ANALISIS FAKTOR-FAKTOR YANG MEMENGARUHI KEPUASAN KONSUMEN PADA M-COMMERCE
DI INDONESIA
DINAR SURYA PRADIPTA, Suci Paramitasari Syahlani, MM, Dr.

Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR PUSTAKA

Alghifari. (2015). Analisis Regresi Untuk Bisnis dan Ekonomi. Yogyakarta: BPFE-
Yogyakarta

Anderson, E.W., Fornell, C. dan Rust, R.T. (1997). Customer satisfaction,
productivity, and profitability: differences between goods and services.
Marketing Science, Vol. 16 No. 2, pp. 129-145.

Anderson, J. C. & Narus, J. A. (1990). A Model of Distributor Firm and
Manufacturer Firm Working Partnerships. Journal of Marketing, 54 (1), 42.

Anderson, R.E., Fornell, C. & Srinivasan, S.S. (2003). E-Satisfaction and E-Loyalty:
A Contingency Framework. Psychology & Marketing, 20 (2), 123-138.

Asosiasi Penyedia Jasa Internet Indonesia (APJII). (2016). Penetrasi dan Perilaku
Pengguna  Internet  Indonesia: Survey  2016. Tersedia  di
https://apjii.or.id/survei2016 diakses pada 29 Mei 2017.

Asosiasi Penyedia Jasa Internet Indonesia (APJII). (2015). Profil Pengguna Internet
Indonesia, 2014. Tersedia di https://apjii.or.id/content/read/39/27/PROFIL-
PENGGUNA-INTERNET-INDONESIA-2014 diakses pada 29 Mei 2017.

Au, Y. A., & Kauffman, R. J. (2008). The Economics of Mobile Payments:
Understanding Stakeholder Issues for An Emerging Financial Technology
Application. Electronic Commerce Research and Applications, 7, 141-164.

Baidu. (2015). Mobile Apps Market Study Indonesia. Tersedia di
https://www.slideshare.net/Baidulndonesia/mobile-apps-market-study-
indonesia/38 diakses pada 6 April 2018.

Chan, F.T.S. dan Chong, A.Y.L. (2013). Analysis of the Determinants of Consumers’
M-commerce Usage Activities. Online Information Review, 37(3), 443-461.

Choti, J., Seol, H., Lee, S., Cho, H. dan Park, Y. (2008). Customer Satisfaction
Factors of Mobile Commerce in Korea. Internet Research, 18 (2), 313-335.

Chong, A.Y.L., Chan, F.T.S. & Ooi, K.B. (2012). Predicting Consumer Decisions to
Adopt Mobile Commerce: Cross Country Empirical Examination between
China and Malaysia. Decision Support Systems, 53 (1), 34-43.

Chong, A.Y.L. (2013a). Understanding Mobile Commerce Continuance Intentions:
An Empirical Analysis of Chinese consumers. Journal of Computer
Information Systems, 53 (4), 22-30.

95


https://apjii.or.id/survei2016
https://apjii.or.id/content/read/39/27/PROFIL-PENGGUNA-INTERNET-INDONESIA-2014
https://apjii.or.id/content/read/39/27/PROFIL-PENGGUNA-INTERNET-INDONESIA-2014
https://www.slideshare.net/BaiduIndonesia/mobile-apps-market-study-indonesia/38
https://www.slideshare.net/BaiduIndonesia/mobile-apps-market-study-indonesia/38

ANALISIS FAKTOR-FAKTOR YANG MEMENGARUHI KEPUASAN KONSUMEN PADA M-COMMERCE
DI INDONESIA
DINAR SURYA PRADIPTA, Suci Paramitasari Syahlani, MM, Dr.

Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Chong, A.Y.L. (2013b). A Two-staged SEM-neural Network Approach for
Understanding and Predicting the Determinants of M-commerce Adoption.
Expert Systems with Applications, 40(4), 1240-1247.

Cooper, D.R. and Schindler, P.S. (2014). Business Research Methods, 12" ed. New
York: McGraw Hill.

Criteo. (2016). State of Mobile Commerce HI1 2016. Tersedia di
http://www.criteo.com/media/5333/criteo-mobilecommercereport-h12016-
us.pdf diakses pada 18 Maret 2017.

Davis, F.D. (1989). Perceived Usefulness, Perceived Ease-of-use, and User
Acceptance of Information Technologies. MIS Quarterly, 13 (3), 319-340.

Davis, F.D., Bagozzi, R.P. & Warshaw, P.R. (1992). Extrinsic and Intrinsic
Motivation to Use Computers in the Workplace. Journal of Applied Social
Psychology,22(14), 1111-1132.

