DAFTAR PUSTAKA

A Mahendra, M., A Winarno, W., & S Kustono, A. (2021). The Effect of System
Quality, Information Quality and Service Quality Towards Customer Loyalty
Using Mobile Banking Application.

AbdelKader, A. F., & Sayed, M. H. (2022). Evaluation of the Egyptian knowledge bank
using the information systems success model. The Journal of Academic
Librarianship, 48(2), 102506.

Ahmed Geebren, Abdul Jabbar, M. L. (2020). Examining the role of consumer
satisfaction within mobile eco-systems: Evidence from mobile banking services.
Computers in Human Behavior, 114.

Aishwarya, M. (2022). A study on factor influencing brand preference and customer
satisfaction towards smart phones among college students.

Aisyah, M. (2018). Islamic bank service quality and its impact on Indonesian
customers’ satisfaction and loyalty. Journal of Islamic Economics, 10(2), 367—
388.

AKURAT.co. (2022). Survei: Marketplace Paling Memuaskan Pelanggan.

Al-Tit, A. A. (2020). E-commerce drivers and barriers and their impact on e-customer
loyalty in small and medium-sized enterprises (SMES). Verslas: Teorija Ir
Praktika, 21(1), 146-157.

Aldholay, A. H., Isaac, O., Abdullah, Z., & Ramayah, T. (2018). The role of
transformational leadership as a mediating variable in DeLone and McLean
information system success model: The context of online learning usage in
Yemen. Telematics and Informatics, 35(5), 1421-1437.

Amarin, S., & Wijaksana, T. I. (2021). Pengaruh Kualitas Sistem, Kualitas Informasi,
dan Kualitas Layanan Terhadap Kepuasan Konsumen (Studi Pada Pengguna
Aplikasi Berrybenka di Kota Bandung). Business Management Analysis Journal
(BMAJ), 4(1), 37-52.

87



Anetoh, J. C., Okafor, C. A., Ewuzie, C. O., & Okeke, L. N. (n.d.). SERVICE
QUALITY DIMENSIONS AND THEIR INFLUENCES ON CUSTOMER
SATISFACTION: EVIDENCE FROM NEW GENERATION BANKS IN
NIGERIA. Research Journal of Management Practice| ISSN, 2782, 7674.

Anshori, M., & Iswati, S. (2019). Metodologi penelitian kuantitatif: edisi 1. Airlangga
University Press.

Antoni, A., Purwati, A. A., & Sandria, W. (2021). ANALISA KEPUASAN DAN
LOYALITAS NASABAH ATAS KUALITAS LAYANAN INTERNET
BANKING PT BANK MEGA TBK DENGAN PENDEKATAN WEBQUAL.
Procuratio: Jurnal lImiah Manajemen, 9(4), 415-427.
https://www.ejournal.pelitaindonesia.ac.id/ojs32/index.php/PROCURATIO/artic
le/view/1773

Aparicio, M., Bacao, F., & Oliveira, T. (2017). Grit in the path to e-learning success.
Computers in Human Behavior, 66, 388-399.

Agmala, D., Putra, F. I. F. S., & Wijayani, R. (2021). Factors affecting the improvement
of blibli.com customer loyalty. Holistic Journal of Management Research, 5(1),
10-25.

Ari, D.P.S., & Hanum, L. (2021). Pengaruh Kualitas Pelayanan Website Djp Terhadap
Kepuasan Pengguna Dengan Modifikasi E Govqual. Profit: Jurnal Administrasi
Bisnis, 15(1), 104-111.

Aritonang, Y. A. L., & Arisman, A. (2017). Pengaruh persepsi kemudahan dan persepsi
manfaat terhadap minat menggunakan E-Money (STUDI KASUS PADA
PENGGUNA GO-PAY). Jurnal Akuntansi STIE Multi Data Palembang, X, 46(2),
1-17.

Ashfag, M., Yun, J., Yu, S., & Loureiro, S. M. C. (2020). I, Chatbot: Modeling the
determinants of users’ satisfaction and continuance intention of AI-powered
service agents. Telematics and Informatics, 54, 101473.

Baabdullah, A. M., Alalwan, A. A., Rana, N. P., Kizgin, H., & Patil, P. (2019).

Consumer use of mobile banking (M-Banking) in Saudi Arabia: Towards an

88



integrated model. Journal of Information Management, 44, 38-52.

