
 

81 

 

DAFTAR PUSTAKA 

Buku: 

Ferdinand, A. (2006). Metode penelitian manajemen: pedoman penelitian untuk 

skripsi (Doctoral dissertation, Tesis dan Disertai Ilmu Manajemen. 

Semarang: Universitas Diponegoro). 

Hair, J. F., Anderson, R. E., Tatham, R. L., & Black, W. C. (1995). Multivariate 

data analysis withreadings. NewYork, NY: PrenticeHall. 

Kotler, P. (2002). Marketing places. Simon and Schuster. 

Ratnasari, R. T., & Aksa, M. H. (2011). Manajemen Pemasaran Jasa. Bogor: Ghalia 

Indonesia, 60. 

Solomon, M.R. (2007), Consumer Behavior: Buying, Having, and Being, 7th ed., 

Paramount Publishing, Boston, MA. 

Sugiyono, P. (2016). Metode Penelitian Manajemen (Pendekatan Kuantitatif, 

Kualitatif, Kombinasi (Mixed Methods), Penelitian Tindakan (Action 

Research, dan Penelitian Evaluasi). Bandung: Alfabeta Cv. 

Suliyanto, S. (2011). Ekonomika terapan: Teori dan Aplikasi dengan SPSS. CV 

Andi Offset. Yogyakarta. 

Zeithaml, B. Gremler. 2009. Service Marketing: Integrating Customer Focus 

Acrossthe Firm. 

JURNAL: 

Ahmad, A., Rahman, O., & Khan, M. N. (2017). Exploring the role of website 

quality and hedonism in the information of e-satisfaction and e-loyalty: 

Evidence from internet user in India. Journal of Research in Interactive 

marketing, 11(3), 246-267. 

Akhter, I., Sheikh, Y., Khan, S., & Kanade, T. (n.d.). Trajectory Space: A Dual 

Representation for Nonrigid Structure from Motion. In IEEE Transactions on 

Pattern Analysis and Machine Intellegence: Vol. X. 

Amoroso, D. L., Ackaradejruangsri, P., & Lim, R. A. (2017). The Impact of Inertia 

as Mediator and Antecedent on Consumer Loyalty and Continuance Intention. 

International Journal of Customer Relationship Marketing and Management, 

8(2), 1–20. https://doi.org/10.4018/ijcrmm.2017040101 



82 

 

 

 

Anderson, R. E., & Srinivasan, S. S. (2003). E-Satisfaction and E-Loyalty: A 

Contingency Framework. Psychology and Marketing, 20(2), 123–138. 

https://doi.org/10.1002/mar.10063 

Assael, H. (1998). Consumer behavior and marketing action, 6th. Cincinnati, OH: 

South-Western Pub. 

Ataburo, H., Muntaka, A. S., & Quansah, E. K. (2017). Linkages among E-Service 

Quality, Satisfaction, and Usage of E-Services within Higher Educational 

Environments. International Journal of Business and Social Research, 7(3). 

https://doi.org/10.18533/ijbsr.v7i3.1040 

Beatty, S. E., & Smith, S. M. (n.d.). External Search Effort: An Investigation Across 

Several Product Categories. http://jcr.oxfordjournals.org/ 

Beerli, A., Martín, J. D., & Quintana, A. (2004). A model of customer loyalty in the 

retail banking market. European Journal of Marketing, 38(1/2), 253–275. 

https://doi.org/10.1108/03090560410511221 

Bressolles, G., & Durrieu, F. (2011). Service quality, customer value and 

satisfaction relationship revisited for online wine websites (Issue 10). 

Blut, M., Chowdhry, N., Mittal, V., & Brock, C. (2015). E- Service Quality: A 

Meta-Analytic Review. Journal of Retailing, 91(4), 670-700 

Budiman, A., Yulianto, E., & Saifi, M. (2020). Pengaruh e-service quality terhadap 

e-satisfaction dan e-loyalty nasabah pengguna mandiri online. In Jurnal 

Profit| (Issue 1). https://profit.ub.ac.id 

Carter, L., Gray, D., D’Alessandro, S., & Johnson, L. (2016). The “I Love To Hate 

Them” Relationship with Cell Phone Service Providers: The Role of Customer 

Inertia and Anger. Services Marketing Quarterly, 37(4). 

https://doi.org/10.1080/15332969.2016.1217680 

Celik, K. (2021). The effect of e-service quality and after-sales e-service quality on 

satisfaction. Business & Management Studies: An International Journal, 9(3), 

1137-1155. https://doi.org/10.15295/bmjj.v9i3.1898 

Cui, R., Xin, S., & Li, Z. (2021). Interrogating and redefining the concept of 

consumer inertia. Journal of Consumer Behaviour, 20(1), 21–31. 

https://doi.org/10.1002/cb.1849 

Dick, A. S., & Basu, K. (1994). “Customer Loyalty: Toward an Integrated 

Conceptual Framework,” Journal of the Academy of Marketing Science. 

