
 
 

145 
 

DAFTAR PUSTAKA 

 

Abid, M. M. F., & P, D. (2019). Pengaruh E-Security dan E-Service Quality 

Terhadap E-Repurchase Intention Dengan E-Satisfaction Sebagai Variabel 

Intervening Pada Konsumen E-Commerce Lazada di Fisip Undip Kata Kunci : 

E-Security , E-Service Quality , E-Satisfaction , E-Repurchase Intention. 

Diponegoro Journal Of Social And Politic, 1–8. 

Aditi, B., Hafizah, H., & Hermansyur, H. (2021). The Role  of E-Services, Quality 

System and Perceived Value on Customer Satisfaction: An Empirical Study on 

Indonesian SMEs. Journal  of Industrial  Engineering & Management Research, 

2(3), 193–205. https://jiemar.org/index.php/jiemar/article/view/195 

Ahmad, Asad, Rahman, Obaidur dan Khan, M.N. 2017, “Exploring the role of 

website quality and hedonism in the formation of e-satisfaction and e-loyalty: 

Evidence from internet users in India", Journal of Research in Interactive 

Marketing, Vol. 11 Issue: 3, pp.246-267. 

Al-dweeri, R. M., Obeidat, Z. M., Al-dwiry, M. A., Alshurideh, M. T., & Alhorani, 

A. M. (2017). The impact of e-service quality and e-loyalty on online shopping: 

moderating effect of e-satisfaction and e-trust. International Journal of 

Marketing Studies, 9(2), 92-103 

Antwi, S. (2021). “I just like this e-Retailer”: Understanding online consumers 

repurchase intention from relationship quality perspective. Journal of Retailing 

and Consumer Services, 61(April), 102568. 

https://doi.org/10.1016/j.jretconser.2021.102568 

Artana, I. M., Fattah, H., Putra, I. G. J. E., Sariani, N. L. P., Nadir, M., Asnawati, & 

Rismawati. (2022). Repurchase intention behavior in b2c e-commerce. 

International Journal of Data and Network Science, 6(1), 147–154. 

https://doi.org/10.5267/J.IJDNS.2021.9.013 

Azam, A., Qiang, F., and Abdullah, I. M. (2012). E-Satisfaction in Business-to-

Consumer Electronic Commerce. The Business & Management Review. Vol. 3 

No. 1, pp. 18-26. 

Azmi, M., S. Shihab, M., Rustiana, D., Indra, & Lazirkha, D. P. (2021). The Effect 

Of Advertising, Sales Promotion, And Brand Image On Repurchasing Intention 

(Study On Shopee Users). IAIC Transactions on Sustainable Digital Innovation 

(ITSDI), 3(2), 76–85. https://doi.org/10.34306/itsdi.v3i2.527 

Bao, Jinlong. (2015). The Impacts of E-service Quality on Customers' Repurchase 

Intention in Platform Online Retailing: An Empirical Investigation. WHICEB 

2015 Proceedings. 15 



146 
 

 

Behjati, S., Nahich, M., & Othaman, S. N. (2012). Interrelation between E-service 

Quality and E-satisfaction and Loyalty. European Journal of Business and 

Management, 4(9), 75-85. 

Belch, George E, Michael A. Belch (2004). Advertising and Promotion: An 

Integerated Marketing Communication Perspective. McGrawHill, New York. 

Bernarto, I., Wilson, N., & Suryawan, I. N. (2019). Pengaruh Website Design 

Quality, Service Quality, Trust dan Satisfaction Jurnal Manajemen Indonesia 

Pengaruh Website Design Quality, Service Quality …. Jurnal Manajemen 

Indonesia, 19(1), 80–90. 

Bulut, Zeki Atil. 2015. Determinants of Repurchase Intention in Online Shopping: A 

Turkish Consumer’s Perspective. International Journal of Business and Social 

Science, 6 (1), pp. 2219-6021. 

Chaffey, Dave. (2009). E-Business and E-Commerce Management, Strategy, 

Implementation & Practice. Pearson Education: England 

Chamchuntra, S. And Fongsuwan, W. (2014) ‘Customer Repurchase Intention , Trust 

And Customer Satisfaction Influecing Outsourced Employees At Kasikornbank 

Bank Public Company Limited ( Thailand )’, International Journal Of Arts & 

Sciences, 07(03), Pp. 233–242. 