Balci, G. (2021). Digitalization in container shipping: Do perception and satisfaction
regarding digital products in a non-technology industry affect overall customer
loyalty? Technological Forecasting and Social Change, 172, 121016.

bin Nordin, M. N., Mustafa, M. Z. Bin, & Razzaqg, A. R. B. A. (2019). The Practice of
Headmasters’ Leadership and Its Effect on Job Satisfaction of Special Education
Integration Program (PPKI) Teachers in Johor, Malaysia. Universal Journal of
Educational Research, 7(9), 3436-3452.

Bobalca, C., Gitej, C., & Ciobanu, O. (2012). Developing a scale to measure customer
loyalty. Procedia Economics and Finance, 3, 623 - 628.
https://www.sciencedirect.com/science/article/pii/S2212567112002055

Borishade, T. T., Ogunnaike, O. O., Salau, O., Motilewa, B. D., & Dirisu, J. I. (2021).
Assessing the relationship among service quality, student satisfaction and loyalty:
the NIGERIAN higher education experience. Heliyon, 7(7), e07590.

Budianto, A. (2019a). Customer loyalty: quality of service. Journal of Management
Review, 3(1), 299-305.

Budianto, A. (2019b). Customer Loyalty: Quality of Service. Journal of Management
Review, 3(1), 299. https://doi.org/10.25157/jmr.v3i1.1808

Budiman, A., Yulianto, E., & Saifi, M. (2020). Pengaruh e-service quality terhadap e-
satisfaction dan e-loyalty nasabah pengguna mandiri online. Profit: Jurnal
Administrasi Bisnis, 14(1), 1-11.

Budirahardjo, M., & Laksmidewi, D. (2022). Faktor yang Mendorong Intensi untuk
Melanjutkan Penggunaan Dompet Digital: Studi Pada Pengguna di Pulau Jawa.
Jurnal Aplikasi Bisnis Dan Manajemen (JABM), 8(2), 444-444.
https://jurnal.ipb.ac.id/index.php/jabm/article/view/37788

Busalim, A. H., & Ghabban, F. (2021). Customer engagement behaviour on social
commerce platforms. An Empirical Study. Technology in Society, 64, 46.

Cahyadi, B. B., & Shihab, M. S. (2022). Membangun loyalitas melalui kualitas sistem,

kualitas informasi, dan kualitas layanan dengan kepuasan pelanggan sebagai

89



mediasi. Fair Value: Jurnal llmiah Akuntansi Dan Keuangan, 4(8), 3369-3382.

Candiwan, C., & Wibisono, C. (2021). Analysis of the influence of website quality to
customer’s loyalty on e-commerce. International Journal of Electronic
Commerce Studies, 12(1), 83-102. http://academic-
pub.org/ojs/index.php/ijecs/article/view/1892

Cang, Y., & Wang, D. (2021). A comparative study on the online shopping willingness
of fresh agricultural products between experienced consumers and potential
consumers. Sustainable Computing: Informatics and Systems, 30, 100493.
https://doi.org/10.1016/j.suscom.2020.100493

Chan, V. H. Y., Chiu, D. K. W., & Ho, K. K. W. (2022). Mediating effects on the
relationship between perceived service quality and public library app loyalty
during the COVID-19 era. Journal of Retailing and Consumer Services, 67,
102960.

Chatterjee, S., Kar, A. K., & Gupta, M. P. (2018). Success of 10T in Smart Cities of
India: An empirical analysis. Government Information Quarterly, 35(3), 349-361.
https://doi.org/10.1016/j.9iq.2018.05.002

Cheng, C.-C., Chang, Y.-Y., & Chen, C.-T. (2021). Construction of a service quality
scale for the online food delivery industry. International Journal of Hospitality
Management, 95, 102938.

Choiriah, E. N. M., & Liana, L. (2019). Pengaruh kualitas produk, citra merek, dan
kualitas layanan terhadap loyalitas pelanggan dimediasi kepuasan pelanggan
(studi pada pelanggan sepeda motor Honda di kota Semarang). MANAGEMENT
DYNAMIC CONFERENCE 5 (MADIC 5), 236-244.
https://www.unisbank.ac.id/ojs/index.php/madic/article/view/7596/2524

Dai, H. M., Teo, T., Rappa, N. A., & Huang, F. (2020). Explaining Chinese university
students’ continuance learning intention in the MOOC setting: A modified
expectation confirmation model perspective. Computers & Education, 150,
103850. https://doi.org/10.1016/j.compedu.2020.103850

Daneji, A. A., Ayub, A. F. M., & Khambari, M. N. M. (2019). The effects of perceived

90



usefulness, confirmation and satisfaction on continuance intention in using
massive open online course (MOOC). Knowledge Management & E-Learning,
11(2), 201-214. https://files.eric.ed.gov/fulltext/EJ1245607.pdf

Das, S., Ghani, M. U., Rashid, A., Rasheed, R., Manthar, S., & Ahmed, S. (2021). How
customer satisfaction and loyalty can be affected by employee’s perceived
emotional competence: The mediating role of rapport. International Journal of
Management (1JM), 12(3).