Jurnal Ekonomi Dan Bisnis Indonesia, 22(2). 

https://doi.org/10.1002/mar.10063
https://doi.org/10.1080/15332969.2016.1217680


83 

 

 

 

Dubé, J. P., Hitsch, G. J., & Rossi, P. E. (2009). Do switching costs make markets 

less competitive? Journal of Marketing Research, 46(4). 

https://doi.org/10.1509/jmkr.46.4.435 

Ghane, S., Fathian, M., & Gholamian, M. R. (2011). Full relationship among e-

satisfaction, e-trust, e-service quality, and e-loyalty: The case of Iran e-

banking. Journal of Theoretical and Applied Information Technology, 33(1). 

Giovani, A. N., & Athansopolou, P. (2014). Gaining customer loyalty in the e-

tailing marketplace: The role of e-service quality, e-satisfaction and e-trust. 

International Journal of Technology Marketing, 9(3), 288. 

https://doi.org/10.1504/ijtmkt.2014.063857 

Gounaris, S., & Stathakopoulos, V. (2004). Antecedents and consequences of brand 

loyalty: An empirical study. Journal of Brand Management, 11(4). 

https://doi.org/10.1057/palgrave.bm.2540174 

Gray, D. M., D’Alessandro, S., Johnson, L. W., & Carter, L. (2017). Inertia in 

services: causes and consequences for switching. Journal of Services 

Marketing, 31(6), 485–498. https://doi.org/10.1108/JSM-12-2014-0408 

Han, X., Kwortnik, R. J., & Wang, C. (2008). Service loyalty: An integrative model 

and examination across service contexts. Journal of Service Research, 11(1). 

https://doi.org/10.1177/1094670508319094 

Harnoto, Fasochah. (2013). Analisis pengaruh kepercayaan dan kualitas layanan 

terhadap loyalitas pelanggan dengan kepuasan konsumen sebagai variabel 

mediasi (Studi kasus pada RS Darul Istiqomah Kaliwungu Kendal). Jurnal 

Ekonomi Manajemen Akuntansi. ISSN 0853-8778. 

Henderson, C. M., Steinhoff, L., Harmeling, C. M., & Palmatier, R. W. (2021). 

Customer inertia marketing. Journal of the Academy of Marketing Science, 

49(2), 350–373. https://doi.org/10.1007/s11747-020-00744-0 

Herington, C., & Weaven, S. (2009). E-retailing by banks: E-service quality and its 

importance to customer satisfaction. European Journal of Marketing, 43(9). 

https://doi.org/10.1108/03090560910976456 

Ho, C. I., & Lee, Y. L. (2007). The development of an e-travel service quality scale. 

Tourism Management, 28(6), 1434–1449. 

https://doi.org/10.1016/j.tourman.2006.12.002 

Jain, H., hy Kesavan, M., Jahng, J., & Ramamurthy, K. (2000). Effective design of 

electronic commerce environments: a proposed theory of congruence and an 

illustration Cite this paper Related papers T he Impact of Elect ronic 

Commerce Environment on User Behavior: T he Case of a Complex P…-Eight 

h Americas Conference on Informat ion Syst ems CONSUMER ONLINE 

https://doi.org/10.1177/1094670508319094


84 

 

 

 

SHOPPING AT T … Effective Design of Electronic Commerce 

Environments: A Proposed Theory of Congruence and an Illustration. In 

SYSTEMS AND HUMANS (Vol. 30, Issue 4). 

Javed, S., Rashidin, Md. S., & Li, B. (2018). Assessing the E-Services of the 

Banking Sector by Using E-Servqual Model: A Comparative Study of Local 

Commercial Banks and Foreign Banks in Pakistan. Journal of Internet 

Banking and Commerce, 23(1). 

Juhria, A., Meinitasari, N., Iqbal Fauzi, F., Yusuf, A., & Ekonomi Bisnis 

Universitas Singaperbangsa, F. (2021). ) 2021, 55-62 

journal.feb.unmul.ac.id/index. JURNALMANAJEMEN, 13(1). 

https://kominfo.go.id, 

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. 

