
 

108 
 

DAFTAR PUSTAKA 

Abdullah, M. (2015). Metode Penelitian Kuantitatif. Aswaja Pressindo. 

Abror, A., Patrisia, D., Engriani, Y., Evanita, S., Yasri, Y., & Dastgir, S. (2020). 

Service quality, religiosity, customer satisfaction, customer engagement and 

Islamic bank’s customer loyalty. Journal of Islamic Marketing, 11(6), 1691–

1705. https://doi.org/10.1108/JIMA-03-2019-0044 

Agung, D. (2011). Analisis Pengaruh Kualitas Pelayanan dan Nilai yang Dirasakan 

Pelanggan Outlet terhadap Kinerja Selling-In Produk Fren (Studi Pada Outlet 

Seluler PT Mobile-8 Telecom Tbk di Area Salatiga). Urnal Sains Pemasaran 

Indonesia (Indonesian Journal of Marketing Science, x, 170–201. 

Akhmedova, A., Marimon, F., & Mas-Machuca, M. (2020). Winning strategies for 

customer loyalty in the sharing economy: A mixed-methods study. Journal of 

Business Research, 112(May 2019), 33–44. 

https://doi.org/10.1016/j.jbusres.2020.02.046 

Alonso Dos Santos, M., Calabuig Moreno, F., Prado Gascó, V., & Cuevas Lizama, 

J. (2021). The effect of quality and leverage on the image transfer model: the 

moderating role of involvement. International Journal of Sports Marketing 

and Sponsorship, 22(2), 353–368. https://doi.org/10.1108/IJSMS-12-2019-

0149 

Asnawi, N., Sukoco, B. M., & Fanani, M. A. (2020). The role of service quality 

within Indonesian customers satisfaction and loyalty and its impact on Islamic 

banks. Journal of Islamic Marketing, 11(1), 192–212. 

https://doi.org/10.1108/JIMA-03-2017-0033 

Azhar Susanto. (2013). Sistem Informasi Akuntansi. Linggar Jaya. 

Bao, Z., & Huang, T. (2018). Exploring stickiness intention of B2C online shopping 

malls: A perspective from information quality. International Journal of Web 

Information Systems, 14(2), 177–192. https://doi.org/10.1108/IJWIS-10-

2017-0071 

Boonlertvanich, K. (2019). Service quality , satisfaction , trust , and loyalty : the 

moderating role of main-bank and wealth status. 

https://doi.org/10.1108/IJBM-02-2018-0021 

Briliana, V., & Mursito, N. (2017). Exploring antecedents and consequences of 

Indonesian Muslim youths’ attitude towards halal cosmetic products: A case 

study in Jakarta. Asia Pacific Management Review, 22(4), 176–184. 

https://doi.org/10.1016/j.apmrv.2017.07.012 

Chen, Y. (2013). Towards green trust. 51(1), 63–82. 



109 

 

 

 

 

 
 

https://doi.org/10.1108/00251741311291319 

Chin, W. W. (1998). The Partial Least Squares Aproach to Structural Equation 

Modeling. Modern Methods for Business Research. Lawrence Erlbaum 

Associates. 

Darwin, S., Kunto, S., Si, S., Sc, M., Pemasaran, P. M., Petra, U. K., & 

Siwalankerto, J. (2014). SEBAGAI VARIABEL INTERVENING PADA 

ASURANSI JIWA MANULIFE INDONESIA – SURABAYA. 2(1), 1–12. 

De Sordi, J. O., Meireles, M., & De Azevedo, M. C. (2014). Information selection 

by managers: Priorities and values attributed to the dimensions of information. 