Das, S. V. A., & Ravi, N. (2021). A Study on the Impact of E-Banking Service Quality
on Customer Satisfaction. Asian Journal of Economics, Finance and
Management, 48-56.

Detiklnet. (2021). Hasil Survei Marketplace Paling Memuaskan Pelanggan, Juara 1
Adalah..  https://inet.detik.com/cyberlife/d-5861508/hasil-survei-marketplace-
paling-memuaskan-pelanggan-juara-1-adalah

DetikNews. (2018). Kecewa dengan Flash Sale Shopee. DetikNews.
https://news.detik.com/suara-pembaca/d-4076404/kecewa-dengan-flash-sale-
shopee

Dhasarathi, S., & Kanchana, P. N. (2022). BRANDING TOWARDS CUSTOMER
LOYALTY ON APPARELS BY THE CUSTOMERS OF SELECTED CITIES OF
TAMILNADU.

Diputra, I. G. A. W., & Yasa, N. N. (2021). The synergetic effect of after sales service,
customer satisfaction, loyalty and repurchase intention on word of mouth.
American International Journal of Business Management (AIJBM), 4(1), 25-34.
https://www.aijbm.com/wp-content/uploads/2021/01/E412534.pdf

Dirgantari, P. D., Hidayat, Y. M., Mahphoth, M. H., & Nugraheni, R. (2020). Level of
use and satisfaction of e-commerce customers in covid-19 pandemic period: An
information system success model (ISSM) approach. Indonesian Journal of
Science and Technology, 261-270.

El-Adly, M. I. (2019). Modelling the relationship between hotel perceived value,

customer satisfaction, and customer loyalty. Journal of Retailing and Consumer

91



Services, 50, 322-332.

Fajri, C., Amelya, A., & Suworo, S. (2022). Pengaruh Kepuasan Kerja dan Disiplin
Kerja terhadap Kinerja Karyawan PT. Indonesia Applicad. JIIP-Jurnal limiah
Ilmu Pendidikan, 5(1), 369-373. https://doi.org/10.54371/jiip.v5i1.425

Frank Bivar Franque, Tiago Oliveira, C. T. (2021). UnderstFrank Bivar Franque, Tiago
Oliveira, C. T. (2021). Understanding the factors of mobile payment continuance
intention:  empirical test in an African context. Heliyon, 7(8).
https://doi.org/10.1016/j.heliyon.2021.e07807

Franklyn, A. K. J., & Cokki, C. (2021). Determinan Loyalitas Konsumen Situs
Tokopedia Di Jakarta. Jurnal Manajerial Dan Kewirausahaan, 3(4), 893-903.
https://journal.untar.ac.id/index.php/JMDK/article/view/13430

Godovykh, M., & Tasci, A. D. A. (2020). Satisfaction vs experienced utility: current
issues and opportunities. Current Issues in Tourism, 23(18), 2273-2282.
https://stars.library.ucf.edu/cgi/viewcontent.cgi?article=1946&context=ucfschol
ar

Gupta, A., Yousaf, A., & Mishra, A. (2020). How pre-adoption expectancies shape
post-adoption continuance intentions: An extended expectation-confirmation
model. International Journal of Information Management, 52, 102094.

Handayani, P. W., Meigasari, D. A., Pinem, A. A., Hidayanto, A. N., & Ayuningtyas,
D. (2018). Critical success factors for mobile health implementation in Indonesia.
Heliyon, 4(11).
https://www.sciencedirect.com/science/article/pii/S2405844018324915

Haryandika, D. M., & Santra, |. K. (2021). thE EFFEct oF cuStomEr rElationShip
managEmEnt on cuStomEr SatiSFaction and cuStomEr loYaltY. Indonesian
Journal of Business and Entrepreneurship (IJBE), 7(2), 139.

Hitekno.com. (2021). Terdapat Kendala di Sistem, Pengguna Shopee Keluhkan
Masalah Ini. Hitekno.Com.
https://www.hitekno.com/internet/2021/12/02/161608/terdapat-kendala-di-

sistem-pengguna-shopee-keluhkan-masalah-ini

92



Hizam, S. M., Ahmed, W., Akter, H., & Sentosa, I. (2021). Understanding the public
rail quality of service towards commuters’ loyalty behavior in Greater Kuala
Lumpur. Transportation Research Procedia, 55, 370-377.