Cronin Jr., J. J., Brady, M. K., & Hult, G. T. M. (2000) Assessing the Effects of 

Quality, Value, and Customer Satisfaction on Consumer Behavioral Intentions 

in Service Environments. Journal of Retailing, 76, 193-218. 

https://doi.org/10.1016/S0022-4359(00)00028-2 

Cuong, D. T. (2021). The Impact of Promotion and Price Perception on Buying 

Decision and Repurchase Intention Through Online Shopping (pp. 238–250). 

https://doi.org/10.1007/978-3-030-77445-5_21 

Daryanto, L. H., dan Hasiholan, L. B. (2019). The Influence Of Marketing Mix On 

The  

Decision To Purchase Martabak “Setiabudi”Pak Man Semarang. Journal of 

Management, Vol. 5, No. 5 

Elissa, Ingge dan Mujiyana. 2013. Analisis Faktor-Faktor yang Mempengaruhi 

Keputusan Pembelian Via Internet pada Toko Online. Jurnal Ekonomi 

Manajemen. Universitas Diponegoro, Semarang. 

Fang, Y.H., C. M. Chiu and E. T. G. Wang (2011). Understanding Customers' 

Satisfaction And Repurchase Intentions. Internet Research, Vol. 21, Iss 4, h. 

479-503 

Ferdinand. 2002. Metode Penelitian Manajemen : Pedoman penelitian untuk Skripsi, 



147 
 

 

Tesis, dan Desertasi Ilmu Manajemen, Semarang : Badan Penerbit Universitas 

Diponegoro. 

Festa, G., Cuomo, M. T., & Metallo, G. (2019). The service-dominant logic 

perspective for enhancing the e-commerce of wine - A test/application on the 

Italian wine sector. Journal of Business Research, 101(December 2018), 477–

484. https://doi.org/10.1016/j.jbusres.2018.12.077 

Gitosudarmo, I. dan I. N. Sudita. 2010. Perilaku Keorganisasian, Cetakan ketiga. 

BPFE. Jogyakarta. 

Gorji, M., & Siami, S. (2020). How sales promotion display affects customer 

shopping intentions in retails. International Journal of Retail and Distribution 

Management, 48(12), 1337–1355. https://doi.org/10.1108/IJRDM-12-2019-0407 

Gounaris, S., Dimitriadis, S., & Stathakopoulos, V. (2010). An examination of the 

effects of service quality and satisfaction on customers’ behavioral intentions in 

e-shopping. Journal of Services Marketing, 24(2), 142–156. 

https://doi.org/10.1108/08876041011031118 

Grant, A. E. & Meadows, J. H. (2008). Communication Technology Update and 

Fundamental. (ed. 06). Boston: Focal Press. 

Hair, Joseph F. Jr. et al. 2010, Multivariate Data Analysis 7th Edition. Pearson 

Education Limited. Harlow. England 

Hao, JX, Yu, Y, Law, R & Fong, DKC.,2015,‘A genetic algorithm-based learning 

approach to understand customer satisfaction with OTA websites’, Tourism 

Management, vol. 48, pp. 231–241. 

Hasman, H. C. P., Ginting, P. And Rini, E. S. (2019) ‘The Influence Of E-Service 

Quality On E-Satisfaction And Its Impact On Repurchase Intention In Using E- 

Commerce Applications On Students Of Universitas Sumatera Utara’, 

International Journal Of Research And Review, 6(10), Pp. 299–307 

Hellier, P. K., Geursen, G. M., Carr, R. A., & Rickard, J. A. (2003). Customer 

Repurchase Intention: A General Structural Equation Model. Emerald. 

Hirschberg, C., Rajko, A., Schumacher, T., & Wrulich, M. (2016). The changing 

market for food delivery. McKinsey & Company, 1-6 

Ibzan, E., Balarabe, F., & Balarabe, J. (2016). Consumer satisfaction and repurchase 

intentions. Developing Country Studies, 6(2), 96–100. 

http://www.iiste.org/Journals/index.php/DCS/article/view/28624 

Juwaini, A., Chidir, G., Novitasari, D., Iskandar, J., Hutagalung, D., Pramono, T., 

Maulana, A., Safitri, K., Fahlevi, M., Sulistyo, A. B., & Purwanto, A. (2022). 

