DAFTAR PUSTAKA

Al-dweeri, R. M., Ruiz Moreno, A., Montes, F. J. L., Obeidat, Z. M., & Al-dwairi,
K. M. (2019). The effect of e-service quality on Jordanian student’s e-loyalty:
an empirical study in online retailing. Industrial Management & Data
Systems, 119(4), 902-923. https://doi.org/10.1108/IMDS-12-2017-0598

Bettayeb, A., & Al Marri, K. (2021). Does team integration effect the successful
implementation of digital transformation? ACM International Conference
Proceeding Series. https://doi.org/10.1145/3485557.3485583

Bougie, R., & Sekaran, U. (2019). Research Methods For Business.
https://books.google.co.id/books?id=ikIGEAAAQBAJ&Ipg=PP1&pg=PP1#v
=onepage&q&f=false

Cahyani, A., Gunadi, I. M. A., & Mbulu, Y. P. (2019). PENGARUH CUSTOMER
EXPERIENCE TERHADAP REPURCHASE INTENTION PADA PT.
TRAVELOKA INDONESIA. 4(1), 25-36.

Chaniago, H., & Khare. (2021). Analisis Kualitas Pelayanan , Kualitas Produk ,
dan Harga pada Loyalitas Konsumen Nano Store Analysis of Service Quality
, Products Quality , and The Price on Nano Store Consumers ’ Loy ...
Available at https://ijabo.a3i.or.id Analisis Kualitas Pelayanan. February.

Diyanti, S., Yuliniar, Y., & Suharyati, S. (2021). Customer Experience, Kepuasan
Pelanggan Dan Repurchase Intention Pada E-Commerce Shopee. Prosiding
Konferensi Riset Nasional Ekonomi, Manajemen, Dan Akuntansi, 2, 677-6809.

Fiona, D. R. (2019). Pengaruh Promosi Penjualan dan E-service Quality Terhadap
Minat Beli Ulang Melalui Kepuasan Pelanggan (Studi pada pelanggan Gopay
di Jabodetabek). Jurnal Administrasi Bisnis, 8(1), 37.
https://ejournal3.undip.ac.id/index.php/jiab/article/view/26434

Foster, Bob, D. (2021). Book Chapter Pendidikan Pemasaran di Era Digital 4.0.
Bitread Digital Publishing.

Gozali, I., & Lathan, H. (2020). Partial Last Squares Konsep, Teknik dan Aplikasi
Menggunakan Program SmartPLS 3.0 Untuk Penelitian Empiris (2 ed.).
Badan Penerbit UNDIP.

Hikmah, A. N., & Riptiono, S. (2020). Pengaruh Customer Engagement dan E-

Rafli Aditya Risaldi, 2022 59
PENGARUH E-SERVICE QUALITY DAN CUSTOMER EXPERIENCE TERHADAP REPURCHASE
INTENTION (Pengguna Shopee di Kota Tangerang)

UPN Veteran Jakarta, Fakultas Ekonomi dan Bisnis, S1 Manajemen
[www.upnvj.ac.id-www.library.upnvj.ac.id-www.repository.upnvj.ac.id]



60

Service Quality Terhadap Online Repurchase Intention dengan Customer
Satisfaction Sebagai Variabel Intervening pada Marketplace Shopee. Jurnal
IImiah Mahasiswa Manajemen, Bisnis Dan Akuntansi (JIMMBA), 2(1), 89—
100. https://doi.org/10.32639/jimmba.v2i1.447

Huang, Z., Lou, Y., & Wang, D. (2019). Online customer service quality of online
shopping: evidence from Dangdang.com. Cluster Comput 22, 6, 15285—
15293. https://doi.org/https://doi.org/10.1007/s10586-018-2565-5

Irwansyah, A., & Mappadeceng, R. (2018). Pengaruh E-Service Quality Terhadap
Customer Loyalty Melalui Customer Satisfaction Pada Toko on Line Buka
Lapak. J-MAS (Jurnal Manajemen Dan Sains), 3(2), 128.
https://doi.org/10.33087/jmas.v3i2.50

Ishmael, & Dei, R. (2018). Effects of Service Quality and Customer Satisfaction
on Repurchase Intention in Restaurants on University of Cape Coast Campus.
Journal of Tourism, Heritage & Services Marketing, 4(1), 27-36.
http://doi.org/10.5281/zenodo.1247542

Jayaputra, R., Sesilya, D., Program, K., Management, B., Manajemen, S., Bisnis,
F., & Ekonomi, D. (2022). Pengaruh E-Service Quality Dan E-Trust
Jayaputra, R., Sesilya, D., Program, K., Management, B., Manajemen, S.,
Bisnis, F., & Ekonomi, D. (2022). Pengaruh E-Service Quality Dan E-Trust
Terhadap Repurchase Intention Melalui E-Customer Satisfaction Pada Peng.
10(2).

