
 

77 
 

DAFTAR PUSTAKA 

 

Alibaba News. (2020). Lazada Kenalkan 5 Fitur Baru LazMall, Permudah 

Konsumen Temukan Produk Berkualitas. Id.Alibabanews.Com. 

https://id.alibabanews.com/lima-fitur-baru-lazmall-dari-lazada/ 

AlMulhem, A. (2020). Investigating the effects of quality factors and organizational 

factors on university students’ satisfaction of e-learning system quality. 

Cogent Education, 7(1). https://doi.org/10.1080/2331186X.2020.1787004 

Alzaidi, M. S., & Agag, G. (2022). The role of trust and privacy concerns in using 

social media for e-retail services: The moderating role of COVID-19. Journal 

of Retailing and Consumer Services, 68(June), 103042. 

https://doi.org/10.1016/j.jretconser.2022.103042 

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 

Asia Momentum. (2023). Ecommerce In Southeast Asia 2023. Momentum.Asia. 

https://momentum.asia/product/ecommerce-in-southeast-asia-2023 

Bankuoru Egala, S., Boateng, D., & Aboagye Mensah, S. (2021). To leave or retain? 

An interplay between quality digital banking services and customer 

satisfaction. International Journal of Bank Marketing, 39(7), 1420–1445. 

https://doi.org/10.1108/IJBM-02-2021-0072 

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

moderating role of main-bank and wealth status. International Journal of Bank 

Marketing, 37(1), 278–302. https://doi.org/10.1108/IJBM-02-2018-0021 

Busalim, A. H., Ghabban, F., & Hussin, A. R. C. (2021). Customer engagement 

behaviour on social commerce platforms: An empirical study. Technology in 

Society, 64(October 2020), 101437. 

https://doi.org/10.1016/j.techsoc.2020.101437 

Chen, W. (2024). [New report] Ecommerce in Southeast Asia achieves US$114.6 

Billion GMV in 2023. Thelowdown.Momentum.Asia. 

https://thelowdown.momentum.asia/new-report-ecommerce-in-southeast-

asia-achieved-us114-6-billion-gmv-in-2023/ 

Cheng, F. F., Wu, C. S., & Chen, Y. C. (2020). Creating customer loyalty in online 

brand communities. Computers in Human Behavior, 107(181), 105752. 

https://doi.org/10.1016/j.chb.2018.10.018 

DDTCNews. (2024). Transaksi e-Commerce Diprediksi Tembus Rp 1.730 Triliun 

pada 2025. News.Ddtc.Co.Id. 

Desika. (2024). Lazada Sukses Bangun Ekosistem Digital, Bantu UMKM Melek 

Teknologi. Chatnews.Id. https://chatnews.id/read/lazada-sukses-bangun-

ekosistem-digital-bantu-umkm-melek-teknologi 

Dogra, N., & Adil, M. (2024). Should we or should we not? Examining travelers’ 

perceived privacy, perceived security and actual behavior in online travel 

purchases. Journal of Vacation Marketing, 30(1), 123–142. 

https://doi.org/10.1177/13567667221122103 

Pengaruh Kualitas Layanan Elektronik terhadap Kepuasan dan Loyalitas Pengguna Lazada
Dela Haliza Hadi, Rina Herani, S.E., M.Sc.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/



 

78 
 

Domagala, K. (2021). Indonesia ecommerce marketplace GMV reached US$40 

billion, with Shopee and Tokopedia leading. Thelowdown.Momentum.Asia. 

https://thelowdown.momentum.asia/indonesia-ecommerce-marketplace-gmv-

reached-us40-billion-with-shopee-and-tokopedia-leading/ 

Garcia, J. M., Freire, O. B. D. L., Santos, E. B. A., & Andrade, J. (2020). Factors 

affecting satisfaction and loyalty to online group buying. Revista de Gestao, 

27(3), 211–228. https://doi.org/10.1108/REGE-02-2018-0037 

Garson, G. D. (2016). Partial Least Squares: Regression and Structural Equation 

Models. Statistical Associates Publishers. 

