Pengukuran Kinerja Pelaksanaan 1SO25010:2023 pada Aplikasi Gratifikasi Online dengan
Menggunakan

Customer Satisfaction Index (CSI) dan Importance Performance Analysis (IPA)

Mayang Syafira Lintang, Rika Fatimah, P.L., M.Sc., Ph.D.

UNIVERSITAS ) . . . . . . .
GADJAH MADA Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

DAFTAR PUSTAKA

Almarashdeh, 1. (2020). The effect of recovery satisfaction on citizens' loyalty
perception: A case study of mobile government services. International
Journal of Electrical and Computer Engineering (IJECE), 10(4), 4279-4295.
https://doi.org/10.11591/ijece.v10i4.pp4279-4295

Apsari, M., Wardhana, A., & Pradana, M. (2022, September). Analysis of TIX ID
Application’s User Satisfaction Through E-Service Quality Using
Importance-Performance Analysis (IPA) Method. In 3rd Asia Pacific
International Conference on Industrial Engineering and Operations
Management, https://doi.org/10.46254/AP03.20220614

Aziz, Z. A. and Sallow, A. B. (2022). Concepts of e-governance development: a
review. Eurasian Journal of Science and Engineering, 8(1).
https://doi.org/10.23918/eajse.v8ilp51

Bachtiar, M., Anggraini, R. I, & Shalihati, F. (2020). Using The Important
Performance Analysis To Improve Product and Service Attribute
Performance in Regional-Owned Enterprise. Business Review and Case
Studies, 1(1), 14. https://doi.org/10.17358/brcs.1.1.14

Bahri, R. R., & Herawan, E. (2020). The improving of customer satisfaction:
Service triangle approach. Proceedings of the 3rd International Conference
on Research of Educational Administration and Management (ICREAM
2019), Advances in Social Science, Education and Humanities Research, 978-
94-6252-899-4. https://doi.org/10.2991/assehr.k.200130.209

Fath-Allah, A., Cheikhi, L., Idri, A., & Al-Qutaish, R. E. (2018). Towards an e-
government portals quality framework based on ISO 25010. In 2018 6th
International Conference on Control Engineering & Information Technology
(CEIT). Istanbul, Turkey. https://doi.org/10.1109/CEIT.2018.8751906

International Organization for Standardization. (2023). ISO/IEC 25010:2023 -

Systems and software engineering — Systems and software quality
requirements and evaluation (SQuaRE) — System and software quality
models.

Kanaan, A., Al-Hawamleh, A., Abulfaraj, A., Al-Kaseasbeh, H., & Alorfi, A.
(2023). The effect of quality, security and privacy factors on trust and
intention to use e-government services. International Journal of Data and
Network Science, 7(2), 185-198. https://doi.org/10.5267/j.ijdns.2022.11.004

Karsanti, H.T., Nastiti, A.D., & Puspita, G.C. (2023). An Importance-Performance
Analysis Concerning the Quality of Indonesia’s e-Procurement System Based
on ISO/EIC 25010:2011. 2023 International Conference on Computer,
Control, Informatics and its Applications (IC3INA), 78-83.
https://doi.org/10.1109/IC3INA60834.2023.10285795

Komisi Pemberantasan Korupsi. (2023). Laporan tahunan Komisi Pemberantasan
Korupsi 2023. Jakarta.

Komisi Pemberantasan Korupsi. (2020). Arah kebijakan dan strategi pencegahan
korupsi KPK. Jakarta.

52


https://doi.org/10.11591/ijece.v10i4.pp4279-4295
https://doi.org/10.46254/AP03.20220614
https://doi.org/10.23918/eajse.v8i1p51
https://doi.org/10.17358/brcs.1.1.14
https://doi.org/10.2991/assehr.k.200130.209
https://doi.org/10.5267/j.ijdns.2022.11.004

UNIVERSITAS
GADJAH MADA

Pengukuran Kinerja Pelaksanaan 1SO25010:2023 pada Aplikasi Gratifikasi Online dengan
Menggunakan

Customer Satisfaction Index (CSI) dan Importance Performance Analysis (IPA)

Mayang Syafira Lintang, Rika Fatimah, P.L., M.Sc., Ph.D.

Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

Kotler, P., Keller, K. L., & Chernev, A. (2022). Marketing management (16th ed.).
Pearson Education.

Lubis, S. N., Fauzia, L., & Utami, D. (2020). CSI (customer satisfaction index) and
IPA (importance performance analysis) of mandheling coffee in medan. IOP
Conference Series.Earth and Environmental Science, 454(1)
doi:https://doi.org/10.1088/1755-1315/454/1/012007

Martilla, J. A., & James, J. C. (1977). Importance-Performance Analysis. Journal
of Marketing, 41(1), 77-79. https://doi.org/10.1177/002224297704100112

Mulyawan, M., Kumara, I., Swamardika, I., & Saputra, K. (2021). Kualitas Sistem
Informasi Berdasarkan ISO/IEC 25010: Literature Review. Majalah IImiah
Teknologi Elektro, 20(1), 15-28. doi:10.24843/MITE.2021.v20i01.P02

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A Conceptual Model of
Service Quality and Its Implications for Future Research. The Journal of
Marketing, 49(4), 41-50. https://doi.org/10.2307/1251430

Pemerintah Indonesia. (2018). Peraturan Presiden Republik Indonesia Nomor 95
Tahun 2018 tentang Sistem Pemerintah Berbasis Elektronik. Jakarta:
Sekretariat Negara.

Praseptiawan, M., Gultom, M. O. N., & Untoro, M. C. (2022). The evaluation of e-
commerce using the Customer Satisfaction Index and Importance
Performance Analysis. https://doi.org/10.32736/sisfokom.v11i1.1167

Prasetya, D. A., Sari, A. P., Riyantoko, P. A., & Fahrudin, T. M. (2023). The Effect
of Information Quality and Service Quality on User Satisfaction of the
Government of Kabupaten Malang. TIERS Information Technology
Journal, 4(1), 32-42. https://doi.org/10.38043/tiers.v4i1.4328

Silva, F., and Fernandes, O. (2010). Using Importance-Performance Analysis in
Evaluating of Higher Education: A Case Study. ICEMT 2010 International
Conference on Education and Management Technology. IEEE. ISBN: 978-
1-4244-8617-5, 121-123.

Uwamungu, E., Marara, A. A., Munyaneza, E., et al. (2024). Electronic medical
record system user satisfaction and its implications for individual work
performance: The case of a university teaching hospital in Rwanda.
https://doi.org/10.21203/rs.3.rs-4206008/v1

Wang, Zhong-Lei, Hou-Cai Shen, and Jian Zuo. (2019). Risks in Prefabricated
Buildings in China: Importance-Performance Analysis Approach.
Sustainability 11, no. 12: 3450. https://doi.org/10.3390/su11123450

Zulfahri, A. F., Widodo, C. E., & Gernowo, R. (2019). Implementing Importance-
Performance Analysis (IPA) for measuring students satisfaction levels. 2019
International Seminar on Research of Information Technology and Intelligent
Systems (ISRITI), 363-367.

53


https://doi.org/10.1177/002224297704100112
https://doi.org/10.2307/1251430
https://doi.org/10.32736/sisfokom.v11i1.1167
https://doi.org/10.21203/rs.3.rs-4206008/v1
https://doi.org/10.3390/su11123450

	DAFTAR PUSTAKA