Hoang, D. P., & Nguyen, N. H. (2020). The impact of corporate social responsibility
and customer trust on the relationship between website information quality and
customer loyalty in e-tailing context. International Journal of Internet Marketing
and Advertising, 14(3), 215-235.

Hsieh, P.-J., & Lin, W.-S. (2018). Explaining resistance to system usage in the
PharmaCloud: A view of the dual-factor model. Information & Management,
55(1), 51-63.

https://mediakonsumen.com. (2021). Mengecewakan, Shopee Tidak Menepati Janji
untuk Menyelesaikan Permasalahan Akun Saya.
https://mediakonsumen.com/2021/11/03/surat-pembaca/mengecewakan-shopee-
tidak-menepati-janji-untuk-menyelesaikan-permasalahan-akun-saya

https://mediakonsumen.com. (2022). Akun Shopee Tiba-Tiba Dibatasi dan Tidak Bisa
Login. https://mediakonsumen.com/2022/09/12/surat-pembaca/akun-shopee-
tiba-tiba-dibatasi-dan-tidak-bisa-login

Https://www.beritasatu.com/. (2020). Survei: Konsumen Indonesia Paling Puas
dengan Grab dan Shopee. https://www.beritasatu.com/news/679725/survei-
konsumen-indonesia-paling-puas-dengan-grab-dan-shopee

Ibrahim, M., & Thawil, S. M. (2019). Pengaruh Kualitas Produk Dan Kualitas
Pelayanan Terhadap Kepuasan Konsumen. Jurnal Riset Manajemen Dan Bisnis
(JRMB) Fakultas Ekonomi UNIAT, 4(1), 175-182.
http://download.garuda.kemdikbud.go.id/article.php?article=915089&val=10544
&title=PENGARUH KUALITAS PRODUK DAN KUALITAS PELAYANAN
TERHADAP KEPUASAN KONSUMEN

IPrice. (2021). Report: Peta Persaingan E-commerce Q3 2021. IPrice.
https://iprice.co.id/trend/insights/report-peta-persaingan-e-commerce-q3-2021/

Kamal, S. A., Shafig, M., & Kakria, P. (2020). Investigating acceptance of telemedicine

93



services through an extended technology acceptance model (TAM). Technology
in Society, 60, 101212.

Kavitha, H., & Gopinath, R. (2022). Effect of Service Quality on Satisfaction and
Word-Of-Mouth: Small Scale Industries and their Commercial Banks in Tamil
Nadu. International ~ Journal of  Management  (1JM), 11(11).
https://doi.org/10.34218/1JM.11.11.2020.288

Keni, K., & Sandra, K. K. (2021). Prediksi customer experience dan service quality
terhadap customer loyalty: Customer satisfaction sebagai variabel mediasi. Jurnal
Muara Ilmu Ekonomi Dan Bisnis, 5(1), 191-204.

Khusna, A., Ridwandono, D., & Pratama, A. (2021). Pengaruh Kualitas Layanan
Terhadap Kepuasan dan Penggunaan Berkelanjutan Aplikasi Mobile JKN di
Kabupaten Sidoarjo. Jurnal Informatika Dan Sistem Informasi (JIFoSI), 2(2),
152-161.

Kompas.com. (2021). E-commerce Indonesia dengan Konsumen Paling Loyal, Siapa
Juaranya? https://money.kompas.com/read/2021/09/03/153000726/e-commerce-
indonesia-dengan-konsumen-paling-loyal-siapa-juaranya-

Kompas.com. (2022a). Aplikasi Shopee Sempat Error, Ini Berbagai Keluhan
Pengguna. https://money.kompas.com/read/2022/03/23/052945226/aplikasi-
shopee-sempat-error-ini-berbagai-keluhan-pengguna

Kompas.com. (2022b). Mana yang Juara di Hati Gen Z? Kompas.Com.
https://jeo.kompas.com/shopee-atau-tokopedia-mana-yang-juara-di-hati-gen-z

Kusumarini, 1. (2021). Kualitas Pelayanan Staf Front Office Hotel Di Bali. Jurnal
Bisnis Hospitaliti, 10(2), 98-1009.
https://ejournal.ppb.ac.id/index.php/jbh/article/view/470

Lai, P.-L., Jang, H., Fang, M., & Peng, K. (2022). Determinants of customer
satisfaction with parcel locker services in last-mile logistics. The Asian Journal of
Shipping and Logistics, 38(1), 25-30.