Online Information Review, 38(5), 661–679. https://doi.org/10.1108/OIR-01-

2014-0006 

Dehghani, P., & Chun, L. S. (2011). the Impact of the Special Dividend 

Announcement on the Stock Return: the Case of Malaysia. Journal of 

International Business Research, 10(NOVEMBER 2011), 77–94. 

http://ezproxy.lib.monash.edu.au/login?url=http://search.ebscohost.com/login

.aspx?direct=true&db=bth&AN=64876712&site=ehost-live&scope=site 

Erkan, I., & Evans, C. (2016). The influence of eWOM in social media on 

consumers’ purchase intentions: An extended approach to information 

adoption. Computers in Human Behavior, 61, 47–55. 

https://doi.org/10.1016/j.chb.2016.03.003 

Farah Diza, Silcyljeova Moniharapon, Imelda W. J Ogi. (2016). Pengaruh kualitas 

pelayanan, kualitas produk dan kepercayaan terhadap kepuasan konsumen 

(studi pada pt. fifgroup cabang manado). 4(1), 109–119. 

Fortes, N., Rita, P., & Pagani, M. (2017). The effects of privacy concerns, perceived 

risk and trust on online purchasing behaviour. International Journal of Internet 

Marketing and Advertising, 11(4), 307–329. 

https://doi.org/10.1504/IJIMA.2017.087269 

Gefen, David Karahanna, Elena Straub, D. W. (2003). Trust and TAM in Online 

Shopping: An Integrated Model. Journal of Chemical Information and 

Modeling, 53(9), 1689–1699. 

Ghozali, I. (2014). Structural Equation Modeling Metode Alternatif Dengan 

PARTIAL LEAST SQUARE (PLS) (empat). Universitas Diponegoro. 

Hartono, J., & Abdillah, W. (2015). Partial Least Square (PLS): alternatif 

structural equation modeling (SEM) dalam penelitian bisnis. Andi. 

Henseler, J., Ringle, C. M., & Sarstedt, M. (2015). A new criterion for assessing 

discriminant validity in variance-based structural equation modeling. Journal 

of the Academy of Marketing Science, 43(1), 115–135. 



110 

 

 

 

 

 
 

https://doi.org/10.1007/s11747-014-0403-8 

Herdiansyah, H. (2010). Metodologi Penelitian Kuantitatif [Research Method for 

Qualitative. Salemba Humanika. 

Hur, Y., Ko, Y. J., & Valacich, J. (2011). A Structural model of the relationships 

between sport website quality, e-satisfaction, and e-loyalty. Journal of Sport 

Management, 25(5), 458–473. https://doi.org/10.1123/jsm.25.5.458 

Hussein, A. S., Hapsari, R. D. V., & Yulianti, I. (2018). Experience quality and 

hotel boutique customer loyalty: Mediating role of hotel image and perceived 

value. Journal of Quality Assurance in Hospitality and Tourism, 19(4), 442–

459. https://doi.org/10.1080/1528008X.2018.1429981 

Islam, T., Islam, R., Pitafi, A. H., Xiaobei, L., Rehmani, M., Irfan, M., & Mubarak, 

M. S. (2021). The impact of corporate social responsibility on customer 

loyalty: The mediating role of corporate reputation, customer satisfaction, and 

trust. Sustainable Production and Consumption, 25, 123–135. 

https://doi.org/10.1016/j.spc.2020.07.019 

Jogiyanto, H. (2016). Konsep Aplikasi PLS (Partial Square) untuk Penelitian 

Empiris. 

Kamaludin, & Sulistiono. (2013). Kualitas Produk Sebagai Faktor Penting dalam 

Pemasaran Ekspor pada PT . Eurogate Indonesia. 1–45. 

Karani, L. M., Syah, T. Y. R., & Anindita, R. (2019). Influence of Service Quality 

and Customer Satisfaction on Customer Loyalty in Restaurants of the 

Tangerang Area. Russian Journal of Agricultural and Socio-Economic 

Sciences, 92(8), 142–147. https://doi.org/10.18551/rjoas.2019-08.15 

Kasmir. (2017). Customer Service Excellent. PT Raja Grafindo Persada. 

Kemenperin. (2017). Industri Mebel Nasional Potensial Tumbuho Title. 