Eggert, A. & Ulaga, W. (2002). Customer Perceived Value: A Substitute for
Satisfaction in Business Markets? Journal of Business & Industrial
Marketing,17 (2/3), 107-118.

Experian (2017). Digital Consumer View 2016 (Asia). Tersedia di
http://www.experian.com.hk/wp-content/uploads/2017/12/2016-Digital-
Consumer-View-Asia-Report-Experian.pdf diakses pada 6 April 2018

Fishbein, M. & Ajzen, 1. (1975). Belief, Attitude, Intention and Behavior: An
Introduction to Theory and Research. Massachusstes, Reading, Boston:
Addison-Wesley.

Google & Ipsos. (2015). Mobile App Marketing Insights: How Consumers Really
Find and Use Your Apps. Tersedia di

https://www.slideshare.net/polenumerique33/mobile-appmarketinginsights1
diakses pada 17 April 2018.

Hair, J.F., Black, W., Babin, B., Anderson, R.F., & Tatham, R. (2006). Multivariate
Data Analysis, 6™ ed. Upper Saddle River, New Jersey: Pearson Prentice Hall.

Ho, S.Y. (2012). The Effects of Localization Personalization on Individuals’
Intention to Use Mobile Services. Decision Support Systems, 53 (2012), 802-
812.

96


http://www.criteo.com/media/5333/criteo-mobilecommercereport-h12016-us.pdf
http://www.criteo.com/media/5333/criteo-mobilecommercereport-h12016-us.pdf
http://www.experian.com.hk/wp-content/uploads/2017/12/2016-Digital-Consumer-View-Asia-Report-Experian.pdf
http://www.experian.com.hk/wp-content/uploads/2017/12/2016-Digital-Consumer-View-Asia-Report-Experian.pdf
https://www.slideshare.net/polenumerique33/mobile-appmarketinginsights1

ANALISIS FAKTOR-FAKTOR YANG MEMENGARUHI KEPUASAN KONSUMEN PADA M-COMMERCE
DI INDONESIA
DINAR SURYA PRADIPTA, Suci Paramitasari Syahlani, MM, Dr.

Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Homburg, C., Koschate, N., & Hoyer, W.D. (2005). Do Satisfied Customer Really
Pay More? A Study of The Relationship between Customer Satisfaction and
Willingness to Pay. Journal of Marketing, 69, 84-96.

IAB. (2016). IAB On Device Research: A Global Perspective of Mobile Commerce.
Tersedia di  https://www.iab.com/wp-content/uploads/2016/09/2016-IAB-
Global-Mobile-Commerce-Report-FINAL-092216.pdf  diakses pada 10
Oktober 2017.

Karahanna, E., Straub, D.W., & Chervany, N.L. (1999). Information Technology
Adoption Across Time: A Cross-Sectional Comparison of Pre-Adoption and
Post Adoption Beliefs. MIS Quarterly, 23 (2), 183-213.

Kim, H. W., Chan, H. C., & Gupta, S. (2007). Value-Based Adoption of Mobile
Internet: An Empirical Investigation. Decision Support Systems, 43 (1), 111—
126.

Kim, C., Mirusmonov, M. & Lee, 1. (2010). An Empirical Examination of Factors
Influencing the Intention to Use Mobile Payment. Computers in Human
Behavior, 26 (3), 310-322.

Kotler, P. & Keller, K.L. (2016). Marketing Management 15" edition. Upper Saddle
River, New Jersey: Pearson Prentice Hall.

Latan, Hengki. (2014). Aplikasi Analisis Data Statistik untuk Ilmu Sosial Sains
dengan IBM SPSS. Bandung: Penerbit Alfabeta.

Liang, T.P., Chen, H.Y., Du, T., Turban, E., & Li, Y. (2012). Effect of
Personalization on The Perceived Usefulness of Online Customer Services: A
Dual-Core Theory. Journal of Electronic Commerce Research, 13 (4), 275-
288.

Liebana-Cabanillas, F., Munoz-Leiva, F., & Rejon-Guardia, F. (2013). The
Determinations of Satisfaction with E-banking. Industrial Management and
Data Systems, 113 (5), 750-767.

Liao, C., Lin, H., Luo, M.M., & Chea, S. (2016). Factor Influencing Online
Shoppers’ Repurchase Intentions: The Roles of Satisfaction and Regret.
Information & Management, 54 (5), 651-668.

Lin, H. H. & Wang, Y. S. (2006). An Examination of the Determinants of Customer

Loyalty in Mobile Commerce Contexts. Information & Management, 43, 271-
282.