Laumer, S., Maier, C., & Weitzel, T. (2017). Information quality, user satisfaction, and

the manifestation of workarounds: a qualitative and quantitative study of

94



enterprise content management system users. European Journal of Information
Systems, 26(4), 333-360. https://www.tandfonline.com/doi/pdf/10.1057/s41303-
016-0029-7

Lubis, A., Dalimunthe, R., Absah, Y., & Fawzeea, B. K. (2020). The Influence of
Customer Relationship Management (CRM) Indicators on Customer Loyalty of
Sharia Based Banking System. Lubis, A, 84-92.

Madjowa, I. S., Levyda, L., & Abdullah, S. (2023). Tingkat Loyalitas Pelanggan
Ditinjau dari Kualitas Pelayanan Melalui Variabel Moderating Kepuasan
Konsumen. Jesya (Jurnal Ekonomi Dan Ekonomi Syariah), 6(1), 184-193.
https://stiealwashliyahsibolga.ac.id/jurnal/index.php/jesya/article/view/909

Mariansyah, A., & Syarif, A. (2020). Pengaruh Kualitas Produk, Kualitas Pelayanan,
dan Harga Terhadap Kepuasan Konsumen Cafe Kabalu. Jurnal limiah Bina
Manajemen, 3(2), 134-146.

Marinkovic, V., & Kalinic, Z. (2017). Antecedents of customer satisfaction in mobile
commerce: Exploring the moderating effect of customization. Online Information
Review, 41(2), 138-154.

Marnovita. (2020). Service Quality Relationship With Customer Satisfaction.
Psychoborneo, 8(1), 100-106.

Masri, N. W., You, J.-J., Ruangkanjanases, A., Chen, S.-C., & Pan, C.-1. (2020).
Assessing the effects of information system quality and relationship quality on
continuance intention in e-tourism. International Journal of Environmental
Research and Public Health, 17(1), 174.

Mediakonsumen.com. (2022). Respons Positif Admin Shopee dan Penyelesaian
Masalah Saya. https://mediakonsumen.com/2022/08/20/surat-pembaca/respons-
positif-admin-shopee-dan-penyelesaian-masalah-saya

Mediakonsumen. (2019). Kecewa dengan Pelayanan CS Shopee. Mediakonsumen.
https://mediakonsumen.com/2019/10/20/surat-pembaca/kecewa-dengan-
pelayanan-cs-shopee

Mediakonsumen. (2022). Paket SiCepat Tak Kunjung Tiba, Komplain ke CS Tidak Ada

95



Perkembangan. https://mediakonsumen.com/2022/10/14/surat-pembaca/paket-
sicepat-tak-kunjung-tiba-komplain-ke-cs-tidak-ada-perkembangan

Meilani, L., Suroso, A. ., & Yuliati, L. N. (2020). Evaluasi Keberhasilan Sistem
Informasi Akademik dengan Pendekatan Model DelLone dan McLean. Jurnal
Sistem Informasi Bisnis, 2, 137-144.

Meilatinova, N. (2021). Social commerce: Factors affecting customer repurchase and
word-of-mouth intentions. International Journal of Information Management, 57,
102300.

Miranda, S., Tavares, P., & Queird, R. (2018). Perceived service quality and customer
satisfaction: A fuzzy set QCA approach in the railway sector. Journal of Business
Research, 89, 371-377.

Mofokeng, T. E. (2021). The impact of online shopping attributes on customer
satisfaction and loyalty: Moderating effects of e-commerce experience. Cogent
Business & Management, 8(1), 1-33.
https://www.tandfonline.com/doi/pdf/10.1080/23311975.2021.1968206

Molinillo, S., Aguilar-1llescas, R., Anaya-Sanchez, R., & Carvajal-Truijillo, E. (2022).
The customer retail app experience: Implications for customer loyalty. Journal of
Retailing and Consumer Services, 65, 102842.
https://doi.org/10.1016/j.jretconser.2021.102842

Muda, 1., & Ade Afrina, E. (2019). Influence of human resources to the effect of system
quality and information quality on the user satisfaction of accrual-based
accounting system. Contaduria y Administracion, 64(2), 0.

Nguyen-Phuoc, D. Q., Su, D. N., Tran, P. T. K., Le, D. T. T., & Johnson, L. W. (2020).
Factors influencing customer’s loyalty towards ride-hailing taxi services—A case
study of Vietnam. Transportation Research Part A: Policy and Practice, 134, 96—
112.

