
DAFTAR PUSTAKA 

Adil, M., Singh, Y., Subhan, M., Saleh Al-Faryan, M. A., & Ansari, M. S. (2023). 

Do trust in financial institution and financial literacy enhances intention to 
participate in stock market among Indian investors during COVID-19 
pandemic? Cogent Economics & Finance, 1(Q1). 
https://doi.org/10.1080/23322039.2023.2169998 

Aghajanzadeh, M., Aghabayk, K., Esmailpour, J., & De Gruyter, C. (2022). 
Importance — Performance Analysis (IPA) of metro service attributes during 
the COVID-19 pandemic. Case Studies on Transport Policy, 10(3), 
1661-1672. https://doi.org/10.1016/j.cstp.2022.06.005 

Almaiah, M. A., Al-Otaibi, S., Shishakly, R., Hassan, L., Lutfi, A., Alrawad, M., 

Qatawneh, M., & Alghanam, O. A. (2023). Investigating the Role 0f 
Perceived Risk, Perceived Security and Perceived Trust on Smart m-Banking 
Application  Using ~ SEM.  Sustainability — (Switzerland),  15(13). 
https://doi.org/10.3390/sul 5139908 

APIII. (2024). SURVEI PENETRASI INTERNET INDONESIA 2024. 

Apsari, M. R., Wardhana, A., & Pradana, M. (2022). Analysis of TIX ID 
Application User Satisfaction Reviewed from E-Service Quality Using 
Importance-Performance Analysis (IPA) Method. 

Arcand, M., PromTep, S., Brun, I, & Rajaobelina, L. (2017). Mobile banking 

service quality and customer relationships. International Journal of Bank 
Marketing, 35(7), 1068-1089. https://doi.org/10.1108/IJBM-10-2015-0150 

Arif, M., Jonson, T., & Zulkarnaen, A. (2026). SURVEI PENETRASI INTERNET 
DAN PERILAKU PENGGUNAAN INTERNET 2026. 

Bank Indonesia. (2024). LPI BI 2024. 

Bank Mandiri. (2021). Lanjutkan Transformasi Digital Perbankan, Mandiri 
Memperkenalkan Livin' by Mandiri. Retrieved August 27, 2026, from 
https://www.bankmandiri.co.id/en/press-detail?primaryKey=44285018&back 

Url=/en/press 

Bank Mandiri Tbk. (2024). MEMIMPIN HARI INI. 

Bin, S. (2023). Social Network Emotional Marketing Influence Model of 
Consumers’ Purchase Behavior. Sustainability (Switzerland), 15(6). 
https://doi.org/10.3390/su1 5065001 

BPS. (2024). Statistik-telekomunikasi-indonesia-2024. 

Che, M., Say, S. Y. A., Yu, H., Zhou, Q., Shu, J., Sun, W., Luo, X., & Xu, H. (2023). 

Investigating customers’ continuous trust towards mobile banking apps. 

66

Analisis Deskriptif Tingkat Kepentingan dan Kinerja Dimensi Emotional Marketing pada Aplikasi
Livin'
by Mandiri
Siti Tsuraya Ramdani, Dr. Agusta Ika Prihanti Nugraheni, S.E., M.B.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



Humanities and  Social ~ Sciences ~ Communications, 10(1),  960. 

https://doi.org/10.1057/s41599-023-02483-3 

Elsyia, N. L. P. I, Usadha, I D. N., & Suparta, I. N. (2023). ANALISIS EFEK 
SEGI PELAYANAN, HARGA, DAN LOKASI TERHADAP KEPUASAN 

KONSUMEN PENGGUNA LAYANAN E-COMMERCE. KONTAN: Jurnal 

Ekonomi, Manajemen Dan Bisnis, 2(4). 
https://doi.org/10.59818/kontan.v2i4.586 

Gaur, A., & Potnis, D. D. (2022). Service innovations in mobile banking for 
creating value for the poor in developing countries. THE ELECTRONIC 
JOURNAL OF INFORMATION SYSTEMS IN DEVELOPING COUNTRIES, 

88(4). https:/doi.org/10.1002/15d2.12209 

Ghozali, I. (2016). Aplikasi Analisis Multivariete Dengan Program IBM SPSS 23 
(Edisi ke-8). Badan Penerbit Universitas Diponegoro 

GoodStats.  (2024). Mobile Banking Terpopuler di Indonesia 2024. 
https://data. goodstats.id/statistic/mobile-banking-terpopuler-di-indonesia-2 02 
4-MdFQB 

Ho, H., Han, S.-M.,, Cha, J., & Pham, L. (2025). Mobile Banking Customer 

Satisfaction and Loyalty: The Roles of Technology Readiness. Journal of Risk 
and Financial Management, 18(7), 403. 
https://doi.org/10.3390/j1fm18070403 

