
DAFTAR PUSTAKA 

Aaker, D. . (1991). Managing Brand Equity: Capitalizing on the value of a brand 

name. Free Press. 

Alok, K. R., & Srivastava, M. (2013). The Antecedents of Customer Loyalty: An 

Empirical Investigation in Life Insurance Context. Journal of 

Competitiveness, 5(2), 139–163. https://doi.org/10.7441/joc.2013.02.10 

Augusty Ferdinand. (2006). Metode Penelitian Manajemen: Pedoman Penelitian 

untuk Skripsi, Tesis dan Disertasi Ilmu Manajemen. Badan Penerbit 

Universitas Diponegoro. 

Ayu, L. A. (2019). Pengemudi Sedot Saldo OVO dan Rugikan Konsumen, Grab 

Persilakan Lapor. Kompas. 

https://money.kompas.com/read/2019/07/31/124151126/pengemudi-sedot-

saldo-ovo-dan-rugikan-konsumen-grab-persilakan-lapor?page=all 

Bani Ismoyo, N. (2017). Service Quality Perception’s Effect on Customer 

Satisfaction and Repurchase Intention. European Business & Management, 

3(3), 37. https://doi.org/10.11648/j.ebm.20170303.11 

Bauer, H. H., Sauer, N. E., & Exler, S. (2005). The loyalty of German soccer fans: 

does a team’s brand image matter? International Journal of Sports Marketing 

and Sponsorship, 7(1), 8–16. https://doi.org/10.1108/ijsms-07-01-2005-b004 

Bitner, V. A. Z. M. J. (2008). Service Marketing (Internatio). The McGraw Hill 

Companies Inc. 

Blackwell, R.D.; Miniard, P.W.; Engel, J. . (2001). Consumer Behavior (9th ed.). 

South-Western Thomas Learning: Mason. 

Bruhn;Manfred. (2003). Relationship Marketing: Management of Customer 

Relationships. Prentice Hall. 

Budiyanto, A. (2018). Pengaruh Persepsi Harga, Kualitas Layanan dan Brand 

Image Terhadap Tingkat Kepuasan Konsumen di PT. Yerry Primatama 

Hosindo. Jurnal Pemasaran Kompetitif, 1(3), 71–80. 



Byrne, B. M. (2013). Structural Equation Modeling With AMOS: Basic Concepts, 

Applications, and Programming, Second Edition. Taylor & Francis Group. 

Caruana, A., Money, A. H., & Berthon, P. R. (2000). Service quality and 

satisfaction – the moderating role of value. European Journal of Marketing, 

34(11/12), 1338–1353. https://doi.org/10.1108/03090560010764432 

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

customer repurchase intention in online shopping. Online Information 

Review, 33(4), 761–784. https://doi.org/10.1108/14684520910985710 

Chou, P. F., Lu, C. S., & Chang, Y. H. (2014). Effects of service quality and 

customer satisfaction on customer loyalty in high-speed rail services in 

Taiwan. Transportmetrica A: Transport Science, 10(10), 917–945. 

https://doi.org/10.1080/23249935.2014.915247 

Ebrahimi, D. M. R., & Tootoonkavan, S. (2014). Investigating the Effect of 

Perceived Service Quality , Perceived Value , Brand Image , Trust , 

Customer Satisfaction on Repurchase Intention and Recommendation to 

Other Case study : LG Company. European Journal of Business and 

Management, 6(34), 181–187. 

Ekaputri, A. H. (2016). Pengaruh Brand Experience Terhadap Kepuasan 

Pelanggan Dan Dampaknya Pada Repurchase Intention (Skripsi). 

Universitas Pendidikan Indonesia. 

Faiz Noormiyanto. (2015). Pengaruh Kredibilitas Volunteer dan Motivasi Belajar 

Tunarungu Terhadap Komunikasi Tunarungu Dalam Perilaku Sosial Di 

Masyarakat. Skripsi. 