Geebren, A., Jabbar, A., & Luo, M. (2021). Examining the role of consumer 

satisfaction within mobile eco-systems: Evidence from mobile banking 

services. Computers in Human Behavior, 114(September 2020), 106584. 

https://doi.org/10.1016/j.chb.2020.106584 

Ghozali, I. (2016). Aplikasi Analisis Multivariete Dengan Program IBM SPSS 23 

(8th ed.). Badan Penerbit Universitas Diponegoro. 

Goutam, D., Ganguli, S., & Gopalakrishna, B. V. (2022). Technology readiness and 

e-service quality – impact on purchase intention and loyalty. Marketing 

Intelligence & Planning, 40(2). 

https://www.emerald.com/insight/content/doi/10.1108/mip-06-2021-

0196/full/html 

Griffin, J. (2005). Customer Loyalty. Erlangga. 

Hair, G, H., Ringle, C., & M., S. (2022). A Primer on Partial Least Squares 

Structura; Equation Modeling (PLS – SEM) (3rd penyut). Sage Publications 

Inc. 

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2017). A Primer on Partial 

Least Squares Structural Equation Modeling (PLS-SEM). (2nd Edition). Sage 

Publications Inc. 

Hair, Ringle, C. ., & Sarstedt, M. (2011). PLS-SEM: Indeed a Silver Bullet. Journal 

of Marketing Theory and Practice. 19, 139–151. 

https://doi.org/10.2753/MTP1069-6679190202 

Huma, S., Ahmed, W., Ikram, M., & Najmi, A. (2024). Influence of mobile 

application service quality and convenience on young customer retention. 

Spanish Journal of Marketing - ESIC. https://doi.org/10.1108/SJME-11-2023-

0310 

Ihsan, A., Li, S., & Alexis, N. (2020). The Importance of Information, System and 

Service Quality of E-commerce Website on Customer Satisfaction and Loyalty 

in Bangladesh. European Journal of Business and Management, 113–131. 

https://doi.org/10.7176/ejbm/12-14-11 

Jatmika, A. (2024). Wajah Baru Sektor E-Commerce, Fokus pada Strategi Jangka 

Panjang untuk Tumbuh Berkelanjutan. Money.Kompas.Com. 

https://money.kompas.com/read/2024/08/15/164114126/wajah-baru-sektor-

e-commerce-fokus-pada-strategi-jangka-panjang-untuk-

tumbuh?page=all#:~:text=Selain AI%2C Lazada juga memaksimalkan,Asia 

Tenggara pada September 2023 

Pengaruh Kualitas Layanan Elektronik terhadap Kepuasan dan Loyalitas Pengguna Lazada
Dela Haliza Hadi, Rina Herani, S.E., M.Sc.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/



 

79 
 

Jha, A., & Saha, D. (2022). Mobile broadband for inclusive connectivity: What 

detersthe high-capacity deployment of 4GLTE innovation in India? 

Information Systems Frontiers, 24(4), 1305–1329. 

Jogiyanto, H. & Abdillah, W. (2014). Konsep & Aplikasi PLS (Partial Least 

Square) untuk Penelitian Empiris. BPFE Fakultas Ekonomika dan Bisnis 

UGM. 

Kalia, P., & Paul, J. (2021). E-service quality and e-retailers: Attribute-based multi-

dimensional scaling. Computers in Human Behavior, 115(October 2020), 

106608. https://doi.org/10.1016/j.chb.2020.106608 

Kapoor, A., Sindwani, R., & Goel, M. (2023). Exploring quick commerce service 

experience: a moderated mediated investigation using SEM and fsQCA. Total 

Quality Management and Business Excellence, 34(13–14), 1896–1919. 

https://doi.org/10.1080/14783363.2023.2213653 

Kar, A. K. (2021). What Affects Usage Satisfaction in Mobile Payments? 

