
237 

 
 

DAFTAR PUSTAKA 

 

  

Agus Surya Bharmawan. (n.d.). Manajemen Pemasaran Jasa (Strategi, Mengukur 

Kepuasan Dan Loyalitas Pelanggan) (pp. 22–23). SCOPINDO MEDIA PUSTAKA. 

Ashiq, R., & Hussain, A. (2024). Exploring the effects of e-service quality and e-trust on 

consumers’ e-satisfaction and e-loyalty: insights from online shoppers in Pakistan. 

Journal of Electronic Business & Digital Economics, 3(2), 117–141.  

Ashoer, M. (2019). Pengaruh E-service quality Terhadap E-satisfaction Pada Pelanggan 

Situs Toko Online Brodo. JBMI (Jurnal Bisnis, Manajemen, Dan Informatika), 15(3), 

238–251.  

Bilgihan, A., Kandampully, J., Zhang, T., & Bu, Y. (2021). Understanding customer 
satisfaction in mobile commerce: The role of quality dimensions and perceived 
risk. Journal of Retailing and Consumer Services, 58, 102281.  

Chaffey, D., Hemphill, T., & Edmundson-Bird, D. (2019). Digital business and e-

commerce management (7th ed.). Pearson Education Limited. 

Ciandi, W. Y. (2022). Pengaruh E-service quality dan E-trust terhadap E-loyalty Pengguna 

Simobiplus dengan E-satisfaction sebagai Variabel Mediasi. Jurnal Manajemen 

Pemasaran Dan Perilaku Konsumen, 2(1), 47–59.  

Djukuw, G., & Tarigan, Z. J. H. (2023). The Effect of E-satisfaction on E-loyalty through 

Trust in E-Ticketing on Traveloka in Surabaya. Jurnal Riset Ekonomi Dan 

Manajemen, 19(2), 37–44. https://ojs- 

Effendi, R., & Suyoto, Y. T. (2023). Pengaruh E-service quality Terhadap E-loyalty . 11(4), 

162–171. 

Fauzi, H. (2021). Pengaruh E-service quality dan E-trust Terhadap Kepuasan Pelanggan 

(Studi Pada Mahasiswa Universitas Majalengka Pelanggan E-commerce Shopee). 

Maro: Jurnal Ekonomi Syariah Dan Bisnis, 4(2), 156–167.  

Fauzil, M., Saefudin, A., & Madiawati, P. N. (2024). Pengaruh  E-trust Terhadap E-loyalty 

Yang Dimediasi Oleh E-satisfaction Pada Pengguna Shopee Di Kota Bandung. 11(3), 

2518–2523. 



238 

 
 

Fazria, M. S. Y., & Rubiyanti, R. N. (2019). Pengaruh E-service quality terhadap E-

Customer Loyalty dengan E-Customer Satisfaction sebagai Variabel Intervening 

(Studi Kasus pada Pelanggan Traveloka di Bandung). E-Proceeding of Management 

Universitas Telkom, 6(2), 4266–4232. 

Gao, L., & Bai, X. (2021). A unified perspective on the factors influencing user satisfaction  

and loyalty in mobile travel applications. International Journal of Hospitality 

Management, 93, 102778.  

Gareth R. Jones & Jennifer M. George. (2019). Contemporary Management (10th ed.). 

McGraw-Hill Education. 

Gefen, D., Benbasat, I., & Pavlou, P. A. (2021). A research agenda for trust in online          

environments. Journal of Management Information Systems, 37(3), 803–820.  

Hassenzahl, M. (2018). User experience and experience design. In M. Soegaard & R. F.  

Dam (Eds.), The encyclopedia of human-computer interaction (2nd ed.). Interaction 

Design Foundation. 

Hidayah, R. T. (2025). Exploring The Effects of E-service quality and E-trust o n 

Consumers ’ E-satisfaction a nd Tokopedia ’ s E -Loyalty : Insights from Gen Z 

Online Shoppers. 2(1), 41–50. 

