
92 
 

DAFTAR PUSTAKA 

Agusta, J. (2018). Mobile Payments in Indonesia: Race to Big Data Domination. 

Tersedia di https://medium.com/@joshuaagusta/mobile-payments-in-

indonesia-race-to-big-data-domination-e1fb23211fc4, diakses pada 15 

Februari 2022. 

Aldholay, A. H., Isaac, O., Abdullah, Z., & Ramayah, T. (2018). The role of 

transformational leadership as a mediating variable in DeLone and McLean 

information system success model: The context of online learning usage in 

Yemen. Telematics and Informatics, 35(5), 1421-1437. 

Alwi, S., Alpandi, R. M., Salleh, M. N. M., & Najihah, I. (2019). An Empirical Study 

on the Customers’ Satisfaction on Fintech Mobile Payment Services in 

Malaysia. International Journal of Advanced Science and Technology, 28(16), 

390-400. 

Apidana, Y. H., Suroso, A., & Setyanto, R. P. (2020). Model penerimaan teknologi 

mobile payment pada digital native dan digital immigrant di Indonesia. Jurnal 

Ekonomi, Bisnis, dan Akuntansi, 21(4). 

Balaji, M.S., Kumar Roy, S. and Kok Wei, K. (2016). Does relationship 

communication matter in B2C service relationships?, Journal of Services 

Marketing, 30(2), 186-200. 

Bangdiwala, S. I. (2018). Regression: simple linear. International journal of injury 

control and safety promotion, 25(1), 113-115. 

Becker, K. (2007). Mobile phone: the new way to pay. Federal Reserve Bank of Boston. 

Beetles, A.C. and Harris, L.C. (2010). The role of intimacy in service relationships: an 

exploration. Journal of Services Marketing, 24(5) 347-358.  

Benjamin, F. (2020). Simply Psychology. Simplypsychology.org. Tersedia di 

https://www.simplypsychology.org/chi-square.html., diakses pada 23 April 

2022 

Bickmore, T. W., & Picard, R. W. (2005). Establishing and maintaining long-term 

human-computer relationships. ACM Transactions on Computer-Human 

Interaction (TOCHI), 12(2), 293-327. 

Bruner II, G. C., & Kumar, A. (2005). Explaining consumer acceptance of handheld 

Internet devices. Journal of business research, 58(5), 553-558. 

ANALISIS LOYALITAS PEMBAYARAN SELULER OVO TITIK DUA ASPEK KOGNITIF DAN AFEKTIF
SWASTIKA UTAMA, Iin Mayasari, Dr., M.M., MSi
Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

https://medium.com/@joshuaagusta/mobile-payments-in-indonesia-race-to-big-data-domination-e1fb23211fc4
https://medium.com/@joshuaagusta/mobile-payments-in-indonesia-race-to-big-data-domination-e1fb23211fc4
https://www.emerald.com/insight/search?q=M.S.%20Balaji
https://www.emerald.com/insight/search?q=Sanjit%20Kumar%20Roy
https://www.emerald.com/insight/search?q=Khong%20Kok%20Wei
https://www.emerald.com/insight/publication/issn/0887-6045
https://www.emerald.com/insight/publication/issn/0887-6045
https://www-emerald-com.ezproxy.ugm.ac.id/insight/search?q=Andrea%20C.%20Beetles
https://www-emerald-com.ezproxy.ugm.ac.id/insight/search?q=Lloyd%20C.%20Harris
https://www-emerald-com.ezproxy.ugm.ac.id/insight/publication/issn/0887-6045
https://www.simplypsychology.org/chi-square.html


93 
 

Chan, T. K., Cheung, C. M., & Lee, Z. W. (2017). The state of online impulse-buying 

research: A literature analysis. Information & Management, 54(2), 204-217.  

Chen, S. C., Chung, K. C., & Tsai, M. Y. (2019). How to achieve sustainable 

development of mobile payment through customer satisfaction—the SOR 

model. Sustainability, 11(22), 6314. 

Chen, S. C., & Quester, P. G. (2015). The relative contribution of love and trust towards 

customer loyalty. Australasian Marketing Journal (AMJ), 23(1), 13-18. 

Chen, L. Y., & Wu, W. N. (2017). An exploration of the factors affecting users’ 

satisfaction with mobile payments. International Journal of Computer Science 

& Information Technology (IJCSIT), 9(3), 97-105. 