Juniar, A. M., & Uci, J. (2021). Belanja Online di Masa Pandemi Covid-19: Studi
Kasus Ibu-ibu Rumah Tangga di Kota Makassar. Emik, 4(1), 37-51.
https://doi.org/10.46918/emik.v4i1.850

KARIM, F. A. (2019). Pengaruh Iklan, Persepsi Harga, Dan E-Service Quality
Terhadap Minat Pembelian Kembali Pada Pengguna Airyromms Di
Yogyakarta. In Journal of Chemical Information and Modeling (Vol. 53,
Issue 9).

Kawaf, F., & Tagg, S. (2012). Online shopping environments in fashion shopping:
An S-O-R based review.
https://doi.org/https://doi.org/10.1362/146934712X13366562572476

Kotler, P., Armstrong, G., Harris, L., and H. H. (2020). Principles of Marketing,

Rafli Aditya Risaldi, 2022

PENGARUH E-SERVICE QUALITY DAN CUSTOMER EXPERIENCE TERHADAP REPURCHASE
INTENTION (Pengguna Shopee di Kota Tangerang)

UPN Veteran Jakarta, Fakultas Ekonomi dan Bisnis, S1 Manajemen
[www.upnvj.ac.id-www.library.upnvj.ac.id-www.repository.upnvj.ac.id]



61

8th European Edition. Pearson.

Kusmita, A. C., Farida, N., & Saryadi, S. (2022). PENGARUH E-TRUST DAN
E-SERVICE QUALITY TERHADAP ONLINE REPURCHASE
INTENTION MELALUI E-SATISFACTION (Pada Mahasiswa S1 FISIP
yang Pernah Berbelanja di Lazada). Jurnal limu Administrasi Bisnis, 10(3),
1307-1318. https://doi.org/10.14710/jiab.2021.32135

Ladhari, R. (2010). Developing e-service quality scales: A literature review.
Journal of Retailing and Consumer Services, 17(6), 464-477.
https://doi.org/https://doi.org/10.1016/j.jretconser.2010.06.003

Lemke, F., Wilson, A., & Mclean, G. (2020). Customer coproduction in
healthcare service delivery: Examining the influencing effects of the social
context. Journal of Business Research, 120, 82-93.
https://doi.org/https://doi.org/10.1016/j.jbusres.2020.07.037

Made, N., Febriani, A., Ketut, I. G. A., & Ardani, S. (2021). The Influence of
Customer Experience, Ease of Use, and Trust on Repurchase Intention (Case
Study of Tokopedia Consumers in Denpasar). American Journal of
Humanities and Social Sciences Research, 5, 378-383. www.ajhssr.com

Meyer, C., & Schwager, A. (2007). Understanding Customer Experience. Havard
Business Publishing.

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.

Nunan, D., Malhotra, N. K., & Briks, D. F. (2020). Marketing Research: Applied
Insight. https://books.google.co.id/books?id=r-
ksEAAAQBAI&Ipg=PT22&0ts=80_GRP9seO&dg=malhotra dan naresh
2015&Ir&pg=PT637#v=0nepage&qg=malhotra dan naresh 2015&f=false

Nurfadhila, Luky, Rahayuningsi, E. S. (2021). Buletin Ekonomika Pembangunan.
Buletin Ekonomika Pembangunan Vol 1, 2(1), 224-232.

Pham, Q. T., Tran, X. P., Misra, S., Maskeliunas, R., & Damasevicius, R. (2018).
Relationship between convenience, perceived value, and repurchase intention

in online shopping in Vietnam. Sustainability (Switzerland), 10(1).