Jain, P, & Agarwal, G. (2019). Factors affecting mobile banking adoption: An 
empirical study in gwalior region. International Journal of Digital 
Accounting Research, 19, 79-101. https://doi.org/10.4192/1577-8517-v19 4 

Kabakus, A. K., & Kiigiikoglu, H. (2022). The effect of trust on mobile banking 
usage. Ekonomski Vjesnik, 35Q2), 231-246. 
https://doi.org/10.51680/ev.35.2.1 

Kardiman, T. A., Yoga, R., & Indriani, F. (2025). Digital Transformation 
Sustainability in Indonesia’s Banking Sector: A Systematic Review. In 
Arthatama Journal of Business Management and Accounting (Vol. 9, 
Number 2). 

Karim, K., Ilyas, G. B., Umar, Z. A., Tajibu, M. J., & Junaidi, J. (2023). 

Consumers’ awareness and loyalty in Indonesia banking sector: does 
emotional bonding effect matters? Journal of Islamic Marketing, 14(10), 
2668-2686. https://doi.org/10.1108/JTIMA-03-2022-0092 

Kotler, P., & Keller, K. L. (2012). Marketing Management (14th ed.). Pearson 
Education, Inc. 

Laukkanen, T. (2017). Mobile banking. International Journal of Bank Marketing, 
35(7), 1042-1043. https://doi.org/10.1108/ITBM-10-2017-0218 

67

Analisis Deskriptif Tingkat Kepentingan dan Kinerja Dimensi Emotional Marketing pada Aplikasi
Livin'
by Mandiri
Siti Tsuraya Ramdani, Dr. Agusta Ika Prihanti Nugraheni, S.E., M.B.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



Liputan6.com. (2026, 24 Agustus). Rekening donasi demo Pati diblokir, Bank 
Mandiri buka suara. 
https://www.liputan6.com/regional/read/8276484/rekening-donasi-demo-pati 
-diblokir-bank-mandiri-buka-suara 

Meidiana, E. (2016). PENGARUH SERVICE CONVENIENCE TERHADAP 
REVISIT INTENTION. 

Muchamad, O., Handoyo, M.;, & Ernawati, D. (n.d.). ANALISIS TINGKAT 

KUALITAS PELAYANAN JASA DENGAN METODE SERVICE QUALITY 

(ERVQUAL) FUZZY DI PT. POS INDONESIA SIDOARJO. 

Nguyen, G.-D., & Dao, T.-H. T. (2024). Factors influencing continuance intention 
to use mobile banking: an extended expectation-confirmation model with 
moderating role of trust. Humanities and Social Sciences Communications, 
11(1), 276. https:/doi.org/10.1057/s41599-024-02778-z 

OJK. (2024). Layanan Digital Banking. 
https://sikapiuangmu.ojk.go.id/FrontEnd/CMS/Article/345 

Pradana, E. P, Nugraha, J. T., Mukti, A., & Widyantoro, S. (2024). Analisis 

Service Quality dengan Metode Csi Dan Ipa Terhadap Kepuasan Peserta. 

Pranitasari, D., & Sidqi, A. N. (2021). Analisis Kepuasan Pelanggan Elektronik 
Shopee menggunakan Metode E-Service Quality dan Kartesius. Jurnal 
Akuntansi Dan Manajemen, 18(02), 12-31. 
https://doi.org/10.36406/jam.v18102.438 

Purwanto, E., Deviny, J., & Mutahar, A. M. (2020). The Mediating Role of Trust 
in the Relationship Between Corporate Image, Security, Word of Mouth and 
Loyalty in M-Banking Using among the Millennial Generation in Indonesia. 
Management & Marketing. Challenges for the Knowledge Society, 15(2), 
255-274. https://doi.org/10.2478/mmcks-2020-0016 

Rafi, M. F., Nuha, H. H., & Al Makky, M. (2023). Analysis of User Satisfaction 
Levels in the My Tel-U Application Using the e-SERVQUAL and Importance 
Performance Analysis (IPA) Methods. 2023 11th International Conference on 
Information and Communication Technology, ICoICT 2023, 2023-August, 
377-382. https://doi.o1g/10.1109/ICoICT58202.2023.10262499 

Rajaobelina, L., Brun, I, Prom Tep, S., & Arcand, M. (2018). Towards a better 

understanding of mobile banking: the impact of customer experience on trust 
and commitment. Journal of Financial Services Marketing, 23(3-4), 
141-152. https:/doi.org/10.1057/s41264-018-0051-z 

Roeke, A., & Nurlela, S. (2023). Analisis Kualitas Aplikasi Shopee Menggunakan 
Metode Importance Performance Analysis (IP4). Jurnal Infortech, 5(1). 
http://ejournal.bsi.ac.id/ejurnal/index. php/infortech30 

Robinette, S., Brand, C., & Lenz, V. (2001). Emotion Marketing: The Hallmark 

Way of Winning Customers for Life. McGraw-Hill. 