Hill, W. L. C. and G. R. J. (2021). Strategic Management Theory (12th ed.). 

Boston:Cengange Learning. 

Hitt, A. M. (2021). Strategic Management (Competitiveness and Globalization) (12th ed.). 

Boston:Cengange Learning. 

Indrasari, M. (2019). Pemasaran dan Kepuasan Pelanggan  (U. Press (ed.)). 

Khanh Giao, H. N., & Vuong, B. N. (2020). The Impact of Service Quality on Passenger 

Loyalty and the Mediating Roles of Relationship Quality: A Study of Domestic Flights 

with Vietnamese Low-Cost Airlines. IFAC-PapersOnline, 56(C), 88–95.  

Kim, D. J., Ferrin, D. L., & Rao, H. R. (2020). A trust-based consumer decision-making  

model in electronic commerce: The role of perceived risk and uncertainty.Electronic 

Commerce Research and Applications, 39, 100934.  

Kim, J., Lee, H., & Law, R. (2021). The role of customer support effectiveness in enhancing  



239 

 
 

user experience and trust in digital services. Journal of Hospitality and Tourism 

Technology, 12(3), 439–455.  

Kokolakis, S. (2021). Privacy attitudes and privacy behaviour: A review of current   

research on the privacy paradox phenomenon. Computers & Security, 105, 102237.  

Kotler, Philip dan Amstrong, G. (2018). Principles of Marketing (12th Edisi). Erlangga, 

Jakarta. 

Liani, A. M., & Yusuf, A. (2021). Pengaruh E-trust terhadap E-loyalty Dimediasi oleh E-

satisfaction pada Pengguna Dompet Digital Gopay. YUME : Journal of Management, 

4(1), 138–149. 

Made Putri Ariasih et al. (2023). Pemasaran Jasa: Teori dan Penerapannya. PT Sonpedia 

Publishing Indonesia. 

Mardatillah, M. (2021). Analisis Faktor-Faktor yang Mempengaruhi Loyalitas Pelanggan 

Padan NAEM 555 CUCIAN. Madani Accounting and Management Journal, 7(2),  

Mariana, Y., & Aidil Fadli, J. (2022). Pengaruh E- Service Quality, E-trust, E-satisfaction 

Terhadap E-Loyalitas Nasabah Perbankan Indonesia. Jurnal Multidisiplin Indonesia, 

1(1), 186–200.  

Mofokeng, T. E. (2023). Antecedents of trust and customer loyalty in online shopping: The 

moderating effects of online shopping experience and e-shopping spending. Heliyon, 

9(5), e16182. 

Mou, J., Shin, D., & Cohen, J. F. (2019). Trust and risk in consumer acceptance of e-

services. Electronic Commerce Research, 17(2), 241–267 

Mubarok, A., & Kurriwati, N. (2021). Pengaruh E-service quality dan E-trust terhadap E-

satisfaction Pada Nasabah Pengguna Aplikasi Mobile Banki¬ng Bank Tabungan 

Negara Bangkalan. Jurnal Kajian Ilmu Manajemen (JKIM), 1(1), 91–97.  

Mukaram Ali, M., Qureshi, S., & Rizwan, M. (2020). An assessment of e-service quality,  

e-satisfaction and e-loyalty: Case of online shopping in Pakistan. South Asian 

Journal of Business Studies, 8(3), 282–302.  

Mulyadi, Widi Winarso S.E.,M.M. (2020). Pengantar Manajemen. In Pengantar 

Manajemen (pp. 15–17). Penerbit Pena Persada. 



240 

 
 

Nadia, F. I., Jl, A., No, G., City, M., & Java, E. (2025). The Influence of E-satisfaction and 

E-trust on E-loyalty in Traveloka Hotel Booking Services. 2(1), 62–70. 

Novianti, A. H. (2024). Pengaruh e-service quality, Reputation, e-trust, e-satisfaction 

terhadap e-Customer Loyalty. Jurnal ISIP: Jurnal Ilmu Sosial Dan Ilmu Politik, 20(2), 

129–149.  