Kim, B., & Kang, M. (2016). How user loyalty and nonconscious inertia influence 

the continued use of mobile communications platforms. International Journal 

of Mobile Communications, 14(4). https://doi.org/10.1504/IJMC.2016.077337 

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. https://doi.org/10.1108/EMJB-10-2013-0053 

Kuo, Y. F., hu, T. L., & Yang, S. C. (2013). Effects of inertia and satisfaction in 

female online shoppers on repeat purchase intention:The moderating roles of 

word of mouth and alternative attraction. Managing Service Quality: An 

International Journal, 23(3), 168–187. 

https://doi.org/10.1108/09604521311312219 

Lee, J., Hwang, H., Trana, A., & Keela, A. (2019). The mediation of effect of inertia 

on service duration. Journal of Applied Structural Equation Modeling, 3(1), 

1-14. https://doi.org/10.47263/JASEM.3(1)02 

Lee, R., & Neale, L. (2012). Interactions and consequences of inertia and switching 

costs. Journal of Services Marketing, 26(5), 365–374. 

https://doi.org/10.1108/08876041211245281 

Limayem, M., Hirt, S. G., & Cheung, C. M. (2007). How habit limits the predictive 

power of intention: The case of information systems continuance. MIS 

quarterly, 705-737. 

Lin, J., Wang, B., Wang, N., & Lu, Y. (2014). Understanding the evolution of 

consumer trust in mobile commerce: A longitudinal study. Information 

https://doi.org/10.1108/09604521311312219
https://doi.org/10.1108/08876041211245281


85 

 

 

 

Technology and Management, 15(1), 37–49. https://doi.org/10.1007/s10799-

013-0172-y 

Lytle, R. S., Hom, P. W., & Mokwa, M. P. (1998). SERV*OR: A managerial 

measure of organizational service-orientation. Journal of Retailing, 74(4). 

https://doi.org/10.1016/S0022-4359(99)80104-3 

Making, I. C. D. (2015). Abdullah, Thamrin Dan Francis Tantri.,(2013)., 

Manajemen Pemasaran. Cet. Ii. Jakarta: PT Raja Grafindo Persada. Adam 

Akbar (2011): Pengaruh Kualitas Produk, Citra Merek dan Harga Terhadap 

Proses Keputusan Pembelian Mobil Toyota Avanza Pada Dealer Tunas Toyota 

di Surabaya Universitas Airlangga Jurnal Manajemen dan. Jurnal Ekonomi 

dan Bisnis, 1. 

Maulana, S. M., Susilo, H., & Riyadi. (2015). Implementasi E-Commerce Sebagai 

Media Penjualan Online (Studi Kasus Pada Toko Pastbrik Kota Malang). 

Jurnal Administrasi Bisnis (JAB), 29(1). 

Maute, M. F., & Forrester, W. R. (1993). The structure and determinants of 

consumer complaint intentions and behavior. Journal of Economic 

Psychology, 14(2). https://doi.org/10.1016/0167-4870(93)90001-2 

Nasution, S. (2017). Variabel penelitian. Jurnal Raudhah, 5(2). 

Parasuraman, A., Zeithaml, V. A., & Malhotra, A. (2005). E-S-QUAL a multiple-

item scale for assessing electronic service quality. Journal of Service 

Research, 7(3), 213–233. https://doi.org/10.1177/1094670504271156 

Polites, & Karahanna. (2012). Shackled to the Status Quo: The Inhibiting Effects 

of Incumbent System Habit, Switching Costs, and Inertia on New System 

Acceptance. MIS Quarterly, 36(1), 21. https://doi.org/10.2307/41410404 

Rakhmawati, N. A., Permana, A. E., Reyhan, A. M., & Rafli, H. (2021). ANALISA 

TRANSAKSI BELANJA ONLINE PADA MASA PANDEMI COVID-19. 

Jurnal Teknoinfo, 15(1). https://doi.org/10.33365/jti.v15i1.868 

Rahmawati, A., Tairas, M. M. W., & Nawangsari, N. A. F. (2018). Children’s 

school readiness: teachers’ and parents’ perceptions. International Journal of 

Pedagogy and Teacher Education, 2(1), 9-20. 

Rizki, A. N., Puspaningtyas, A., Prabowo, P., Setiawan, E. B., & Tasran, C. (2021). 