Ferdian, M. R. (2012). Jurnal sains pemasaran indonesia. Jurnal Sains Pemasaran 

Indonesia, XI(3), 283–300. 

Goode, M. M. H., & Harris, L. C. (2007). Online behavioural intentions: An 

empirical investigation of antecedents and moderators. European Journal of 

Marketing, 41(5–6), 512–536. https://doi.org/10.1108/03090560710737589 

Google Play. (n.d.). https:/play.google.com 



Gremler, D. D., & Brown, S. W. (1996). Service loyalty: Its Nature, Importance, 

and Implications. Advancing Service Quality: A Global Perspective, June, 

171–180. 

Griffin, J. (2005). Customer Loyalty: Menumbuhkan dan Mempertahankan 

Kesetiaan Pelanggan (Alih Bahas). Erlangga. 

Hair, Joseph F,  et al. (1998). Multivariate data Analysis. Prentice Hall. 

Hapsari, R., Clemes, M., & Dean, D. (2016). The Mediating Role of Perceived 

Value on the Relationship between Service Quality and Customer 

Satisfaction: Evidence from Indonesian Airline Passengers. Procedia 

Economics and Finance, 35(October 2015), 388–395. 

https://doi.org/10.1016/s2212-5671(16)00048-4 

Hess, R. L. (2008). The impact of firm reputation and failure severity on 

customers’ responses to service failures. Journal of Services Marketing, 

22(5), 385–398. https://doi.org/10.1108/08876040810889157 

Holmes-Smith. (2012). Structural Equation Modeling (using AMOS). SREAMS. 

Huang, Chun-Chen., S.-W. Y. and C.-Y. L. (2014). The Relationship Among 

Brand Equity, Customer Satisfaction, And Brand Resonance To Repurchase 

Intention of Cultural and Creative Industries In Taiwan. The International 

Journal of Organizational Innovation, 6(3), 106–121. http://ijoi-

online.org/attachments/article/38/FINAL_ISSUE_VOL_6_NUM_3_JANUA

RY_2014.pdf#page=106 

Hume, M., Mort, G. S., & Winzar, H. (2006). “Exploring repurchase intention in a 

performing arts context: who comes? And why do they come back?” 

International Journal of Nonprofit and Voluntary Sector Marketing, 12(2), 

135–148. 

Hunt, R. M. M. and S. D. (1994). The Commitment-Trust Theory of Relationship 

Marketing. Journal of Economic Theory, 58(3), 20–38. 

https://doi.org/10.1016/0022-0531(82)90041-2 

Iglesias, O., Markovic, S., Bagherzadeh, M., & Singh, J. J. (2020). Co-creation: A 



Key Link Between Corporate Social Responsibility, Customer Trust, and 

Customer Loyalty. Journal of Business Ethics, 163(1), 151–166. 

https://doi.org/10.1007/s10551-018-4015-y 

Imam Ghazali. (2011a). Aplikasi Analisis Multivariate dengan Program IBM 

SPSS 19. Undip. 

Imam Ghazali. (2011b). Aplikasi Analisis Multivariate Dengan Program SPSS. 

Badan Penerbit Universitas Diponegoro. 

Jillian C. Sweeneya, G. N. S. (2001). Consumer perceived value: The 

development of a multiple item scale. Journal of Retailing, 77, 203–220. 

Jin, N. P., Lee, S., Huffman, L., & Huffman, L. (2013). Impact of Restaurant 

Experience on Brand Image and Customer Loyalty : Moderating Role of 

Dining Motivation. 37–41. https://doi.org/10.1080/10548408.2012.701552 

John C Mowen; Michael Minor. (2002). Perilaku Konsumen (Kedua). Erlangga. 

K Phililip, M Gus, A Rodney, A. J. (2003). Customer Repurchase Intention: A 

general structural equation model. European Journal of Marketing, 37, 

1762–1800. 