Kemenperin.Go.Id. https://www.kemenperin.go.id/artikel/17344/Industri-

Mebel-Nasional-Potensial-Tumbuh 

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 

Khare, A., & Pandey, S. (2020). Role of green self-identity and peer influence in 

fostering trust towards organic food retailers. 45(9), 969–990. 

https://doi.org/10.1108/IJRDM-07-2016-0109 

Kotler dan Amstrong. (2012). Kualitas Produk (Pengertian, Manfaat, Dimensi, 

Perspektif dan Tingkatan). Kajianpustaka.Com. 



111 

 

 

 

 

 
 

https://www.kajianpustaka.com/2020/02/kualitas-produk-pengertian-

manfaat-dimensi-perspektif-dan-tingkatan.html#:~:text=Menurut Kotler dan 

Armstrong (2012,produk%2C juga atribut produk lainnya. 

Kotler, Philip, & Kevin, K. (2016). Marketing Management, 15th Edition New 

Jersey: Pearson Pretice Hall, Inc. 

Kotler, Phillip, & Kevin Lane, K. (2016). Manajemen Pemasaran edisi 12 Jilid 1 

& 2. PT Indeks. 

Lepojević, V., & Đukić, S. (2018). Factors Affecting Customer Loyalty in the 

Business Market - an Empirical Study in the Republic of Serbia. Facta 

Universitatis, Series: Economics and Organization, February, 245. 

https://doi.org/10.22190/fueo1803245l 

Li, Y., Liu, H., Lee, M., & Huang, Q. (2020). Information privacy concern and 

deception in online retailing: The moderating effect of online–offline 

information integration. Internet Research, 30(2), 511–537. 

https://doi.org/10.1108/INTR-02-2018-0066 

Liang, L. J., Choi, H. C., & Joppe, M. (2018). Exploring the relationship between 

satisfaction, trust and switching intention, repurchase intention in the context 

of Airbnb. International Journal of Hospitality Management, 69(September 

2016), 41–48. https://doi.org/10.1016/j.ijhm.2017.10.015 

Machfoedz, M. (2005). Manajemen Pemasaran (1st ed.). UPP AMP YKPN. 

Makanyeza, C., & Chikazhe, L. (2017). Mediators of the relationship between 

service quality and customer loyalty: Evidence from the banking sector in 

Zimbabwe. International Journal of Bank Marketing, 35(3), 540–556. 

https://doi.org/10.1108/IJBM-11-2016-0164 

Marakanon, L., & Panjakajornsak, V. (2017). Kasetsart Journal of Social Sciences 

Perceived quality , perceived risk and customer trust affecting customer 

loyalty of environmentally friendly electronics products. Kasetsart Journal of 

Social Sciences, 38(1), 24–30. https://doi.org/10.1016/j.kjss.2016.08.012 

Mardalis, A. (2005). Meraih Loyalitas Pelanggan (Ahmad Mardalis). Benefit, 9(2), 

111–119. 

McKnight, D. H., Choudhury, V., & Kacmar, C. (2002). Developing and Validating 

Trust Measures for e-Commerce: An Integrative Typology. Information 

Systems Research, 13(3), 334–359. 

Mcknight, D. H., Lankton, N. K., Nicolaou, A., & Price, J. (2017). Journal of 

Strategic Information Systems Distinguishing the effects of B2B information 

quality , system quality , and service outcome quality on trust and distrust. 

Journal of Strategic Information Systems, 26(2), 118–141. 



112 

 

 

 

 

 
 

https://doi.org/10.1016/j.jsis.2017.01.001 

Meesala, A., & Paul, J. (2018). Service quality, consumer satisfaction and loyalty 

in hospitals: Thinking for the future. Journal of Retailing and Consumer 

Services, 40(November 2016), 261–269. 

https://doi.org/10.1016/j.jretconser.2016.10.011 

Memon, M. A., Sallaeh, R., Baharom, M. N. R., Md Nordin, S., & Ting, H. (2017). 