The role of customer e-trust, customer e-service quality and customer e-



148 
 

 

satisfaction on customer e-loyalty. International Journal of Data and Network 

Science, 6(2), 477–486. https://doi.org/10.5267/j.ijdns.2021.12.006 

Kambey, R. (2020). The Influence of Product Innovation, Sales Promotion, and Store 

Location Toward Repurchase Intention at Sharetea Manado Town Square 

(Mantos) 3. In Universitas Katolik De La Salle. 

http://www.akrabjuara.com/index.php/akrabjuara/article/view/919 

KataData. (2019). Shopee Jadi E-Commerce Paling Top dari Masa ke Masa. 

Retrieved from databoks.katadata.co.id: 

https://databoks.katadata.co.id/datapublish/2019/09/03/shopee-jadi-e-commerce-

paling-top-dari-masa-ke-masa 

KataData. (2019). Pemesanan Makanan secara Online Makin Digemari. Retrieved 

from databoks.katadata.co.id: 

https://databoks.katadata.co.id/datapublish/2019/09/26/pemesanan-makanan-

secara-online-makin-digemari 

KataData. (2021). Pengguna Internet Indonesia Peringkat ke-3 Terbanyak di Asia. 

Retrieved from databoks.katadata.co.id: 

https://databoks.katadata.co.id/datapublish/2021/10/14/pengguna-internet-

indonesia-peringkat-ke-3-terbanyak-di-asia 

KataData. (2021). Penggunaan E-Commerce Indonesia Tertinggi di Dunia. Retrieved 

from databoks.katadata.co.id: 

https://databoks.katadata.co.id/datapublish/2021/06/04/penggunaan-e 

commerce-indonesia-tertinggi-di-dunia 

KataData. (2021). Penggunaan Aplikasi Pesan-Antar Makanan Indonesia Tertinggi 

di Dunia. Retrieved from databoks.katadata.co.id: 

https://databoks.katadata.co.id/datapublish/2021/02/18/penggunaan-aplikasi-

pesan-antar-makanan-indonesia-tertinggi-di-dunia 

KataData. (2022). Tertinggi di Asia Tenggara, Nilai Transaksi GrabFood Lampaui 

GoFood dan ShopeeFood pada 2021. Retrieved from databoks.katadata.co.id: 

https://databoks.katadata.co.id/datapublish/2022/01/31/tertinggi-di-asia-

tenggara-nilai-transaksi-grabfood-lampaui-gofood-dan-shopeefood-pada-2021 

Khan, M. A., Zubair, S. S., & Malik, M. (2019). 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), 283-302. https://doi.org/10.1108/SAJBS-01-

2019-0016 

Khan, Shahzad; Hussain, Syed Majid; Yaqoob, Fahad. (2012). Determinants of 

Customer Satisfaction in Fast Food Industry, International Journal of 

Management and Strategy, Vol. 3. 



149 
 

 

Kotler, P. and G. Armstrong. 2008. Prinsip-Prinsip Pemasaran. Edisi 12. Jilid 1. 

Erlangga. Jakarta. 

Kotler ,Philip & Gary, Amstrong. (2016). Prinsip-prinsip Pemasaran. Jilid 1, Edisi 13. 

Jakarta: Erlangga. 

Kotler, Philip and Kevin Lane Keller, 2016. Marketing Managemen, 15th Edition,  

Pearson Education,Inc 

Kristanto, H., & Firdausy, C. M. (2021). Pengaruh Perceived Ease of Use, Perceived 

Usefulness, Attitude toward Using dan Sales Promotion terhadap Repurchase 

Intention Tiket Bioskop Pengguna Aplikasi TIX-ID. Jurnal Manajemen Bisnis 

Dan Kewirausahaan, 5(3), 226. https://doi.org/10.24912/jmbk.v5i3.11854 

Laudon, K. C., & Laudon, J. P. (2013). Management Information Systems -Managing 

The Digital Firm. Twelfth Edition. England: Pearson Education Limited.  

Lee, G. G., & Lin, H. F. (2005). Customer perceptions of e‐service quality in online  

shopping. International Journal of Retail & Distribution Management 

Leelakulthanit, O., & Hongcharu, B. (2011). Factors that Impact Customer 

Satisfaction: Evidence from the Thailand Mobile Cellular Network Industry. 