Kandampully, J., & hu, H. H. (2007). Do hoteliers need to manage image to retain 

loyal customers? International Journal of Contemporary Hospitality 

Management, 19(6), 435–443. https://doi.org/10.1108/09596110710775101 

Kasiri, L. A., Guan Cheng, K. T., Sambasivan, M., & Sidin, S. M. (2017). 

Integration of standardization and customization: Impact on service quality, 

customer satisfaction, and loyalty. Journal of Retailing and Consumer 

Services, 35(June 2016), 91–97. 

https://doi.org/10.1016/j.jretconser.2016.11.007 

Keshavarz, Y., & Jamshidi, D. (2018). Service quality evaluation and the 

mediating role of perceived value and customer satisfaction in customer 

loyalty. International Journal of Tourism Cities, 4(2), 220–244. 

https://doi.org/10.1108/IJTC-09-2017-0044 



Kevin Lane Keller. (2003). Strategic Brand Management, Building, Measuring, 

and Managing Brand Equity. Prentice Hall. 

Kotler, Philip;Kevin, L. K. (2009). Manajemen Pemasaran (13th ed.). Salemba 

Empat. 

Kotler, Philip;Kevin, L. K. (2012). Marketing Management (14th ed.). Pearson 

Education Limited. 

Kotler, Philip;Kevin, L. K. (2016). Manajemen Pemasaran (Kelima Bel). 

Erlangga. 

L.G, D. A., & Budiatmo, A. (2016). Pelanggan Melalui Kepuasan Pelanggan ( 

Pengguna Apple Iphone Di Jurusan Manajemen Universitas Diponegoro 

Semarang ). 5, 1–9. 

https://ejournal3.undip.ac.id/index.php/djom/article/view/14186 

Lagita, L., & Briliana, V. (2018). Pengaruh Customer Satisfaction , Adjusted 

Expectation , Perceived Value , Dan Perceived Usefullness Terhadap Online 

Repurchase Intention Pada Pelanggan Lazada. 8(April), 37–48. 

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

Customer Trust on Customer Loyalty. International Journal of Academic 

Research in Business and Social Sciences, 7(4), 450–465. 

https://doi.org/10.6007/ijarbss/v7-i4/2821 

Li, C., Mirosa, M., & Bremer, P. (2020). Review of online food delivery 

platforms and their impacts on sustainability. Sustainability (Switzerland), 

12(14), 1–17. https://doi.org/10.3390/su12145528 

Lin, C., & Lekhawipat, W. (2014). Factors affecting online repurchase intention. 

Industrial Management and Data Systems, 114(4), 597–611. 

https://doi.org/10.1108/IMDS-10-2013-0432 

Lovelock Christopher. (2017). Pemasaran Jasa (7th ed.). Erlangga. 

Luarn, P., & Lin, H. H. (2003). A Customer Loyalty Model for E-Service 

Context. Journal of Electronic Commerce Research, 4(June), 156–167. 



Mohammed, A., & Rashid, B. (2018). A conceptual model of corporate social 

responsibility dimensions, brand image, and customer satisfaction in 

Malaysian hotel industry. Kasetsart Journal of Social Sciences, 39(2), 358–

364. https://doi.org/10.1016/j.kjss.2018.04.001 

Muflihhadi, I., & Rubiyanti, R. N. (2016). Pengaruh Perceived Usefulness , 

Perceived Ease of Use , Dan Trust Terhadap Kepuasan Konsumen ( Studi 

Pada Gojek Bandung ) the Impact of Perceived Usefulness , Perceived Ease 

of Use , and Trust in Custome Rs ’ Satisfaction ( Case Study in Gojek 

Bandung ). E-Proceeding of Management, 3(2), 2026–2033. 

Nazir, M. (2003). Metode Penelitian. Ghalia Indonesia. 