The relationship between training satisfaction, organisational citizenship 

behaviour, and turnover intention: A PLS-SEM approach. Journal of 

Organizational Effectiveness, 4(3), 267–290. https://doi.org/10.1108/JOEPP-

03-2017-0025 

Murali, S., Pugazhendhi, S., & Muralidharan, C. (2016). Modelling and 

Investigating the relationship of after sales service quality with customer 

satisfaction, retention and loyalty - A case study of home appliances business. 

Journal of Retailing and Consumer Services, 30, 67–83. 

https://doi.org/10.1016/j.jretconser.2016.01.001 

Muzammil, A., Yunus, M., & Darsono, N. (2017). PENGARUH KUALITAS 

PELAYANAN DAN CITRA PERUSAHAAN TERHADAP LOYALITAS 

PELANGGAN INDIHOME PT. TELKOM INDONESIA DI BANDA ACEH 

DENGAN KEPUASAN DAN KEPERCAYAAN PELANGGAN SEBAGAI 

VARIABEL MEDIASI ABDUL. 8(3), 104–133. 

Namahoot, K. S., & Laohavichien, T. (2018). Assessing the intentions to use 

internet banking: The role of perceived risk and trust as mediating factors. 

International Journal of Bank Marketing, 36(2), 256–276. 

https://doi.org/10.1108/IJBM-11-2016-0159 

Nasution, M. N. (2015). Manajemen Mutu Terpadu (R. Sikumbang (ed.); tiga). 

Ghalia Indonesia. 

Özkan, P., Süer, S., Keser, İ. K., & Kocakoç, İ. D. (2020). The effect of service 

quality and customer satisfaction on customer loyalty: The mediation of 

perceived value of services, corporate image, and corporate reputation. 

International Journal of Bank Marketing, 38(2), 384–405. 

https://doi.org/10.1108/IJBM-03-2019-0096 

Park, T. (2020). How information acceptance model predicts customer loyalty?: A 

study from perspective of eWOM information. Bottom Line, 33(1), 60–73. 

https://doi.org/10.1108/BL-10-2019-0116 

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

and customer satisfaction on customer behavior in online shopping. Heliyon, 

5(October 2018), e02690. https://doi.org/10.1016/j.heliyon.2019.e02690 



113 

 

 

 

 

 
 

Sanchez Torres, J. A., & Arroyo-Cañada, F. J. (2017). Building brand loyalty in e-

commerce of fashion lingerie. Journal of Fashion Marketing and 

Management, 21(1), 103–114. https://doi.org/10.1108/JFMM-05-2016-0047 

Saputri, N. R. (2017). Analisis Pengaruh Kualitas Informasi, Kualitas Website 

Terhadap WOM dengan Persepsi Kepercayaan Website sebagai Variabel 

Mediasi pada Online Shop Fashion Zalora di Surabaya. Skripsi. 

Sarstedt, M., Ringle, C. M., & Hair, J. F. (2017). Partial Least Squares Structural 

Equation Modeling (Issue September). https://doi.org/10.1007/978-3-319-

05542-8 

Sebastianelli, R., & Tamimi, N. (2002). How product quality dimensions relate to 

defining quality. International Journal of Quality and Reliability 

Management, 19(4), 442–453. https://doi.org/10.1108/02656710210421599 

Sekaran, U., & Bougie, R. (2013). Research Methods for Business: A skill Building 

Approach (5th ed.). John wiley and son. 

Sekaran, U., & Bougie, R. (2016). Research Methods For Business (7th ed.). Wiley. 

Sekaran, U., & Bougie, R. (2017). Metode penelitian untuk bisnis (6th ed.). 

Salemba Empat. 

Soyan, Y., & Kurniawan, H. (2011). Generasi Baru Mengolah Data Penelitian 

dengan Partial Least Square Path Modeling : Aplikasi dengan Software 

XLSTAT, SmartPLS, dan Visual PLS. Salemba Infotek. 

