MM P (6210 COLU
FLI9| ABLZJOU
obiwiseq nzud

DAFTAR PUSTAKA

Agustine, M., Prasetyawati, Y. R., & Komunikasi, I. (2020). Pengaruh
kualitas informasi Instagram dan electronic word of mouth terhadap
citra dapurfit. PRofesi Humas, 5(1), 82-97.

Aldino, & Asus Suroso. (2022). The Effect Of Customer Trust And Service
Quality On Post Purchase Intention Through Customer Satisfaction On
Online Grab Transportation (Survey Of Grab Customers In Purworejo).

Baihaqi, M., & Artanti, Y. (2016). Pengaruh kepercayaan pelanggan dan
citra perusahaan terhadap kepuasan pelanggan. Jurnal Ilimu
Manajemen, 4(2), 94—100.

BILGIN, Y. (2018). the Effect of Social Media Marketing Activities on Brand
Awareness, Brand Image and Brand Loyalty. Business & Management
Studies: An International Journal, 6(1), 128-148.
https://doi.org/10.15295/bmij.v6i1.229

Bitner, M. J., Booms, B. H., & Tetreault, M. S. (1990). The service
encounter: diagnosing favorable and unfavorable incidents. Journal of
Marketing, 54(1), 71-84.

Carroll, J. M. (1991). Designing interaction: Psychology at the human-
computer interface. CUP Archive.

Chadafi, M. F., & Kamaruddin, K. (2021). Pengaruh Citra Perusahaan
Terhadap Kepercayaan Pelanggan Dan Dampaknya Pada Keputusan
Pembelian Online Di Marketplace Shopee Di Kabupaten Bireuen.
Eqien-Jurnal Ekonomi Dan Bisnis, 8(2), 208-217.

Chandra, A. S., Rahyuda, K., & Suprapti, N. W. S. (2015a). Pengaruh E-
SERVQUAL Terhadap Customer Satisfaction, Trust, Dan Repeat
USAge. E-Jurnal Ekonomi Dan Bisnis Universitas Udayana, 4, 44738.

Chandra, A. S., Rahyuda, K., & Suprapti, N. W. S. (2015b). Pengaruh E-
SERVQUAL Terhadap Customer Satisfaction, Trust, Dan Repeat
USAge. E-Jurnal Ekonomi Dan Bisnis Universitas Udayana, 4, 44738.

Fombrun, C., & Shanley, M. (1990). WHAT'S IN A NAME? REPUTATION
BUILDING AND CORPORATE STRATEGY. Academy of Management
Journal, 33(2), 233-258. https://doi.org/10.2307/256324

Gefen, D., & Pavlou, P. A. (2004). The moderating role of conflict on

feedback mechanisms, trust, and risk in electronic marketplaces.
Research Note.

83



MM P (6210 COLU
FLI9| ABLZJOU
obiwiseq nzud

Gefen, Karahanna, & Straub. (2003). Trust and TAM in Online Shopping:
An Integrated Model. MIS Quarterly, 27(1), 51.
https://doi.org/10.2307/30036519

Gotama, F., & Indarwati, T. A. (2019). The Effects of E-TRUST and E-
Service Quality to E-Loyalty with E-Satisfaction as the Mediation
Variable (The Study of Bebas Bayar Application User’s in Indonesian).
Jurnal Minds: Manajemen Ide Dan Inspirasi, 6(2), 145.
https://doi.org/10.24252/minds.v6i2.9503

Gozali, I. (2017). Model Persamaan Struktural: Konsep dan Aplikasi dengan
Program AMQOS24. Badan Penerbit Universitas Diponegoro.

Gusfei, A. D., & Pradana, M. (2022). The Effect of E-Service Quality and E-
TRUST on Mobile Payment Application E-Customer Loyalty Through
E-Customer Satisfaction as Intervening Variable. Resmilitaris, 12(2),
166—-180.

Kotler, P. (2021). Marketing 4.0 do tradicional ao digital.

Kotler, P., Burton, S., Deans, K., Brown, L., & Armstrong, G. (2015).
Marketing. Pearson Higher Education AU.

Kumbara, V. B., Limakrisna, N., Yulasmi, Lusiana, & Ridwan, M. (2023).
The Influence of E-TRUST and E- Service Quality on E-Customer
Loyalty for Dana Digital Wallet Users Through E-Satisfaction as an
Intervening Variable in Padang City. International Journal of
Professional Business Review, 8(8), e03545.
https://doi.org/10.26668/businessreview/2023.v8i8.3545

Kundu, S., & Datta, S. K. (2015). Impact of trust on the relationship of e-
service quality and customer satisfaction. EuroMed Journal of
Business, 10(1), 21-46.

Kuspriyono, T. (2017). Pengaruh Kualitas Informasi Web Dan Kualitas
Layanan Online Terhadap Citra Bukalapak.com. Jurnal Khatulistiwa
Informatika, 15(1), 56—62. https://doi.org/10.31294/jp.v15i1.1765

Lee, C.Y.(2019). Does Corporate Social Responsibility Influence Customer
Loyalty in the Taiwan Insurance Sector? The role of Corporate Image
and Customer Satisfaction. Journal of Promotion Management, 25(1),
43-64. https://doi.org/10.1080/10496491.2018.1427651

Matute, J., Polo-Redondo, Y., & Utrillas, A. (2016). The influence of EWOM
characteristics on online repurchase intention: Mediating roles of trust
and perceived usefulness. Online Information Review, 40(7), 1090—
1110.