Dahlberg, T., Guo, J., & Ondrus, J. (2015). A critical review of mobile payment 

research. Electronic Commerce Research and Applications, 14(5), 265-284.  

De Bel, J., & Gâza, M. (2011). Mobile Payments 2012-My mobile, my 

wallet. Director, 1-100. 

DeLone, W. H., & McLean, E. R. (2003). The DeLone and McLean model of 

information systems success: a ten-year update. Journal of management 

information systems, 19(4), 9-30. 

Donio, J., Massari, P., Passiante, G. (2006). Customer satisfaction and loyalty in a 

digital environment: an empirical test. Journal of Consumer Marketing. 23(7), 

445–457. 

Gao, L., & Waechter, K. A. (2017). Examining the role of initial trust in user adoption 

of mobile payment services: an empirical investigation. Information Systems 

Frontiers, 19(3), 525-548. 

Ghozali, Imam. (2012). Aplikasi Analisis Multivariate dengan Program IBM SPSS. 

Yogyakarta: Universitas Diponegoro 

Ghozali, I., Latan, H. (2015). Partial Least Squares Konsep, Teknik dan Aplikasi 

Menggunakan Program Smart PLS 3.0 Untuk Penelitian Empiris. Badan 

Penerbit Universitas Diponegoro Semarang. 

Gorla, N., Somers, T. M., & Wong, B. (2010). Organizational impact of system quality, 

information quality, and service quality. The Journal of Strategic Information 

Systems, 19(3), 207-228 

Gross, M. (2018). Mobile shopping loyalty: the salient moderating role of normative 

and functional compatibility beliefs. Technology in Society, 55, 146-159. 

ANALISIS LOYALITAS PEMBAYARAN SELULER OVO TITIK DUA ASPEK KOGNITIF DAN AFEKTIF
SWASTIKA UTAMA, Iin Mayasari, Dr., M.M., MSi
Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/



94 
 

Hair, J., Black, W. C., Babin, B. J., dan Anderson, R. E. (2019). Multivariate Data 

Analysis. Andover: Cengage. 

Hu, L.-t., and Bentler, P. M. (1998). Fit Indices in Covariance Structure Modeling: 

Sensitivity to Underparameterized Model Misspecification. Psychological 

Methods, 3(4): 424-453. 

Kai‐Uwe Brock, J. and Yu Zhou, J. (2012). Customer intimacy. Journal of Business & 

Industrial Marketing, 27(5), 370-383. 

Kemp, Simon. (2021). Digital Around the World. Tersedia di 

https://datareportal.com/global-digital-overview, diakses pada 15 Agustus 

2021 

Kemp, Simon. (2021). Digital 2021:Indonesia. Tersedia di 

https://datareportal.com/reports/digital-2021-indonesia, diakses pada 15 

Agustus 2021  

Karim, K. (2019). Why People in Makassar are not Using E-Money for Transaction. 

Research Gate, (August).  

Kim, E. B., & Yang, H. (2017). The Effect of Service Quality and Company Reputation 

on Customer Satisfaction and Loyalty in Mobile Payment: Moderating Effects 

of Switching Barriers. Journal of Service Research and Studies, 7(2), 17-41. 

Kim, G., Shin, B., & Lee, H. G. (2009). Understanding dynamics between initial trust 

and usage intentions of mobile banking. Information Systems Journal, 19(3), 

283-311. 

Kim, M. K., Park, M. C., Park, J. H., Kim, J., & Kim, E. (2018). The role of 

multidimensional switching barriers on the cognitive and affective satisfaction-

loyalty link in mobile communication services: Coupling in moderating effects. 

Computers in Human Behavior, 87, 212-223. 

Kotler, Philip dan Keller, Kevin Lane. (2016). Marketing Management. Edinburgh: 

Pearson 

Kusuma, A. B., & Tricahyono, D. (2020). Analisis Customer Journey Mapping Untuk 

Meningkatkan Customer Experience Pada Aplikasi Dompet Digital Ovo. 

eProceedings of Management, 7(2), 2015-2021 

Lee, Y., & Kwon, O. (2011). Intimacy, familiarity and continuance intention: An 

extended expectation–confirmation model in web-based services. Electronic 

Commerce Research and Applications, 10(3), 342-357. 