Comparison of the role of digital e-ticketing in improving the quality of service 

and customer satisfaction. http://proceedings.itltrisakti.ac.id/index.php/altr 

Şahin, A., Zehir, C., & Kitapçi, H. (2011). The effects of brand experiences, trust 

and satisfaction on building brand loyalty; an empirical research on global 

brands. Procedia - Social and Behavioral Sciences, 24, 1288–1301. 

https://doi.org/10.1016/j.sbspro.2011.09.143 

https://doi.org/10.1016/S0022-4359(99)80104-3
https://doi.org/10.1016/0167-4870(93)90001-2
https://doi.org/10.33365/jti.v15i1.868
https://doi.org/10.1016/j.sbspro.2011.09.143


86 

 

 

 

Santos, J. (2003). E-service quality: a model of virtual service quality dimensions. 

Managing Service Quality: An International Journal. 13(3), 233-246. 

https://doi.org/10.1108/0960452010476490 

Shi, X., Lin, Z., Liu, J., & Hui, Y. K. (2018). Consumer loyalty toward smartphone 

brands: The determining roles of deliberate inertia and cognitive lock-in. 

Information and Management, 55(7), 866–876. 

https://doi.org/10.1016/j.im.2018.03.013 

Su, A. Y. L. (2004). Customer satisfaction measurement practice in Taiwan hotels. 

International Journal of Hospitality Management, 23(4). 

https://doi.org/10.1016/j.ijhm.2004.02.002 

Szymanski, D. M., & Henard, D. H. (2001). Customer satisfaction: A meta-analysis 

of the empirical evidence. Journal of the Academy of Marketing Science, 

29(1). https://doi.org/10.1177/009207030102900102 

Tu, C. C., Fang, K., & Lin, C. Y. (2012). Perceived ease of use, trust, and 

satisfaction as determinants of loyalty in e-auction marketplace. Journal of 

Computers, 7(3), 645–652. https://doi.org/10.4304/jcp.7.3.645-652 

van Doorn, J., & Verhoef, P. C. (2008). Critical Incidents and the Impact of 

Satisfaction on Customer Share. Journal of Marketing, 72, 123–142. 

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

White, L., & Yanamandram, V. (2004). Why customers stay: Reasons and 

consequences of inertia in financial services. Managing Service Quality: An 

International Journal, 14. https://doi.org/10.1108/09604520410528608 

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

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

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

Wu, L. W. (2011). Satisfaction, inertia, and customer loyalty in the varying levels 

of the zone of tolerance and alternative attractiveness. Journal of Services 

Marketing, 25(5), 310–322. https://doi.org/10.1108/08876041111149676 

Yanamandram, V., & White, L. (2010). Are inertia and calculative commitment 

distinct constructs?: An empirical study in the financial services sector. 

International Journal of Bank Marketing, 28(7). 

https://doi.org/10.1108/02652321011085202 

Yoo, B., & Donthu, N. (2001). Developing a scale to measure the perceived quality 

of an internet shoping site (sitequal). 



87 

 

 

 

Zeelenberg, M., & Pieters, R. (2004). Beyond valence in customer dissatisfaction: 

A review and new findings on behavioral responses to regret and 

disappointment in failed services. Journal of Business Research, 57(4). 

https://doi.org/10.1016/S0148-2963(02)00278-3 

Zeithaml, V. A., Parasuraman, A., & Malhotra, A. (2000). A Conceptual 

Framework for Understanding e-Service Quality: Implications for Future 

Research and Managerial Practice. 

  

INTERNET: 

Aptika.kominfo.go.id. 2021. Warganet Meningkat, Indonesia Perlu Tingkatkan 

Nilai Budaya di Internet. (Online) 

(https://aptika.kominfo.go.id/2021/09/warganet-meningkat-indonesia-perlu-

tingkatkan-nilai-budaya-di-internet/), diakses pada tanggal 8 Mei 2022 

Christy, Firdhy., E. 2020. Top E-Commerce di Indonesia Kuartal I 2020. (Online) 

(https://data.tempo.co/data/907/top-10-e-commerce-di-indonesia-kuartal-i-

2020), diakses pada tanggal 12 Mei 2022. 

  

 

 

 

 

 

  

https://aptika.kominfo.go.id/2021/09/warganet-meningkat-indonesia-perlu-tingkatkan-nilai-budaya-di-internet/
https://aptika.kominfo.go.id/2021/09/warganet-meningkat-indonesia-perlu-tingkatkan-nilai-budaya-di-internet/
https://data.tempo.co/data/907/top-10-e-commerce-di-indonesia-kuartal-i-2020
https://data.tempo.co/data/907/top-10-e-commerce-di-indonesia-kuartal-i-2020