International Journal of Management and Marketing Research, 4(2), 67–76. 

https://www.researchgate.net/publication/228237973_Factors_that_Impact_Cust

omer_Satisfaction_Evidence_from_the_Thailand_Mobile_Cellular_Network_In

dustry 

Lestari, V. T., & Ellyawati, J. (2019). Effect of E-Service quality on repurchase 

intention: Testing the role of e-satisfaction as mediator variable. International 

Journal of Innovative Technology and Exploring Engineering, 8(7C2), 158–

162. https://doi.org/10.35940/ijitee.g5400.0881019 

Liao L. J. Zhong. (2013). "Cunsomers Satisfaction, trust and loyalty in C2C 

electronic commerce". International conference on information terchnology and 

management science . 

Luthfiana, N. A. (2019). Pengaruh Promosi Penjualan dan E-service Quality 

Terhadap Minat Beli Ulang ( Studi pada Pembeli di Marketplace Shopee ). 1–7. 

Malhotra, Naresha K. (2002). Basic Marketing Research: A Decision-Making 

Approach. Upper Saddle River, NJ: Prentice Hall 

Maria, T., Dimitris, P., & Dafni, N. (2014). Customer Value Co-Creation In 

Electronic Banking Services. Full Paper Proceeding ETAR-2014, Vol. 1, 70-75, 

1, 70–75. 



150 
 

 

Mayasari, D., & Arimbawa, I. G. (2019). The Influence of Fashion Lifestyle, Sales 

Promotion, and Self Image to Impulse Buying Behaviour and Customer 

Satisfaction. Journal of World Conference (JWC), 1(1), 58–63. 

https://doi.org/10.29138/prd.v1i1.58 

Meitiana, & Sembhodo, A. T. (2022). Do e-services and promotion affect customer 

loyalty ? 07(01), 13–24. 

Megantara dan Suryani. 2016. Penentu Niat Pembelian Kembali Tiket Pesawat 

Secara Online Pada Situs Traveloka.com. E-Jurnal Manajemen Unud. Vol. 5, 

No.9 , 5783-5810 

Muhammad, R. F., & Melinda, T. (2021). The Influence of Price, Quality of Service 

and Promotions on Customer Satisfaction at Bu Rajab Resto Pancing and 

Cottage. KnE Social Sciences, 2021, 129–142. 

https://doi.org/10.18502/kss.v5i5.8804 

Nata, O. (2021). Strategi Promosi Pt. Atina Rahmataka Wisata Cabang Bengkulu 

Dalam Meningkatkan Jumlah Jamaah Umrah. 

Nasution, H. (2019). European Journal of Management and Marketing Studies THE 

EFFECT OF E-SERVICE QUALITY ON E-LOYALTY THROUGH E-

SATISFACTION ON STUDENTS OF OVO APPLICATION USERS AT THE 

FACULTY OF ECONOMICS. 146–162. https://doi.org/10.5281/zenodo.3360880 

Ngoc Duy Phuong, N., & Thi Dai Trang, T. (2018). Repurchase Intention: The Effect 

of Service Quality, System Quality, Information Quality, and Customer 

Satisfaction as Media. Marketing and Branding Research, 5, 78–91. 

Nurhayati, Lia. 2016. Pengaruh kualitas pelayanan dan lokasi terhadap keputusan 

menginap konsumen pada hotel Zahra Syariah Kendari. Manado: Universitas 

Sam Ratulangi Manado. 

Nurhayati, N., & Murti, W. W. (2012). Analisis Faktor yang mempengaruhi Minat 

Beli Ulang Masyarakat terhadap Produk Handphone. Jurnal UNIMUS, 8(9), 47–

62. 

Prateek Kalia, Dr Richa Arora, & Sibongiseni Kumalo. (2016). E-service quality, 

consumer satisfaction and future purchase intentions in e-retail. E-Service 

Journal, 10(1), 24. https://doi.org/10.2979/eservicej.10.1.02 

Priansa, Donni Juni. 2017. Komunikasi Pemasaran Terpadu Pada Era Media Sosial. 