ANALISIS LOYALITAS PEMBAYARAN SELULER OVO TITIK DUA ASPEK KOGNITIF DAN AFEKTIF
SWASTIKA UTAMA, Iin Mayasari, Dr., M.M., MSi
Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

https://www-emerald-com.ezproxy.ugm.ac.id/insight/search?q=Jürgen%20Kai‐Uwe%20Brock
https://www-emerald-com.ezproxy.ugm.ac.id/insight/search?q=Josephine%20Yu%20Zhou
https://www-emerald-com.ezproxy.ugm.ac.id/insight/publication/issn/0885-8624
https://www-emerald-com.ezproxy.ugm.ac.id/insight/publication/issn/0885-8624


95 
 

Lee, J., Lee, J. N., & Tan, B. C. (2015). Antecedents of cognitive trust and affective 

distrust and their mediating roles in building customer loyalty. Information 

Systems Frontiers, 17(1), 159-175. 

Liu, Y., Wang, S., & Wang, X. (2011). A usability-centred perspective on intention to 

use mobile payment. International Journal of Mobile Communications, 9(6), 

541-562. 

Lu, C. C., Wu, L., & Hsiao, W. H. (2019). Developing customer product loyalty 

through mobile advertising: Affective and cognitive perspectives. International 

Journal of Information Management, 47, 101-111.  

Lu, Y., Yang, S., Chau, P. Y., & Cao, Y. (2011). Dynamics between the trust transfer 

process and intention to use mobile payment services: A cross-environment 

perspective. Information & management, 48(8), 393-403.  

Malia, I. (2020). E-Wallet Bakal Tetap Dipakai Meski Strategi Bakar Uang Disetop. 

IDN Times. Tersedia di 

https://www.idntimes.com/business/economy/indianamalia/e-wallet-bakal-

tetap-dipakai-meski-strategi-bakar-uang-disetop/3, diakses pada 12 November 

2020 

Marketplus, Redaksi. (2020). Ipsos Ungkap Kepuasan, Persepsi, dan Loyalitas 

Pengguna Dompet Digital di Indonesia. Marketplus. Tersedia di 

https://marketplus.co.id/2020/11/04/ipsos-ungkap-kepuasan-persepsi-dan-

loyalitas-pengguna-dompet-digital-di-indonesia/, diakses pada 8 September 

2021 

Morrow, J. L., Hansen, M. H., & Pearson, A. W. (2004). The Cognitive and Affective 

Antecedents of General Trust Within Cooperative Organizations. Journal of 

Managerial Issues, 16(1), 48–64.  

Mothersbaugh, D. L., Hawkins, D. I., Kleiser, S. B., Mothersbaugh, L. L., & Watson, 

C. F. (2020). Consumer behavior: Building marketing strategy. McGraw-Hill 

Education. 

Muhammad, Z., Yi, F., Naz, A. S., & Muhammad, K. (2014). An empirical study on 

exploring relationship among information quality, e-satisfaction, e-trust and 

young generation’s commitment to Chinese online retailing. Journal of 

Competitiveness, 6(4), 3-18. 

Mulia, D., Usman, H., & Parwanto, N. B. (2020). The role of customer intimacy in 

increasing Islamic bank customer loyalty in using e-banking and m-banking. 

Journal of Islamic Marketing, 12(6), 1097-1123 

ANALISIS LOYALITAS PEMBAYARAN SELULER OVO TITIK DUA ASPEK KOGNITIF DAN AFEKTIF
SWASTIKA UTAMA, Iin Mayasari, Dr., M.M., MSi
Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

https://www.idntimes.com/business/economy/indianamalia/e-wallet-bakal-tetap-dipakai-meski-strategi-bakar-uang-disetop/3
https://www.idntimes.com/business/economy/indianamalia/e-wallet-bakal-tetap-dipakai-meski-strategi-bakar-uang-disetop/3
https://marketplus.co.id/2020/11/04/ipsos-ungkap-kepuasan-persepsi-dan-loyalitas-pengguna-dompet-digital-di-indonesia/
https://marketplus.co.id/2020/11/04/ipsos-ungkap-kepuasan-persepsi-dan-loyalitas-pengguna-dompet-digital-di-indonesia/


96 
 

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. 

Nasution, H., Fauzi, A., & Rini, E. S. (2019). The effect of e-service quality on e-

loyalty through e-satisfaction on students of Ovo application users at the 

Faculty of Economics and Business, University of North Sumatra, Indonesia. 