Modelling User Generated Content to Develop the “Digital Service Usage 

Satisfaction Model.” Information Systems Frontiers, 23(5), 1341–1361. 

https://doi.org/10.1007/s10796-020-10045-0 

Katadata. (2023). Transaksi E-commerce Konsumen Usia Tua Terus Meningkat 

Ketimbang Gen Z dan Milenial. Databoks.Katadata.Co.Id. 

https://databoks.katadata.co.id/teknologi-

telekomunikasi/statistik/e3db959da18b8e6/transaksi-e-commerce-konsumen-

usia-tua-terus-meningkat-ketimbang-gen-z-dan-milenial 

Kemendag. (2023). Raih Potensi Ekonomi Digital, Kemendag Dorong Peningkatan 

Digitalisasi UMKM Malang. Kemendag.Go.Id. 

https://www.kemendag.go.id/berita/siaran-pers/raih-potensi-ekonomi-digital-

kemendag-dorong-peningkatan-digitalisasi-umkm-malang#:~:text=Raih 

Potensi Ekonomi Digital%2C Kemendag Dorong Peningkatan Digitalisasi 

UMKM Malang%2C,-Raih Potensi Ekonomi&text=45 W 

Khatoon, S., Zhengliang, X., & Hussain, H. (2020). The Mediating Effect of 

Customer Satisfaction on the Relationship Between Electronic Banking 

Service Quality and Customer Purchase Intention: Evidence From the Qatar 

Banking Sector. SAGE Open, 10(2). 

https://doi.org/10.1177/2158244020935887 

Kontan. (2022). Laju Pertumbuhan Transaksi E-commerce di Indonesia Melambat. 

Insight.Kontan.Co.Id. https://insight.kontan.co.id/news/laju-pertumbuhan-

transaksi-e-commerce-di-indonesia-melambat 

Kumar, V., & Ayodeji, O. G. (2021). E-retail factors for customer activation and 

retention: An empirical study from Indian e-commerce customers. Journal of 

Retailing and Consumer Services, 59(November 2020), 102399. 

https://doi.org/10.1016/j.jretconser.2020.102399 

Lazada. (2025). Lazada. Lazada.Com. 

Li, F., Lu, H., Hou, M., Cui, K., & Darbandi, M. (2021). Customer satisfaction with 

bank services: The role of cloud services, security, e-learning and service 

quality. Technology in Society, 64(July 2020), 101487. 

https://doi.org/10.1016/j.techsoc.2020.101487 

Pengaruh Kualitas Layanan Elektronik terhadap Kepuasan dan Loyalitas Pengguna Lazada
Dela Haliza Hadi, Rina Herani, S.E., M.Sc.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/



 

80 
 

Lin, P. M. C., Au, W. C. W., & Baum, T. (2024). Service quality of online food 

delivery mobile application: an examination of the spillover effects of mobile 

app satisfaction. International Journal of Contemporary Hospitality 

Management, 36(3), 906–926. https://doi.org/10.1108/IJCHM-09-2022-1103 

Mainardes, E. W., Coutinho, A. R. S., & Alves, H. M. B. (2023). The influence of 

the ethics of E-retailers on online customer experience and customer 

satisfaction. Journal of Retailing and Consumer Services, 70(June 2022), 

103171. https://doi.org/10.1016/j.jretconser.2022.103171 

Mofokeng, T. E. (2021). The impact of online shopping attributes on customer 

satisfaction and loyalty: Moderating effects of e-commerce experience. 

Cogent Business and Management, 8(1). 

https://doi.org/10.1080/23311975.2021.1968206 

Molinillo, S., Aguilar-Illescas, R., Anaya-Sánchez, R., & Carvajal-Trujillo, E. 

(2022). The customer retail app experience: Implications for customer loyalty. 

Journal of Retailing and Consumer Services, 65. 

https://doi.org/10.1016/j.jretconser.2021.102842 

Mwiya, B., Katai, M., Bwalya, J., Kayekesi, M., Kaonga, S., Kasanda, E., 

Munyonzwe, C., Kaulungombe, B., Sakala, E., Muyenga, A., & Mwenya, D. 

(2022). Examining the effects of electronic service quality on online banking 

customer satisfaction: Evidence from Zambia. Cogent Business and 

Management, 9(1), 1–23. https://doi.org/10.1080/23311975.2022.2143017 

Obiegbu, C. J., & Larsen, G. (2024). Algorithmic personalization and brand loyalty: 

An experiential perspective. Marketing Theory, 25(2), 199–219. 

https://doi.org/10.1177/14705931241230041 

Oliver, R. L. (1997). Satisfaction: A Behavioral Perspective on the Consumer. 

McGraw-Hill. 