Number of internet users in Indonesia from 2015 to 2025. (2020). Statista 

Research Department. https://www.statista.com/statistics/254456/number-of-

internet-users-in-indonesia/ 

Oliver, R. L., & Desarbo, W. S. (2014). Response Satisfaction Determinants in 

Judgments. Journal of Consumer Research, 14(4), 495–507. 

Oly Ndubisi, N., Har Lee, C., Cyril Eze, U., & Oly Ndubisi, N. (2011). Analyzing 

key determinants of online repurchase intentions. Asia Pacific Journal of 

Marketing and Logistics, 23(2), 200–221. 

https://doi.org/10.1108/13555851111120498 

Online Food Delivery. (2020). Statista. 

https://www.statista.com/outlook/374/117/online-food-delivery/china 

Pavlou, P. A. (2003). Consumer acceptance of electronic commerce: Integrating 

trust and risk with the technology acceptance model. International Journal of 

Electronic Commerce, 7(3), 101–134. 

https://doi.org/10.1080/10864415.2003.11044275 

Pramesti, A. B., & Waluyo, H. D. (2019). Pengaruh Brand Image Dan Customer 

Value Terhadap Repurchase Intention Melalui Customer Satisfaction. 

Pengaruh Brand Image Dan Customer Value Terhadap Repurchase 

Intention Melalui Customer Satisfaction, 8(1), 8–13. 



Prastiwi, S. K. (2016). Menguji Faktor-faktor yang Berpengaruh terhadap 

Repurchase Intention pada Produk Mie Instan Indomie di Indonesia. Jurnal 

EKA CIDA, 1(1), 96–109. https://doi.org/2503-3689 

Purvis, B., Mao, Y., & Robinson, D. (2019). Three pillars of sustainability: in 

search of conceptual origins. Sustainability Science, 14(3), 681–695. 

https://doi.org/10.1007/s11625-018-0627-5 

Putu, I., Semadi, Y., & Ariyanti, M. (2018). the Influence of Brand Experience, 

Brand Image, and Brand Trust on Brand Loyalty of Abc-Cash. Asian Journal 

of Management Sciences & Education, 7(3), 12–23. 

R.L Oliver. (2010). Satisfaction: A behavioral perspective on the consumer. NY: 

M.E.Sharpe. 

Rahi, S., & Ghani, M. A. (2016). Internet Banking, Customer Perceived Value 

and Loyalty: The Role of Switching Costs. Journal of Accounting & 

Marketing, 05(04). https://doi.org/10.4172/2168-9601.1000188 

Ralph B. D’Agostino. (2017). Goodness of Fit Techniques. CRC Press. 

Ram, Jiwat,  and S. S. (2020). Business Benefits of Online-To-Offline 

Ecommerce: A Theory Driven Perspective. Journal of Innovation Economics 

Management, I77-XXVIII. 

Rambat Lupiyoadi, A. H. (2001). Manajemen Pemasaran Jasa. Salemba Empat. 

Rangkuti. (2004). Flexible Marketing. PT Gramedia Pustaka Utama. 

Rangkuti, F. (2011). Riset Pemasaran. Gramedia Pustaka Utama. 

Ribbink, D., Streukens, S., Van Riel, A. C. R., & Liljander, V. (2004). Comfort 

your online customer: Quality, trust and loyalty on the internet. Managing 

Service Quality: An International Journal, 14(6), 446–456. 

https://doi.org/10.1108/09604520410569784 

Setiawan, H., & Sayuti, A. J. (2017). Effects of Service Quality, Customer Trust 

and Corporate Image on Customer Satisfaction and Loyalty: An Assessment 

of Travel Agencies Customer in South Sumatra Indonesia. IOSR Journal of 



Business and Management, 19(05), 31–40. https://doi.org/10.9790/487x-

1905033140 

Shahrinaz, I., Yacob, Y., Hummida, D., & Abdul, A. (2016). Relationship and 

impact of e‐WOM and brand image towards purchase intention of 

smartphone ? Journal of Scientific Research and Development, 3(5), 117–

124. 