Nguyen, D. M., Chiu, Y.-T. H., & Le, H. D. (2021). Determinants of Continuance
Intention towards Banks’ Chatbot Services in Vietnam: A Necessity for

Sustainable Development. Sustainability, 13(14), 7625.

96



https://doi.org/10.3390/su13147625

Nurjaya, N., Affandi, A., Ilham, D., Jasmani, J., & Sunarsi, D. (2021). Pengaruh
Kompetensi Sumber Daya Manusia Dan Kemampuan Pemanfaatan Teknologi
Terhadap Kinerja Aparatur Desa Pada Kantor Kepala Desa Di Kabupaten
Gunungkidul, Yogyakarta. JENIUS (Jurnal limiah Manajemen Sumber Daya
Manusia), 4(3), 332-346.

Nurmiati, N., Sari, A. R., Ilham, I., & Febriani, R. (2021). Tingkat Loyalitas Mahasiswa
Sebagai Pelanggan Shopee. SEIKO : Journal of Management & Business, 4(2),
496-501.

Nursyirwan, V. |., Valentika, N., & Ardaninggar, S. S. (2020). The Effect of Flexibility,
Interactivity, and Perceived Value on Satisfaction Level and Loyalty of E-
Commerce Customer. Case Study on E-Commerce Customer of Shopee.
PROCEEDINGS INTERNATIONAL SEMINAR ON ACCOUNTING SOCIETY,
2(1), 66-75.

Nusjirwan, N., Regen, R., & Nardo, R. (2020). The Role of Service Quality and Trust
in Building Customer Satisfaction and Loyalty. Budapest International Research
and Critics Institute (BIRCI-Journal): Humanities and Social Sciences, 3(4),
4059-4069.

Oderanti, F. O, Li, F., Cubric, M., & Shi, X. (2021). Business models for sustainable
commercialisation of digital healthcare (eHealth) innovations for an increasingly
ageing population. Technological Forecasting and Social Change, 171, 120969.

Olvin, O., Abbas, J., Kurnaesih, E., Ahri, R. A, Idris, F. P., & Multazam, A. M. (2023).
Pengaruh kualitas pelayanan terhadap kepuasan dan minat kunjungan ulang
pasien rawat inap di RSUD Tenriawaru Bone. Journal of Muslim Community
Health, 4(3), 52-609.

Oppong, Elizabeth; Hinson, Robert Ebo; Adeola, Ogechi; Muritala, Omotayo; Kosiba,
J. P. (2018). The effect of mobile health service quality on user satisfaction and
continual usage. Total Quality Management & Business Excellence, 32(1-2), 177-
198.

97



Pakutandang, F. N., & Indrawati, 1. (2022). The influence of shopee brand leadership
on customer loyalty with customer satisfaction as intervening variable. Jurnal
lImiah MEA (Manajemen, Ekonomi, & Akuntansi), 6(3), 130-150.

Park, T. (2020). How information acceptance model predicts customer loyalty? A study
from perspective of eWOM information. Bottom Line, 33(1), 60—73.

Patma, T. S., Fienaningsih, N., Rahayu, K. S., & Artatanaya, I. G. L. S. (2021). Impact
of Information Quality on Customer Perceived Value, Experience Quality, and
Customer Satisfaction from Using GoFood Aplication. Journal of Indonesian
Economy and Business: JIEB., 36(1), 51-61.

Permana, G. P. L., & Mudiyanti, N. W. (2021). Analisis faktor kesuksesan
implementasi aplikasi sistem keuangan desa(siskeudes) dengan menggunakan
model kesuksesan sistem teknologi informasi diperbarui oleh delone dan mclean
di Kabupaten Gianyar. Jurnal KRISNA:KumpulanRisetAkuntansi, 13, 75-85.

Prabowo, A. S. A., & Mahfudz, M. (2021). Pengaruh kualitas produk, kualitas layanan,
dan kualitas informasi produk terhadap loyalitas pelanggan dengan kepercayaan
pelanggan sebagai variabel intervening (Studi pada Pelanggan CV. Lautan Mas
Kota Semarang). Diponegoro Journal of Management, 10(6).

Prajoko, M. A., Effendi, I., & Sugandini, D. (2022). Pengaruh persepsi kegunaan,
kualitas informasi, terhadap e-kepuasan dengan kepercayaan sebagai variabel
mediasi pada pengguna marketplace tokopedia di Daerah Istimewa Yogyakarta.
JMBI UNSRAT (Jurnal Ilmiah Manajemen Bisnis Dan Inovasi Universitas Sam
Ratulangi)., 9(1).