68

Analisis Deskriptif Tingkat Kepentingan dan Kinerja Dimensi Emotional Marketing pada Aplikasi
Livin'
by Mandiri
Siti Tsuraya Ramdani, Dr. Agusta Ika Prihanti Nugraheni, S.E., M.B.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



Sebayang, T. E., Hakim, D. B., Bakhtiar, T, & Indrawan, D. (2024). The 

Investigation of Preference Attributes of Indonesian Mobile Banking Users to 
Develop a Strategy for Mobile Banking Adoption. Journal of Risk and 
Financial Management, 17(3), 109. https://doi.org/10.3390/jrfm17030109 

Shahid, S., Islam, J. U., Malik, S., & Hasan, U. (2022). Examining consumer 

experience in using m-banking apps: A study of its antecedents and 
outcomes. Journal of Retailing and Consumer Services, 65, 102870. 
https://doi.org/10.1016/j jretconser.2021.102870 

Sharma, N. (2024). 4 digital cohort analysis of consumers’ mobile banking app 
experience.  International Journal 0f Consumer  Studies, 48(1). 

hittps:/doi.org/10.1111/ijcs. 12989 

Sugiyono. (2013). Metode Penelitian Kuantitatif Kualitatif dan R&D. Bandung: 
Alfabeta. 

Sugiyono. (2018). Metode Penelitian Kuantitatif Kualitatif dan R&D. Bandung: 
Alfabeta. 

Sugiyono. (2019). Metode Penelitian Kuantitatif Kualitatif dan R&D. Bandung: 
Alfabeta. 

Taghipourian, M. J., & Bakhsh, M. M. (2016). Brand Attachment on Service 
Loyalty in Banking Sector. International Journal of Marketing Studies, 8(5), 
146. https://doi.org/10.5539/ijms.v8n5p146 

Tempo. (2024). Livin by Mandiri Tingkatkan Pengalaman Perbankan dengan Tiga 
Pilar Inovasi. Tempo.Com. 

https://www.tempo.co/info-tempo/livin-by-mandiri-tingkatkan-pengalaman-p 
erbankan-dengan-tiga-pilar-inovasi-38783 . 

Tempo. (2026). Koalisi beberkan dampak pemblokiran rekening pendemo Pati. 
https://www.tempo.co/ekonomi/dampak-pemblokiran-rekening-pendemo-pat 
1-2283529 

Theresa, A. H., Chandra, T., Octafilia, Y., Deli, M. M., & Sarbaeni, S. (2025). 

Optimizing Banking E-Service Excellence: A CSI and IPA Approach to 
Customer Satisfaction. INVEST : Jurnal Inovasi Bisnis Dan Akuntansi, 6(1), 
195-205. https:/doi.org/10.55583/invest.v6il . 1305 

‘Wahju Wibowo, & Imam Nuryanto. (2022). Analisis Kualitas Pelayanan Publik 
dengan Metode Integrasi Servqual dan Diagram Kartesius. E-Bisnis : Jurnal 
Ilmiah Ekonomi Dan Bisnis, 15(1), 195-200. 
https://doi.org/10.51903/e-bisnis.v15i1.808 

Wu, C.-H, Kuo, P-L., Yang, C.-H.,, Chang, Y.-C., & Chen, T.-L. (2023). 

Importance—Performance Analysis (IP4) in Analyzing the Satisfaction 0f 
Administrative  Support in Teaching Practice Research Programs. 

Sustainability, 15(3), 1943. https://doi.org/10.3390/sul 5031943 

69

Analisis Deskriptif Tingkat Kepentingan dan Kinerja Dimensi Emotional Marketing pada Aplikasi
Livin'
by Mandiri
Siti Tsuraya Ramdani, Dr. Agusta Ika Prihanti Nugraheni, S.E., M.B.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



Zhu, J., & Wang, M. (2022). Analyzing the Effect of People Utilizing Mobile 
Technology to Make Banking Services More Accessible. Frontiers in Public 
Health, 10. https://doi.org/10.3389/fpubh.2022.879342 

70

Analisis Deskriptif Tingkat Kepentingan dan Kinerja Dimensi Emotional Marketing pada Aplikasi
Livin'
by Mandiri
Siti Tsuraya Ramdani, Dr. Agusta Ika Prihanti Nugraheni, S.E., M.B.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/