Slater SF, N. J. (1994). Market orientation, customer value, and superior 

performance. Business Horizons. 

Soedarmo. (2006). Menjadi Kaya dengan UKM Otomotif Roda Dua. Kawan 

Pustaka. 

Sonia, P., & Devi, C. (2018). Peran Customer Satisfaction Memediasi Pengaruh 

Online Trust Terhadap Repurchase Intention ( Studi pada Konsumen Florist 

Online di Kota Denpasar ) Fakultas Ekonomi dan Bisnis Universitas 

Udayana ( Unud ), Bali , Indonesia Teknologi yang semakin maju dalam. 

7(6), 2856–2886. 

Sugiyono. (2007). Statistika untuk Penelitian (12th ed.). Alfabeta. 

Sugiyono. (2015). Metode Penelitian Pendidikan. Cv ALFABETA. 

Suhardi. (2006). Faktor-faktor yang Mempengaruhi Kepercayaan dan Loyalitas 

Nasabah Perbankan di Surabaya. Jurnal Kinerja. 

Sukardi. (2015). Metodologi Penelitian Pendidikan. PT Bumi Aksara. 

Suryana, P., & Dasuki, E. S. (2013). Analisis Faktor yang Mempengaruhi 

Keputusan Pembelian dan Implikasinya pada Minat Beli Ulang. 

Trikonomika, 12(2), 190. https://doi.org/10.23969/trikonomika.v12i2.479 

Susanto, O. (2018). Pengaruh Perceived Value Terhadap Brand Loyalty Pada 

Pengguna Iphone Generasi Z. In Skripsi. Universitas Sanata Dharma 

Yogyakarta. 

Suyanto. (2007). Marketing Strategy Top Brand Indonesia. Andi. 

Tan, H. (2019). Pengaruh Perceived Value Terhadap Repurchase Intention 



Melalui Customer Satisfaction Sebagai Variabel Intervening Pada Pada 

Shopee. Agora, 7(1), 287043. 

Tangguh, G. G., Pangestuti, E., & Nuralam, I. P. (2018). Pengaruh Citra Merek, 

Kualitas Layanan, dan Harga Terhadap Kepuasaan Pelanggan Go-Ride. 

Jurnal Administrasi Bsinis, 61(2), 118–126. 

Thamaraiselvan, N., Jayadevan, G. R., & Chandrasekar, K. S. (2019). Digital food 

delivery apps revolutionizing food products marketing in India. International 

Journal of Recent Technology and Engineering, 8(2 Special Issue 6), 662–

665. https://doi.org/10.35940/ijrte.B1126.0782S619 

The Mobile Economy. (2020). GSMA. https://www.gsma.com/mobileeconomy/ 

Tjiptono, F. (2015). Pelanggan puas? Tak cukup! (D. Anastasia (Ed.)). Andi. 

Tjiptono, F. (2019). Pemasaran Jasa (Diana Anastasia (Ed.)). Andi. 

User online food delivery. (2020). Statista. 

https://www.statista.com/outlook/374/120/online-food-

delivery/indonesia#market-users 

Why Online2Offline Commerce is a Trillion Dollar Opportunity. (2020). Tech 

Crunch. https://techcrunch.com/2010/08/07/why-online2offline-commerce-

is-a-trillion-dollar-opportunity/ 

Wu, L. Y., Chen, K. Y., Chen, P. Y., & Cheng, S. L. (2014). Perceived value, 

transaction cost, and repurchase-intention in online shopping: A relational 

exchange perspective. Journal of Business Research, 67(1), 2768–2776. 

https://doi.org/10.1016/j.jbusres.2012.09.007 

Zeithaml, Bitner, G. (2006). Service Marketing (Fourth Edi). Prentice Hall. 

Zeithaml, V. A. (1988). Consumer Perceptions of Price, Qualitye. Journal of 

Marketing, 52(3), 2–22. 

 