Purwanto, A. (2022). The Role of Digital Leadership, e-loyalty , e-service Quality and
e-satisfaction of Indonesian E-commerce Online Shop. INTERNATIONAL
JOURNAL OF SOCIAL AND MANAGEMENT STUDIES (IJOSMAS), 51-57.

Putri, R., Rosmalia, D., Sihombing, P. R., Siregar, S., Suardika, I. K., Warsitasari, W.
D., Akbar, H., & Zahari, M. (2022). Metodologi Penelitian Sosial. Yayasan
Penerbit Muhammad Zaini.

Quora. (2020). Apa pengalaman Anda belanja di Shopee? https://id.quora.com/Apa-

98



pengalaman-Anda-belanja-di-Shopee

RahmatA. B. D., SeminarK. B., & S. 1. (2019). Evaluasi keberhasilan e-learning dalam
perspektif sistem informasi (studi kasus Universitas Terbuka). Jurnal Aplikasi
Bisnis Dan Manajemen (JABM), 5(3), 373.

Rinaldi, A., & Santoso, S. B. (2018). Analisis Pengaruh Kualitas Informasi, Kualitas
Sistem Dan Kualitas Pelayanan Terhadap Minat Beli Ulang Dengan Kepuasan
Pelanggan Sebagai Variabel Intervening (Studi Pada Pelanggan Traveloka Di
Kota Semarang). Diponegoro Journal of Management, 7(2), 1-14.

Rofiah, C., & Wahyuni, D. (2017). Kualitas Pelayanan Dan Pengaruhnya Terhadap
Loyalitas Pelanggan Yang Di Mediasi Oleh Kepuasan Di Bank Muamalat
Jombang. Eksis: Jurnal Riset Ekonomi Dan Bisnis, 12(1).

Roflin, E., & Liberty, I. A. (2021). Populasi, Sampel, Variabel dalam Penelitian
Kedokteran. Penerbit NEM.

Saroji, E. (2021). PENGARUH PENERAPAN SISTEM AKUNTANSI TERHADAP
KUALITAS LAPORAN KEUANGAN. Jurnal Akuntansi UMMI, 1(2).

Senevirathne, H. G. T., Hansani Eranga, G., Nawarathne, N., Munasinghe, A., &
Jayasinghe, S. (2021). Assessing the Viability of Modern Trade Retailer Practices
to Satisfy Customers Amidst the COVID-19 Pandemic. International Journal of
Marketing and Human Resource Management (IJMHRM).

Septiani, Y., Aribbe, E., & Diansyah, R. (2020). Analisis Kualitas Layanan Sistem
Informasi Akademik Universitas Abdurrab Terhadap Kepuasan Pengguna
Menggunakan Metode Sevqual (Studi Kasus: Mahasiswa Universitas Abdurrab
Pekanbaru). Jurnal Teknologi Dan Open Source, 3(1).

Seran, S. (2020). Metodologi Penelitian Ekonomi dan Sosial. Deepublish.

Seta, H. B., Wati, T., Muliawati, A., & Hidayanto, A. N. (2018). E-Learning Success
Model: An Extention of DeLone & McLean IS’ Success. Indonesian Journal of
Electrical Engineering and Informatics (IJEEI), 6(3), 281-291.

Setyo, P. E. (2017). Pengaruh kualitas produk dan harga terhadap kepuasan konsumen
best autoworks. Jurnal Manajemen Dan Start-Up Bisnis, 1(6), 755-764.

99



Shahzad, A., Hassan, R., Aremu, A. Y., Hussain, A., & Lodhi, R. N. (2021). Effects of
COVID-19 in E-learning on higher education institution students: the group
comparison between male and female. Quality & Quantity, 55(3), 805-826.

Sharma, S. K., & Sharma, M. (2019). Examining the role of trust and quality
dimensions in the actual usage of mobile banking services. An Empirical
Investigation. International Journal of Information Management, 44, 65-75.

SINDOnews.com. (2022). 5 Kota yang Paling Banyak Belanja Online, Jakarta Posisi
Berapa? SINDOnews.Com. https://lifestyle.sindonews.com/read/694283/166/5-
kota-yang-paling-banyak-belanja-online-jakarta-posisi-berapa-1645592567/10

Solimun, S., & Fernandes, A. A. R. (2018). The mediation effect of customer
satisfaction in the relationship between service quality, service orientation, and
marketing mix strategy to customer loyalty. Journal of Management
Development.