Rafli Aditya Risaldi, 2022

PENGARUH E-SERVICE QUALITY DAN CUSTOMER EXPERIENCE TERHADAP REPURCHASE
INTENTION (Pengguna Shopee di Kota Tangerang)

UPN Veteran Jakarta, Fakultas Ekonomi dan Bisnis, S1 Manajemen
[www.upnvj.ac.id-www.library.upnvj.ac.id-www.repository.upnvj.ac.id]



62

https://doi.org/10.3390/su10010156

Priambodo, D. A., & Farida, N. (2020). Pengaruh E-Website Quality dan E-
Service Quality terhadap E-Repurchase Intention melalui E-Trust ( Studi pada
Konsumen Produk Fashion Lazada Mahasiswa Universitas Diponegoro ).
Jurnal Administrasi Bisnis, IX(lii), 335-345.

Rachbini, W., Anggraeni, D., & Wulanjani, H. (2021). The influence of electronic
service quality and electronic word of mouth (eWOM) toward repurchase
intention (study on e-commerce in Indonesia). Jurnal Komunikasi: Malaysian
Journal of Communication, 37(1), 42-58. https://doi.org/10.17576/JKMJC-
2021-3701-03

Simanihuruk, M., Kusumawardhani, Y., & Audilla, L. S. (2022). Enhancing
Repurchase Intention at Warung Kopi Tepi Sungai Depok: The Role of
Customer Experience. E-Journal of  Tourism, 9(1), 58.
https://doi.org/10.24922/e0t.v9i1.82285

Soehardi, B. N. (2021). The Effect of the Marketing Mix of MSME Products on
Sales Volume During the Covid-19 Pandemic. Journal of Strategic and
Global Studies, 4(1). https://doi.org/10.7454/jsgs.v4i2.1043

Sudaryono. (2016). Manajemen Pemasaran Teori & Implementasi.

Surahman, Rachmat, S., & Supriyadi, S. (2016). Metodologi Penelitian (1 ed.).
Pusdik SDM Kesehatan.

Tresna, P. W., Herawati, T., & Dai, R. M. (2021). The Influence of Customer
Experience on Repurchase Intention to Shopee Application Users. Review of
Integrative  Business and Economics Research, 10(2), 94-102.
https://www.proquest.com/scholarly-journals/influence-customer-experience-
on-repurchase/docview/2553575087/se-2?accountid=31562

wearesocial. (2021). Headline Internet. Wearesocial.

Wiyata, M. T., Putri, E. P., & Gunawan, C. (2020). Pengaruh Customer
Experience, Ease of Use, dan Customer Trust Terhadap Repurchase Intention
Konsumen Situs Jual Beli Online Shopee di Kalangan Mahasiswa Kota
Sukabumi. Cakrawala, 3(1), 11-21.

Wouisan, D., Candra, D., Tayana, M., Natalia, V., & Bernarto, I. (2020). Pengaruh
Website Design Quality dan E-Service Quality Terhadap Repurchase

Rafli Aditya Risaldi, 2022

PENGARUH E-SERVICE QUALITY DAN CUSTOMER EXPERIENCE TERHADAP REPURCHASE
INTENTION (Pengguna Shopee di Kota Tangerang)

UPN Veteran Jakarta, Fakultas Ekonomi dan Bisnis, S1 Manajemen
[www.upnvj.ac.id-www.library.upnvj.ac.id-www.repository.upnvj.ac.id]



63

Intention Sociolla E-Trust Sebagai Variabel Mediasi. Journal of Computer
Science and Information Systems, 4, 55-67.

Yildirim, G. M. F. (2021). The Role Of Customer Experience For Re-Visit And
Purchase Intention: A Case Study Of Amazon Journal Of Commerce And
Finance. 7(1), 92-108.

Sumber lain:
https://id.wikipedia.org/wiki/Shopee diakses pada 20 Agustus 2022

https://www.cnnindonesia.com dikses pada 21 Agustus 2022

Iprice.co.id 2021 Data Peta E-commerce Indonesia pada kuartal Il (Q2) 2021
diakses

21 Agustus 2022

We Are SocialatauHootsuite (2021), Di akses pada tanggal 22 Agustus 2022

Rafli Aditya Risaldi, 2022

PENGARUH E-SERVICE QUALITY DAN CUSTOMER EXPERIENCE TERHADAP REPURCHASE
INTENTION (Pengguna Shopee di Kota Tangerang)

UPN Veteran Jakarta, Fakultas Ekonomi dan Bisnis, S1 Manajemen
[www.upnvj.ac.id-www.library.upnvj.ac.id-www.repository.upnvj.ac.id]


https://id.wikipedia.org/wiki/Shopee
https://www.cnnindonesia.com/teknologi/20220322133008-192-774626/netizen-keluhkan-shopee-bermasalah