Omar, S., Mohsen, K., Tsimonis, G., Oozeerally, A., & Hsu, J. H. (2021). M-

commerce: The nexus between mobile shopping service quality and loyalty. 

Journal of Retailing and Consumer Services, 60(April 2020), 102468. 

https://doi.org/10.1016/j.jretconser.2021.102468 

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 

Pooya, A., Abed Khorasani, M., & Gholamian Ghouzhdi, S. (2020). Investigating 

the effect of perceived quality of self-service banking on customer satisfaction. 

International Journal of Islamic and Middle Eastern Finance and 

Management, 13(2), 263–280. https://doi.org/10.1108/IMEFM-12-2018-0440 

Rachman, A. (2024). Wow! BI Bilang Transaksi Ecommerce RI di 2023 Capai Rp 

453,75 T. Cnbcindonesia.Com. 

https://www.cnbcindonesia.com/tech/20240117161550-37-506662/wow-bi-

bilang-transaksi-ecommerce-ri-di-2023-capai-rp-45375-t#:~:text=BI Bilang 

Transaksi Ecommerce RI di 2023 Capai Rp 453%2C75 T,-Arrijal 

Rachman%2C CNBC&text=Jakarta%2C CNBC Indonesia - Bank I 

Rana, M. M., Siddiqee, M. S., & Uddin, M. A. (2025). The service quality 

imperative: Sustaining ridesharing adoption in the developing world. Research 

Pengaruh Kualitas Layanan Elektronik terhadap Kepuasan dan Loyalitas Pengguna Lazada
Dela Haliza Hadi, Rina Herani, S.E., M.Sc.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/



 

81 
 

in Transportation Business and Management, 59(January). 

https://doi.org/10.1016/j.rtbm.2025.101289 

Raza, S. A., Umer, A., Qureshi, M. A., & Dahri, A. S. (2020). Internet banking 

service quality, e-customer satisfaction and loyalty: the modified e-

SERVQUAL model. TQM Journal, 32(6), 1443–1466. 

https://doi.org/10.1108/TQM-02-2020-0019 

Rodríguez, P. G., Villarreal, R., Valiño, P. C., & Blozis, S. (2020). A PLS-SEM 

approach to understanding E-SQ, E-Satisfaction and E-Loyalty for fashion E-

Retailers in Spain. Journal of Retailing and Consumer Services, 57(June). 

https://doi.org/10.1016/j.jretconser.2020.102201 

Ruan, Y., & Mezei, J. (2022). When do AI chatbots lead to higher customer 

satisfaction than human frontline employees in online shopping assistance? 

Considering product attribute type. Journal of Retailing and Consumer 

Services, 68(June). https://doi.org/10.1016/j.jretconser.2022.103059 

Sashikirana, A. K. (2024). Lazada Hadirkan AI Lazzie, Fitur AI Baru untuk 

Tingkatkan Pengalaman Belanja Online. Umkm.Kompas.Com. 

https://umkm.kompas.com/read/2024/11/07/201618783/lazada-hadirkan-ai-

lazzie-fitur-ai-baru-untuk-tingkatkan-pengalaman-

belanja?lgn_method=google&google_btn=onetap 

Sekaran, U., & Bougie, R. (2016). Research Methods for Business. John Wiley & 

Sons Ltd. 

Shaikh, A., Banerjee, S., & Singh, B. (2023). The Differential Impact of e-Service 

Quality’s Dimensions on Trust and Loyalty of Retail Bank Customers in an 

Emerging Market. Services Marketing Quarterly, 44(2–3), 121–141. 

https://doi.org/10.1080/15332969.2022.2161811 

Sheu, P. L., & Chang, S. C. (2022). Relationship of service quality dimensions, 

customer satisfaction and loyalty in e-commerce: a case study of the Shopee 

App. Applied Economics, 54(40), 4597–4607. 

https://doi.org/10.1080/00036846.2021.1980198 

Statista. (2024). Number of users of e-commerce in Indonesia from 2020 to 2029. 

Statista.Com. https://www.statista.com/forecasts/251635/e-commerce-users-

in-indonesia 

Su, D. N., Nguyen, N. A. N., Nguyen, L. N. T., Luu, T. T., & Nguyen-Phuoc, D. 

