya, Sri Murni Setyawati, Rahab Rahap, 2021, Pengaruh E-

Security, E-Service Quality Dan E-Trust Terhadap Repurchas Intention Dengan 

E-Satisfaction Sebagai Variabel Intervening Pada Konsumen Marketplace Di 

Indonesia, Jurnal Ekonomi, Bisnis dan Akuntansi, Vol 23 No 4, Hal 1-17. 

Yarimoglu, EK. 2017. A Review of Service and E-Service Quality Measurements: 

Previous Literature and Extention. Journal of Economic and Social Studies 5 

(1). 

Zehir dan Narcikara. 2018. E-Service Quality and Recovery Servuce Quality : Effect 

on Value Perceptions an Loyalty Intentions, Procedia – Social and Behaviour 

Sciences 229 (427-443). 

Zeithaml, A. Parasuraman, A. Malhotra, 2020. A Conceptual Framework for 

Understanding e-Service Quality : Implications for Future Research and 

Managerial Practice. Marketing Science Institute. 

_______https://databoks.katadata.co.id/datapublish/2022/11/21/ini-pertumbuhan-

pengunjung-shopee-sampai-kuartal- 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 