Subawa, I. G. B., & Sulistyawati, E. (2020). Kualitas Pelayanan Berpengaruh Terhadap
Loyalitas Pelanggan Dengan Kepuasan Pelanggan Sebagai Variabel Mediasi. E-
Jurnal Manajemen, 9(2), 718-736. 10.24843/EJMUNUD.2020.v09.i02.p16

Sulaiman, S. M., Muhammad, M. A., Muhammad, A. D., & Sabiu, T. T. (2021).
Mediating role of customer satisfaction between service quality and customer
loyalty with Non-Interest bank in Nigeria. International Journal of Islamic
Economics and Finance (I1JIEF), 4(1), 1-30.

Sutrisno, A., Andajani, E., & Widjaja, F. N. (2019). The effects of service quality on
customer satisfaction and loyalty in a logistics company. KnE Social Sciences,
85-92.

Taarufi, U. (2018). Pengaruh Kualitas Sistem, Informasi, Pelayanan Rail Ticketing
System (RTS) Terhadap Kepuasan dan Loyalitas Pelanggan PT. Kereta Api
Indonesia DAOP 6 Yogyakarta.

Tinggogoy, D. C., Bahar, D., & Tondo, S. (2020). ANALISIS KUALITAS
PELAYANAN PUBLIK DI POLRES HALMAHERA UTARA. JIPAGS

(Journal of Indonesian Public Administration and Governance Studies), 3(2),

100



644-655.

Utomo, G. S., Titisari, K. H., & Wijayanti, A. (2020). Pengaruh Kualitas E-
Government Terhadap Kepuasan Pengguna E-Filing: Studi Kasus Wajib Pajak Di
Surakarta. Jurnal Akuntansi Dan Bisnis: Jurnal Program Studi Akuntansi, 6(1),
13-21.

Uzir, M. U. H., Al Halbusi, H., Thurasamy, R., Hock, R. L. T., Aljaberi, M. A., Hasan,
N., & Hamid, M. (2021). The effects of service quality, perceived value and trust
in home delivery service personnel on customer satisfaction: Evidence from a
developing country. Journal of Retailing and Consumer Services, 63, 102721.

Veeramootoo, N., Nunkoo, R., & Dwivedi, Y. K. (2018). What Determines Success of
an EGovernment Service? Validation of an Integrative Model. Government
Information Quarterly, 35(2), 161-174.

Vicramaditya, P. B. (2021). Pengaruh kualitas layanan elektronik, kualitas informasi
dan persepsi nilai terhadap loyalitas pelanggan melalui kepuasan pelanggan ojek
online.  Journal of Business and Banking, 10(2), 325-341.
10.14414/jbb.v10i2.2379%0D

Vinola, I. Z., & Sularto, L. (2021). The Quality Analysis of Shopee and Tokopedia
Website to the User Satisfaction during Covid-19 Pandemic by Webqual 4.0
Method. International Research Journal of Advanced Engineering and Science,
6(2), 122-126.

Woulansari, A., Prapanca, J. S., & Inayati, I. (2021). Mengukur kesuksesan website
Rumah Sakit Darmo Surabaya menggunakan model Delone dan Mclean.
Teknologi: Jurnal lImiah Sistem Informasi, 11(1), 26-33.
https://doi.org/10.26594/teknologi.v11i1.2229

Www.suarakarya.id. (2022). Siapa E-Commerce No. 1 Indonesia? Tokopedia, Shopee,
Lazada Atau ... https://www.suarakarya.id/ekonomi/pr-2601709032/Siapa-
ECommerce-No-1-Indonesia-Tokopedia-Shopee-Lazada-Atau-?page=2

Xu;, Q. Z.J. L. Y. X. R. L. W. M. (2021). A study on factors affecting service quality
and loyalty intention in mobile banking. Journal of Retailing and Consumer

101



Services, 102424. doi:10.1016/j.jretconser.2020.102424

Zhang, K., Qian, Y., He, J., & Cao, F. (2021). Construction and analysis of the user
satisfaction evaluation system for Baidu Scholar. The Journal of Academic
Librarianship, 47(5), 102435.

Zhou, Q., Lim, F. J,, Yu, H., Xu, G., Ren, X,, Liu, D., ... & Xu, H. (2021). A study on
factors affecting service quality and loyalty intention in mobile banking. Journal
of Retailing and Consumer Services, 60, 102424,
https://doi.org/10.1016/j.jretconser.2020.102424

Zibak, A., Sauerwein, C., & Simpson, A. (2021). A success model for cyber threat
intelligence management platforms. Computers & Security, 111, 102466.

102