Nurhalimah, & Kusnanto, D. (2023). Pengaruh E-trust Dan E-service quality Terhadap E-

satisfaction (Studi Pengguna Official Lazada Indonesia di Instagram). Jurnal Mirai 

Management, 8(2), 237–244. 

Nurhayati, E, Supomo. R.. 2018. Manajemen Sumber Daya Manusia, Cetakan 1. Bandung: 

Yrama Widya 

Nurmartiani, Erika. (2024). Customer Relationship Management Teori dan Praktik. 

Literasi Insan Cita Publisher. 

Oliver L. Richard  (2017). A Behavioral Perspective on the Consumer. Routledge 

Peter, J. P., & Donnelly, J. H., Jr. (2019). A preface to marketing management (15th ed.). 

McGraw-Hill Education. 

Philip Kotler & Kevin Lane Keller. (2021). Marketing Management (15th ed.). Pearson 

Education Limited. 

Philip Kotler, G. A. (2021). Principle of Marketing (Eightteent). Pearson Education 

Limited. 

Pradnyaswari, N. P. I., & Aksari, N. M. A. (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 Universitas Udayana, 9(7), 2683.  

Pudjarti, S., Nurchayati, N., & Dwi Putranti, H. R. (2019). Penguatan Kepuasan Model 

Hubungan E-service quality Dan E-loyalty Pada Konsumen Go-Jek Dan Grab. 

Sosiohumaniora, 21(3), 237–246.  

Purba, A. T., Nugroho, Y., & Wijaya, T. (2024). The effect of e-service quality on e-loyalty 

and its impact on willingness to pay: The role of e-satisfaction as a mediator (Studi 

kasus pada pengguna QRIS di Indonesia). World Journal of Advanced Research and 

Reviews, 23(1), 

Putri, S. A., & Hadi, C. (2022). Buletin Riset Psikologi dan Kesehatan Mental Pengaruh e-



241 

 
 

service quality dan e-trust Terhadap e-satisfaction pada Pengguna Grab-Food dari 

Generasi Z. Buletin Riset Psikologi Dan Kesehatan Mental, 2(1), 742–749. 

Qatawneh, N., Al-Omari, K., & Altarawneh, M. (2024). The mediating role of e-trust and  

e-satisfaction in the relationship between e-service quality and e-loyalty toward e-

government services. Global Knowledge, Memory and Communication. Advance 

online publication.  

Rachman, A. A., & W Nuruni Ika Kusuma. (2021). Pengaruh E-service quality dan E-trust 

Terhadap E-Loyality Melalui Variabel Penghubung E-satisfaction 26 Asosiasi 

Sarjana Sosial, Ekonomi dan Politik Indonesia (ASSEPI) Pengaruh E-service quality 

Dan E-trust Terhadap E-Loyality Melalui Variabel Penghubung. Jurnal Sosial 

Ekonomi Dan Politik, 2, 26–33.  

Rachmawati, D., & Syafarudin, A. (2022). Analysis of e-service quality and e-trust on e-

loyalty with e-satisfaction as an intervening variable in the government e-catalogue. 

European Journal of Business and Management Research, 7(2)  

Rintasari, D., & Farida, N. (2020). Pengaruh E-trust dan e-service quality terhadap e-

loyalty melalui E-satisfaction (Studi pada Pengguna Situs E-commerce C2C Shopee 

di Kabupaten Sleman). Jurnal Ilmu Administrasi Bisnis, 9(4), 539–547.  

Salsia, L., Suryadi, P., Ramdan, A. M., Jhoansyah, D., Studi, P., Bisnis, A., & Sukabumi, 

U. M. (2024). Analysis of Online Customer Reviews and Online Customer Rating on 

Purchasing Decisions With E-trust As a Mediating Variable (on E-commerce Users) 

Analisis Online Customer Rewiew Dan Online Customer Rating Terhadap Keputusan 

Pembelian Dengan E-trust Sebaga. COSTING:Journal of Economic, Business and 

Accounting, 7(5), 306–317. 