European Journal of Management and Marketing Studies, 4(1), 146-162 

Nourallah, M. (2020). A mobile bank application loyalty model: The young bank 

customer perspective (Doctoral dissertation, Mid Sweden University). 

Nurhalim, A. D. (2019). Faktor-Faktor yang Memengaruhi Loyalitas Pengguna OVO 

pada Grab. Jurnal Bina Manajemen, 8(1), 58-73. 

Oliver, R. L. (1999). Whence consumer loyalty?. Journal of marketing, 63(4_suppl1), 

33-44. 

Peng, J., Quan, J., & Zhang, S. (2013). Mobile phone customer retention strategies and 

Chinese e-commerce. Electronic Commerce Research and Applications, 12(5), 

321-327. 

Ponder, N., Holloway, B. B., & Hansen, J. D. (2016). The mediating effects of 

customers’ intimacy perceptions on the trust-commitment relationship. Journal 

of Services Marketing, 30(1), 75-87. 

Pratama, M. R. P., & Widodo, T. (2020). Pengaruh Kecemasan Teknologi Dan Sosial 

Terhadap Niat Menggunakan Ovo Dengan Mediasi Manfaat Layanan 

Pembayaran Mobile Di Bandung. eProceedings of Management, 7(2), 2336-

2361. 

Qasim, H., & Abu-Shanab, E. (2016). Drivers of mobile payment acceptance: The 

impact of network externalities. Information Systems Frontiers, 18(5), 1021-

1034.  

Ramadan, R., & Aita, J. (2018). A model of mobile payment usage among Arab 

consumers. International Journal of Bank Marketing, 36(7), 1213-1234. 

Ringle, Christian M., Wende, Sven, & Becker, Jan-Michael. (2015). SmartPLS 3. 

Boenningstedt: SmartPLS. Tersedia di https://www.smartpls.com, diakses pada 

23 April 2022 

Rizal, H., Yussof, S., Amin, H., & Chen-Jung, K. (2018). EWOM towards homestays 

lodging: extending the information system success model. Journal of 

Hospitality and Tourism Technology, 9(1), 94-108. 

ANALISIS LOYALITAS PEMBAYARAN SELULER OVO TITIK DUA ASPEK KOGNITIF DAN AFEKTIF
SWASTIKA UTAMA, Iin Mayasari, Dr., M.M., MSi
Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

https://www.smartpls.com/


97 
 

Saima, & Khan, M. A. (2020). Effect of social media influencer marketing on 

consumers’ purchase intention and the mediating role of credibility. Journal of 

Promotion Management, 27(4), 503-523. 

Sanayei, A., Ranjbarian, B., Shaemi, A., & Ansari, A. (2011). Determinants of 

customer loyalty using mobile payment services in Iran. Interdisciplinary 

Journal of Contemporary Research in Business, 3(6), 22-34. 

Schierz, P. G., Schilke, O., & Wirtz, B. W. (2010). Understanding consumer 

acceptance of mobile payment services: An empirical analysis. Electronic 

commerce research and applications, 9(3), 209-216. 

Schindler, P. (2019). Business Research Methods (13th ed.). McGraw-Hill Higher 

Education. 

Sekaran, U., & Bougie, R. (2016). Research Method for Business (Seventh Edition). 

Chicester: John Wiley & Sons Ltd. 

Senalasari, W., Rafdinal, W., & Qisthi, A. (2021). Peran Kesiapan Teknologi Dalam 

Minat Menggunakan Aplikasi Pembayaran Seluler Di Masa Pandemi Covid-

19. Jurnal Riset Bisnis dan Investasi, 7(1), 22-32. 

Setiawan, K. (2021). Hingga Akhir 2020, Merchant OVO Sudah Lebih dari 1,5 Juta. 

Tempo. Tersedia di https://bisnis.tempo.co/read/1461645/hingga-akhir-2020-

merchant-ovo-sudah-lebih-dari-15-juta/full&view=ok, diakses pada 11 

November 2021 

Shao, Z., Zhang, L., Li, X., & Guo, Y. (2019). Antecedents of trust and continuance 

intention in mobile payment platforms: The moderating effect of gender. 

Electronic Commerce Research and Applications, 33, 100823.  