Steve Wynn. (2019). 5 HAL UNTUK MANAJEMEN SUMBER DAYA MANUSIA 

YANG LEBIH BAIK. Kliniksukses.Com. http://kliniksukses.com/5-hal-untuk-

manajemen-sumber-daya-manusia-yang-lebih-baik-detail-415453.html 

Suhartanto, D., Dean, D., Sarah, I. S., Hapsari, R., Amalia, F. A., & Suhaeni, T. 

(2020). Does religiosity matter for customer loyalty? Evidence from halal 

cosmetics. Journal of Islamic Marketing. https://doi.org/10.1108/JIMA-03-

2020-0069 

Supranto. (2011). Pengukuran Tingkat Pelanggan (Empat). Rineka Cipta. 

Suzianti, A., Faradilla, N. D. P., & Anjani, S. (2015). Customer preference analysis 

on fashion online shops using the Kano model and conjoint analysis. 

International Journal of Technology, 6(5), 881–885. 

https://doi.org/10.14716/ijtech.v6i5.1891 

Tabrani, M., & Nizam, A. (2018). Trust , commitment , customer intimacy and 

customer loyalty in Islamic banking relationships. 36(5), 823–848. 

https://doi.org/10.1108/IJBM-03-2017-0054 



114 

 

 

 

 

 
 

Thaichon, P., & Jebarajakirthy, C. (2016). Evaluating specific service quality 

aspects which impact on customers’ behavioural loyalty in high-tech internet 

services. Asia Pacific Journal of Marketing and Logistics, 28(1), 141–159. 

https://doi.org/10.1108/APJML-02-2015-0027 

Wang, E. S. T., & Tsai, B. K. (2014). Consumer response to retail performance of 

organic food retailers. British Food Journal, 116(2), 212–227. 

https://doi.org/10.1108/BFJ-05-2012-0123 

Wijaya, E., & Saparso. (2019a). Kepercayaan sebagai Variabel Intervening 

Pengaruh antara Kualitas Produk dan Pelayanan Terhadap Loyalitas 

Pelanggan. 14(2), 171–184. 

Wijaya, E., & Saparso. (2019b). Kepercayaan sebagai Variabel Intervening 

Pengaruh antara Kualitas Produk dan Pelayanan Terhadap Loyalitas 

Pelanggan (Studi Pada Pelanggan E-Commerce Tokopedia.com). Kompetensi 

- Jurnal Manajemen Bisnis, 14(2), 171–184. 

Wolfinbarger, M., & Gilly, M. C. (2003). eTailQ: Dimensionalizing, measuring and 

predicting etail quality. Journal of Retailing, 79(3), 183–198. 

https://doi.org/10.1016/S0022-4359(03)00034-4 

Wong, K. K. K.-K. (2013). Partial Least Squares Structural Equation Modeling 

(PLS-SEM) Techniques Using SmartPLS. Marketing Bulletin, 24(1), 1–32. 

http://marketing-

bulletin.massey.ac.nz/v24/mb_v24_t1_wong.pdf%5Cnhttp://www.researchg

ate.net/profile/Ken_Wong10/publication/268449353_Partial_Least_Squares_

Structural_Equation_Modeling_(PLS-

SEM)_Techniques_Using_SmartPLS/links/54773b1b0cf293e2da25e3f3.pdf 

Wu, J. J., Hwang, J. N., Sharkhuu, O., & Tsogt-Ochir, B. (2018). Shopping online 

and off-line? Complementary service quality and image congruence. Asia 

Pacific Management Review, 23(1), 30–36. 

https://doi.org/10.1016/j.apmrv.2017.01.004 

Xhema, J., Metin, H., & Groumpos, P. (2018). Switching-Costs, Corporate Image 

and Product Quality effect on Customer Loyalty: Kosovo Retail Market. 

IFAC-PapersOnLine, 51(30), 287–292. 

https://doi.org/10.1016/j.ifacol.2018.11.303 

Zhu, L., Li, H., & Wang, F. (2020). How online reviews affect purchase intention : 

a new model based on the stimulus-organism- response ( S - O - R ) framework. 

https://doi.org/10.1108/AJIM-11-2019-0308 

 