Schiebler, T., Lee, N., & Brodbeck, F. C. (2025). Expectancy-disconfirmation and 

consumer satisfaction: A meta-analysis. Journal of the Academy of Marketing 

Science. Advance online publication. 

Siswanto, Bedjo. (2021). Pengantar Manajemen. Bumi Aksara. 

Sudarsono, H. (2020) Buku ajar: Manajemen  Pemasaran. Jember: Pustaka Abadi.  

Sugiyono. (2021). Metode Penelitian Kualitatif: untuk Penelitian yang Bersifat 

Eksploratif, Interpretatif, Interaktif dan Konstruktif. Alfabeta. 



242 

 
 

Suprapti, S., & Suparmi. (2020). Membangun e-Loyality dan e-satisfaction melalui e-

service quality Pengguna Goride Kota Semarang Development of e Loyality and e-

satisfaction through quality of e-Service for GoRide User. JKBM (Jurnal Konsep 

Bisnis Dan Manajemen), 6(2), 240–255. 

Sugiyono. (2022). Metode Penelitian Kuantitatif, Kualitatif dan R&D. Alfabeta. 

Terry, George R, Rue, Leslie W, Ticoalu, G.A. (2019). Dasar-dasar manajemen (REVISI 

CET 1 2019). Jakarta: Bumi Aksara. 

Tjiptono, F. (2019). Strategi Pemasaran: Prinsip & Penerapan . Penerbit Andi. 

Tjiptono, F., & Diana, A. (2020). Pemasaran. CV Andi Offsite. Yogyakarta  

Ummah, M. S. (2019). In Sustainability (Switzerland) (Vol. 11, Issue 1). 

_Sistem_Pembetungan_Terpusat_Strategi_Melestari 

Purboyo, & dkk.  (2021). Perilaku Konsumen (Tinjauan Konseptual dan Praktis). Bandung: 

Cv. Mediasi Sains Indonesia. 

Waruwu, K. K., & Sahir, S. H. (2022). Pengaruh E-service quality dan Brand Image 

Terhadap E-loyalty pada Pengguna Aplikasi Shopee. Journal of Business and 

Economics Research (JBE), 3(3), 335–341.  

Widiana, D. M. E. (2020). Buku Ajar Pengantar Manajemen. CV. Pena Persada. 

Wijayanto, K. S., & Putra, F. I. F. S. (2023). Pengaruh E-trust, E-service quality, Harga 

Dan Kualitas Web Terhadap E-satisfaction Pengguna Traveloka. p-ISSN: 2808‐

8786[print] e-ISSN : 2798‐1355. Jurnal Manajemen Sosial Ekonomi Dinamika, 3(2), 

144–157. 

Wilis, R. A., & Nurwulandari, A. (2020). The effect of E-service quality, E-trust, Price and 

Brand Image Towards E-satisfaction and Its Impact on E-loyalty of Traveloka’s 

Customer. JIMEA: Jurnal Ilmiah MEA (Manajemen, Ekonomi, Akuntansi), 4(3), 

1061–1099.  

Wirtz, J., Zeithaml, V. A., & Gistri, G. (2021). Technology-mediated service encounters. In 

Technology-mediated service encounters (pp. 45–65). Springer. 

Zahra, N. S., Fadillah, A. F., Anjani, A. F., & Yusuf, A. (2024). Upaya Meningkatkan E-

Satisfation Melalui E-service quality dan E-trust pada Pengguna Halodoc. Journal of 

Economic, Management, Accounting and Technology , 7(1), 68–77.  



243 

 
 

Zarouali, B., Smith, J., & Lee, M. (2022). The role of service consistency in building  

customer trust in digital platforms. Journal of Digital Business and Trust, 10(3), 

145–162. 

Zunan Setiawan, Erwin Erwin, Purwoko Purwoko, Ari Riswanto, Maria Augustin, Lopes 

Amaral, Afrina Sari, D. A. s. (2023). Buku Ajar Manajemen Pemasaran. PT. Sonpedia 

Publishing Indonesia. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