Singapore, F. (2022). China, India and Indonesia Record Highest Digital Wallet 

Adoption Rates Across APAC - Fintech Singapore. Tersedia di 

https://fintechnews.sg/58718/e-commerce/china-india-and-indonesia-record-

highest-digital-wallet-adoption-rates-across-apac/., diakses pada 23 April 2022 

Su, Y. S., Chiang, W. L., Lee, C. T. J., & Chang, H. C. (2016). The effect of flow 

experience on player loyalty in mobile game application. Computers in Human 

Behavior, 63, 240-248.  

Talwar, S., Dhir, A., Khalil, A., Mohan, G., & Islam, A. N. (2020). Point of adoption 

and beyond. Initial trust and mobile-payment continuation intention. Journal of 

Retailing and Consumer Services, 55, 102086. 

ANALISIS LOYALITAS PEMBAYARAN SELULER OVO TITIK DUA ASPEK KOGNITIF DAN AFEKTIF
SWASTIKA UTAMA, Iin Mayasari, Dr., M.M., MSi
Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

https://bisnis.tempo.co/read/1461645/hingga-akhir-2020-merchant-ovo-sudah-lebih-dari-15-juta/full&view=ok
https://bisnis.tempo.co/read/1461645/hingga-akhir-2020-merchant-ovo-sudah-lebih-dari-15-juta/full&view=ok
https://fintechnews.sg/58718/e-commerce/china-india-and-indonesia-record-highest-digital-wallet-adoption-rates-across-apac/
https://fintechnews.sg/58718/e-commerce/china-india-and-indonesia-record-highest-digital-wallet-adoption-rates-across-apac/


98 
 

Thakur, R. (2018). The role of self-efficacy and customer satisfaction in driving loyalty 

to the mobile shopping application. International Journal of Retail & 

Distribution Management, 46(3), 283-303 

Tomasi, A. (2007). Technology and intimacy in the philosophy of Georges Bataille. 

Human Studies, 30(4), 411-428.  

Verma, S., Chaurasia, S. S., & Bhattacharyya, S. S. (2019). The effect of government 

regulations on continuance intention of in-store proximity mobile payment 

services. International Journal of Bank Marketing, 38(1), 34-62 

Wang, M. C. H., Wang, E. S. T., Cheng, J. M. S., & Chen, A. F. L. (2009). Information 

quality, online community and trust: a study of antecedents to shoppers' website 

loyalty. International Journal of Electronic Marketing and Retailing, 2(3), 203-

219. 

Yan, Z., Zhang, P., & Deng, R. H. (2012). TruBeRepec: a trust-behavior-based 

reputation and recommender system for mobile applications. Personal and 

Ubiquitous Computing, 16(5), 485-506.  

Yang, F., Tang, J., Men, J., & Zheng, X. (2021). Consumer perceived value and 

impulse buying behavior on mobile commerce: The moderating effect of social 

influence. Journal of Retailing and Consumer Services, 63, 102683. 

Yim, C. K., Tse, D. K., & Chan, K. W. (2008). Strengthening customer loyalty through 

intimacy and passion: Roles of customer–firm affection and customer–staff 

relationships in services. Journal of marketing research, 45(6), 741-756.  

Yuan, S., Liu, L., Su, B., & Zhang, H. (2020). Determining the antecedents of mobile 

payment loyalty: Cognitive and affective perspectives. Electronic Commerce 

Research and Applications, 41, 100971. 

Zeithaml, V.A. (2002). Service excellence in electronic channels. Managing Service 

Quality: An International Journal, 12(3), 135-139. 

Zhou, T., Li, H., & Liu, Y. (2010). The effect of flow experience on mobile SNS users' 

loyalty. Industrial Management & Data Systems, 110(6), 930-946. 

Zuchdi, D. (1995). Pembentukan sikap. Jurnal Cakrawala Pendidikan, 3(3), 51-63. 

 

 

 

ANALISIS LOYALITAS PEMBAYARAN SELULER OVO TITIK DUA ASPEK KOGNITIF DAN AFEKTIF
SWASTIKA UTAMA, Iin Mayasari, Dr., M.M., MSi
Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

https://www.emerald.com/insight/search?q=Valarie%20A.%20Zeithaml
https://www.emerald.com/insight/publication/issn/0960-4529
https://www.emerald.com/insight/publication/issn/0960-4529