Bandung: Pustaka Setia 

Putu, N., Anggraini, N., Gede, I. W., Setiawan, A., & Pratama, D. (2019). The 

Influence of Experiential Marketing and E-Service Quality on E-Satisfaction and 

Repurchase Intention. 50–58. 



151 
 

 

Rahi, S., Yasin, N. M., Sultan, U., & Abidin, Z. (2017). Journal of Internet Banking 

and Commerce Special Issue: Mobile banking: A service provider perspective 

Edited By: Mihail N. Dudin MEASURING THE ROLE OF WEBSITE 

DESIGN, ASSURANCE, CUSTOMER SERVICE AND BRAND IMAGE 

TOWARDS CUSTOMER LOYALTY AND INTENTION TO A. Journal of 

Internet Banking and Commerce, 22(S8), 1–19. 

http://www.icommercecentral.com 

Rangkuti, F. 2009. Strategi Promosi yang Kreatif dan Analisis Kasus Integrated 

Marketing Communication. PT. Gramedia Pustaka Utama. Jakarta 

Ranjbarian, Bahram & Saeed Fathi.2012. ‘Factors Influencing onCustomers E-

Satisfaction: A Case Study from Iran’.Interdisciplinary Journal of 

Contemporary Research in Business.Vol. 3, No.9 

Rita, P., Oliveira, T., & Farisa, A. (2019). The impact of e-service quality and 

customer satisfaction on customer behavior in online shopping. Heliyon, 5(10), 

e02690 

Rodríguez, P. G., Villarreal, R., Valiño, P. C., & Blozis, S. (2020). A PLS-SEM 

approach to understanding E-SQ, E-Satisfaction and E-Loyalty for fashion E-

Retailers in Spain. Journal of Retailing and Consumer Services, 57, 102201 

Rohwiyati, R., & Praptiestrini, P. (2019). The Effect of Shopee e-Service Quality and 

Price Perception on Repurchase Intention: Customer Satisfaction as Mediation 

Variable. Indonesian Journal of Contemporary Management Research, 1(1), 47. 

https://doi.org/10.33455/ijcmr.v1i1.86 

Santoso, A., & Aprianingsih, A. (2017). The Influence of Perceived Service and E-

Service Quality To Repurchase Intention the Mediating Role of Customer 

Satisfaction Case Study: Go-Ride in Java. Journal of Business and Management, 

6(1), 12. 

Sari, Chacha Andira. 2015. Perilaku Berbelanja Online Di Kalangan Mahasiswi 

Antropologi Di Universitas Airlangga, Jurnal AntroUnairdotNet: Vol. 4 No. 2 

http://journal.unair.ac.id/filerPDF/auna97cbdaabbfull.pdf, (diakses pada tanggal 

20 Maret 2022) 

Sekaran, Uma dan Roger Bougie, (2017), Metode Penelitian untuk Bisnis: 

Pendekatan Pengembangan-Keahlian, Edisi 6, Buku 1, Cetakan Kedua, 

Salemba Empat, Jakarta Selatan 12610 

Sekaran, Uma dan Roger Bougie, (2017), Metode Penelitian untuk Bisnis: 

Pendekatan Pengembangan-Keahlian, Edisi 6, Buku 2, Salemba Empat, Jakarta 

Selatan 12610. 

Sembhodo, A. T. (2022). Do e-services and promotion affect customer loyalty ? 



152 
 

 

07(01), 13–24. 

Shi, S., Mu, R., Lin, L., Chen, Y., Kou, G., & Chen, X. J. (2018). The impact of 

perceived online service quality on swift guanxi: Implications for customer 

repurchase intention. Internet Research, 28(2), 432–455. 

https://doi.org/10.1108/IntR-12-2016-0389 

Smaliukiene, R., Chi-Shiun, L., & Sizovaite, I. (2015). Consumer value co-creation in 

online business: the case of global travel services. Journal of Business 

Economics and Management, 16(2), 325–339. 

https://doi.org/10.3846/16111699.2014.985251 

Spyridou, A., (2017). Perceived Service Quality and Customer Revisiting Intention: 

The Case of “all you can eat” Asian Restaurants in SouthernTaiwan, Journal of 

Tourism, Heritage & Services Marketing, Vol. 3, No. 2, pp. 30-38. 