Q. (2022). Modeling consumers’ trust in mobile food delivery apps: 

perspectives of technology acceptance model, mobile service quality and 

personalization-privacy theory. Journal of Hospitality Marketing and 

Management, 31(5), 535–569. 

https://doi.org/10.1080/19368623.2022.2020199 

Tran, G. A., Ketron, S., Tran, T. P., & Fabrize, R. (2024). Personalization, value 

co-creation, and brand loyalty in branded apps: an application of TAM theory. 

Journal of Strategic Marketing, 32(4), 554–573. 

https://doi.org/10.1080/0965254X.2023.2269946 

Türkdemir, P., Yıldız, E., & Ateş, M. F. (2023). The acquirements of e-service 

quality in fashion e-storescapes: mediating effect in an S-O-R model. 

International Journal of Retail and Distribution Management, 51(6), 755–

Pengaruh Kualitas Layanan Elektronik terhadap Kepuasan dan Loyalitas Pengguna Lazada
Dela Haliza Hadi, Rina Herani, S.E., M.Sc.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/



 

82 
 

772. https://doi.org/10.1108/IJRDM-03-2022-0085 

Tzeng, S. Y., Ertz, M., Jo, M. S., & Sarigöllü, E. (2020). Factors affecting customer 

satisfaction on online shopping holiday. Marketing Intelligence and Planning, 

39(4), 516–532. https://doi.org/10.1108/MIP-08-2020-0346 

Uzir, M. U. H., Al Halbusi, H., Thurasamy, R., Thiam Hock, R. L., Aljaberi, M. A., 

Hasan, N., & Hamid, M. (2021). The effects of service quality, perceived value 

and trust in home delivery service personnel on customer satisfaction: 

Evidence from a developing country. Journal of Retailing and Consumer 

Services, 63(April), 102721. https://doi.org/10.1016/j.jretconser.2021.102721 

Vo, N. T., Hung, V. V., Tuckova, Z., Pham, N. T., & Nguyen, L. H. L. (2022). 

Guest Online Review: An Extraordinary Focus on Hotel Users’ Satisfaction, 

Engagement, and Loyalty. Journal of Quality Assurance in Hospitality and 

Tourism, 23(4), 913–944. https://doi.org/10.1080/1528008X.2021.1920550 

Wattoo, M. U., & Iqbal, S. M. J. (2022). Unhiding Nexus Between Service Quality, 

Customer Satisfaction, Complaints, and Loyalty in Online Shopping 

Environment in Pakistan. SAGE Open, 12(2). 

https://doi.org/10.1177/21582440221097920 

Yang, Z., & Babapour, H. (2023). Critical variables for assessing the effectiveness 

of electronic customer relationship management systems in online shopping. 

Kybernetes, 52(9), 3044–3063. https://doi.org/10.1108/K-10-2021-0952 

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(March). 

https://doi.org/10.1016/j.elerap.2020.100971 

Zariman, N. F. M., Humaidi, N., & Abd Rashid, M. H. (2023). Mobile commerce 

applications service quality in enhancing customer loyalty intention: 

mediating role of customer satisfaction. Journal of Financial Services 

Marketing, 28(4), 649–663. https://doi.org/10.1057/s41264-022-00190-9 

Zhou, Q., Lim, F. J., Yu, H., Xu, G., Ren, X., Liu, D., Wang, X., Mai, X., & Xu, H. 

(2021). A study on factors affecting service quality and loyalty intention in 

mobile banking. Journal of Retailing and Consumer Services, 60(December 

2020), 102424. https://doi.org/10.1016/j.jretconser.2020.102424 

Zia, S., Rafique, R., Rehman, H. U., & Chudhery, M. A. Z. (2023). A comparison 

between E-TailQ and ES-Qual for measuring e-service quality in the retail 

industry: an emerging economy case. TQM Journal, 35(8), 2228–2254. 

https://doi.org/10.1108/TQM-02-2022-0052 

  

Pengaruh Kualitas Layanan Elektronik terhadap Kepuasan dan Loyalitas Pengguna Lazada
Dela Haliza Hadi, Rina Herani, S.E., M.Sc.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/