84



MM P (6210 COLU
FLI9| ABLZJOU
obiwiseq nzud

Maulyan, F. F., Drajat, D. Y., Angliawati, R. Y., & Sandini, D. (2022).
Pengaruh service excellent terhadap citra perusahaan dan loyalitas
pelanggan: theoretical review. Jurnal Sains Manajemen, 4(1), 8-17.

Mayer, R. C., Davis, J. H., & Schoorman, F. D. (1995). An Integrative Model
of Organizational Trust. The Academy of Management Review, 20(3),
709. https://doi.org/10.2307/258792

Melinda, E., Usman, O., & Aditya, S. (2023). The Effect of E-Service Quality
and E-TRUST on E-Loyalty with E-Satisfaction as an Intervening for
Mobile Banking User. JURNAL DINAMIKA MANAJEMEN DAN
BISNIS, 6(1), 80-96.

Morgan, R. M., & Hunt, S. D. (1994). The Commitment-Trust Theory of
Relationship  Marketing. Journal of Marketing, 58(3), 20.
https://doi.org/10.2307/1252308

Munoz-Leiva, F., Climent-Climent, S., & Liébana-Cabanillas, F. (2017).
Determinants of intention to use the mobile banking apps: An extension
of the classic TAM model. Spanish Journal of Marketing-ESIC, 21(1),
25-38.

Nguyen, N., & Leblanc, G. (2001). Corporate image and corporate
reputation in customers’ retention decisions in services. Journal of
Retailing and Consumer Services, 8(4), 227-236.

Noor, M. (2022). The effect of e-service quality on user satisfaction and
loyalty in accessing e-government information. International Journal of
Data and Network Science, 6(3), 945-952.
https://doi.org/10.5267/j.ijdns.2022.2.002

Parasuraman, A., Zeithaml, V. a, & Berry, L. L. (1988). SERQUAL: A
Multiple-ltem scale for Measuring Consumer Perceptions of Service
Quality. Journal of Retailing, 64(September 2014), 28.
https://doi.org/10.1016/S0148-2963(99)00084-3

Prathama, F. (2019). Pengaruh Kemudahan Penggunaan Aplikasi Dan
Kepercayaan Pelanggan Terhadap Minat Beli Ulang Pelanggan E-
Commerce Lazada. Agora, 7(1).

Putri, A. C., & Saputri, M. E. (2023). The Effect Of E-Service Quality And E-
TRUST On Customer Satisfaction Through Shopee Food Features At
MSMES In Bandung. Jurnal Ekonomi, 12(03), 2023.
http://ejournal.seaninstitute.or.id/index.php/Ekonomi

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

85



MM P (6210 COLU
FLI9| ABLZJOU
obiwiseq nzud

Management Research, 7(2), 323-329.
https://doi.org/10.24018/ejbmr.2022.7.2.1377

Rahmawaty, S., Rustandi Kartawinata, B., Akbar Politeknik Piksi Ganesha
Bandung Jalan Jend Gatot Subroto No, A., & Indra Wijaksana, T.
(2011). The Effect of E-Service Quality and E-TRUST on E-Customer
Loyalty Through E-Customer Satisfaction as an Intervening Variable
(Study on Gopay Users in Bandung). 77th Annual International
Conference on Industrial Engineering and Operations Management
Singapore,.

Robaniyah, L., & Kurnianingsih, H. (2021). Pengaruh Persepsi Manfaat,
Kemudahan Penggunaan Dan Keamanan Terhadap Minat
Menggunakan Aplikasi Ovo. Image : Jurnal Riset Manajemen, 10(1),
53-62. https://doi.org/10.17509/image.v10i1.32009

Straub, R. H., & Besedovsky, H. O. (2003). Integrated evolutionary,
immunological, and neuroendocrine framework for the pathogenesis of
chronic disabling inflammatory diseases. The FASEB Journal, 17(15),
2176-2183.

Thongkhum, P., Wingwon, B., Piriyakul, M., Sukapun, D., Ratchusanti, J., &
Uthongsap, K. (2023). Effect of E-TRUST, Customer Focus and
Innovativeness on E-Satisfaction of E-Banking; A Moderated-Mediating
Analysis. Journal of Administrative and Management Innovation, 11(1).

Tjiptono, F. (2022). SERVICE MANAGEMENT: Mewujudkan Layanan
Prima Edisi 4. Penerbit Andi.

Tran, V. D., & Vu, Q. H. (2019). Inspecting the relationship among e-service
quality, E-TRUST, e-customer satisfaction and behavioral intentions of
online shopping customers. Global Business and Finance Review,
24(3), 29-42. https://doi.org/10.17549/gbfr.2019.24.3.29

Westin, A. F. (1968). Privacy and freedom. Washington and Lee Law
Review, 25(1), 166.

Xu, C., Peak, D., & Prybutok, V. (2015). A customer value, satisfaction, and
loyalty perspective of mobile application recommendations. Decision
Support Systems, 79, 171-183.

Zeithaml, V. A. (1988). Consumer perceptions of price, quality, and value: a
means-end model and synthesis of evidence. Journal of Marketing,
52(3), 2-22.

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2011). Services Marketing:
Integrating Customer Focus Across the Firm. The Service Industries
Journal, 21(1), 241-249.

86



MMM P [52J0°COLU
L9 ASLZIOU
obiwiseq nzwd

Zeithaml, V., Parasuraman, A. P., & Malhotra, A. (2002). Service Quality
Delivery Through Web Sites: A Critical Review of Extant Knowledge.
Journal of the Academy of Marketing Science, 30, 362-375.
https://doi.org/10.1177/009207002236911

87