Su, L., Swanson, S. R., & Chen, X. (2016). The effects of perceived service quality 

on repurchase intentions and subjective well-being of Chinese tourists: The 

mediating role of relationship quality. Tourism Management, 52, 82–95. 

https://doi.org/10.1016/J.TOURMAN.2015.06.012 

Sugiyono. 2017. Metode Penelitian Kuantitatif, Kualitatif, dan R&D. Bandung: 

Alfabeta.     

Suhaily, L., & Soelasih, Y. (2017). What Effects Repurchase Intention of Online 

Shopping. International Business Research, 10(12), 113. 

https://doi.org/10.5539/ibr.v10n12p113 

Suwandi, Y. (2020). The Influence of Quality of Distribution and Sales Promotion to  

Customer Satisfaction in PT Arasindo. 1(January), 120–131. 

Ting, O. S., Ariff, M. S. M., Zakuan, N., Sulaiman, Z., & Saman, M. Z. M. (2016, 

May). E-service quality, e-satisfaction and e-loyalty of online shoppers in 

business to consumer market; Evidence form Malaysia. In IOP Conference 

Series: Materials Science and Engineering (Vol. 131, No. 1, p. 012012). IOP 

Publishing. 

Tirtayani, I. G. A. (2018). THE EFFECT OF PERCEIVED WEBSITE QUALITY , E-

SATISFACTION , AND E -TRUST TOWARDS ONLINE REPURCHASE 

INTENTION. VI(10), 262–287. 

Tjiptono, F. (2007). Strategi Pemasaran, edisi kedua. Yogyakarta: Andi. 

Tjiptono, Fandi (2008). Strategi Pemasaran, Andi Offset, Yogyakarta. 

Tsao, W. C., & Tseng, Y. L. (2011).The impact of electronic-service quality on 



153 
 

 

online shopping behaviour. Total Quality Management and Business Excellence, 

22(9), 1007-1024. https://doi.org/10.1080 /14783363. 2011.593869 

Vargo, Stephen R. & Lusch, Robert F. 2004a.Evolving to a New Dominant Logic for 

Marketing. Journal of Marketing. 68: 1-17. 

Vijay, S. T., Prashar, S., and Sahay, Vinita. (2019). The Influence of Online 

Shopping Values and Web Atmospheric Cues on E-Loyalty: Mediating Role of 

E-Satisfaction. Journal of Theoretical and Applied Electronic Commerce 

Research. Vol. 14 No. 1, pp. 1-15. 

Wang, W. T., Ou, W. M., & Chen, W. Y. (2019). The impact of inertia and user 

satisfaction on the continuance intentions to use mobile communication 

applications: A mobile service quality perspective. International Journal of 

Information Management, 44(November 2018), 178–193. 

https://doi.org/10.1016/j.ijinfomgt.2018.10.011 

We Are Social & Hootsuite. (2020). Digital Data Indonesia 2020. In Data Reportal. 

Retrieved from https://andi.link/hootsuite-we-are-social-indonesian-digital-

report-2021/ 

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. Jurnal Ilmiah MEA (Manajemen, Ekonomi, Dan 

Akuntansi), 4(3), 1061–1099. 

Yaqin, A. (2020) ‘Peran E-Satisfaction Sebagai Mediasi Pada E-Wom (Studi Pada 

Pelanggan Olx)’, Jurnal Ilmu Manajemen, 8, Pp. 506–516. 

Yeh, Yung Shao and Li, Yung-Ming., 2008, Building Trust in MCommerce: 

Contributions from Quality and Satisfaction. Online Information Review, Vol. 

33 No. 6, pp. 1066-1086. 

Zehir, C., & Narcikara, E. 2016. E-Service Quality and E-Recovery Service Quality: 

Effect on Value Perceptions and Loyalty Intention. Procedia Social and 

Behavioral Science, 229, 427-443  

Zeithaml, Valarie A. and Bitner, Mary Jo. (2002). Service Marketing. McGraw Hill 

Inc, Int’l Edition, New York. 

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2009). Services Marketing: 

Integrating Customer Focus Across the Firm (5th editio). McGraw-Hil 

Zeng, F., H., Z., C., R., & Y, Z. (2009). Determinants of online service satisfaction 

and their impacts on behavioral intentions. Total Quality Management & 

Business Excellence. doi:10.1080/14783360903181719 

  