97


https://www.iab.com/wp-content/uploads/2016/09/2016-IAB-Global-Mobile-Commerce-Report-FINAL-092216.pdf
https://www.iab.com/wp-content/uploads/2016/09/2016-IAB-Global-Mobile-Commerce-Report-FINAL-092216.pdf

ANALISIS FAKTOR-FAKTOR YANG MEMENGARUHI KEPUASAN KONSUMEN PADA M-COMMERCE
DI INDONESIA
DINAR SURYA PRADIPTA, Suci Paramitasari Syahlani, MM, Dr.

Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Mallat, N., Rossi, M., Tuunainen, V.K. & Oorni, A. (2008). An Empirical
Investigation of Mobile Ticketing Service Adoption in Public Transportation.
Personal and Ubiquitous Computing, 12 (1), 57-65.

Marinkovic, V. & Kalinic, Z. (2017). Antecedents of Customer Satisfaction in Mobile
Commerce: Exploring the Moderating Effect of Customization. Online
Information Review, 41 (2), 138-154

Morgan, R. M., & Hunt, S. D. (1994). The Commitment-trust Theory of Relationship
Marketing. Journal of Marketing, 58, 20-38.

Pappas, 1.0., Giannakos, M.N., & Chrissikopoulos, V. (2012). Personalized Service
in Online Shopping: Enjoyment and Privacy. International Conference on
Information (i-Society 2012).

Pappas, 1.0., Kourouthanassis, P.E., Giannakon, M.N., & Chrissikopoulos, V. (2014).
Shiny Happy People Buying: The Role of Emotions on Personalized E-
Shopping. Electron Markets, 24, 193-206.

Paypal. (2014). PayPal Mobile Research Global Snapshot 2014/2015. Tersedia di
https://www.paypalobjects.com/webstatic/en_US/mktg/pages/stories/pdf/payp
al_mobile global snapshot 2015 2.pdf diakses pada 20 Maret 2017.

Rafig, M., Fulford, H., & Lu, X. (2012). Building Customer Loyalty in Online
Retailing: The Role of Relationship Quality. Journal of Marketing
Management, 29 (3/4), 1-24.

Reza, 1.J. (2016). Transaksi Online Berbasis Mobile Kian Pikat Pengguna
Smartphone. Tersedia di http://tekno.liputan6.com/read/2445342/transaksi-

online-berbasis-mobile-kian-pikat-pengguna-smartphone diakses pada 19
September 2017.

Rogers, EIM. (1995). Diffusion of Innovations 4th ed. New York:The Free Press.

San-Martin, S. & Lopez-Catalan, B. (2013). How Can a Mobile Vendor Get Satisfied
Customers? Industrial Management & Data Systems, 113 (2), 156-170.

San-Martin, S., Prodanova, J., & Jimenez, N. (2015). The Impact of Age in The
Generation of Satisfaction and WOM in Mobile Shopping. Journal of
Retailing and Consumer Services, 23, 1-8.

Sekaran, U. & Bougie, R. (2016). Research Methods for Business:A Skill Building
Approach T" edition. West Sussex: John Wiley and Sons.

98


https://www.paypalobjects.com/webstatic/en_US/mktg/pages/stories/pdf/paypal_mobile_global_snapshot_2015_2.pdf
https://www.paypalobjects.com/webstatic/en_US/mktg/pages/stories/pdf/paypal_mobile_global_snapshot_2015_2.pdf
https://www.paypalobjects.com/webstatic/en_US/mktg/pages/stories/pdf/paypal_mobile_global_snapshot_2015_2.pdf
https://www.paypalobjects.com/webstatic/en_US/mktg/pages/stories/pdf/paypal_mobile_global_snapshot_2015_2.pdf
http://tekno.liputan6.com/read/2445342/transaksi-online-berbasis-mobile-kian-pikat-pengguna-smartphone
http://tekno.liputan6.com/read/2445342/transaksi-online-berbasis-mobile-kian-pikat-pengguna-smartphone

ANALISIS FAKTOR-FAKTOR YANG MEMENGARUHI KEPUASAN KONSUMEN PADA M-COMMERCE
DI INDONESIA
DINAR SURYA PRADIPTA, Suci Paramitasari Syahlani, MM, Dr.

Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Statcounter Globalstats. (2017). Desktop vs Mobile vs Tablet Market Share
Worldwide. Tersedia di http://gs.statcounter.com/platform-market-
share/desktop-mobile-tablet diakses pada 2 Januari 2018.

Sutanto, J., Palme, E., Tan, C.H., Phang, C.W. (2013). Addressing The
Personalization-Privacy Paradox: An Empirical Assesment from a Field
Experiment on Smartphone Users. MIS Quarterly, 37 (4), 1141-1164.

Tempo.co. (2016). Transaksi E-commerce 2017 Bakal Didominasi Via Mobile.
Tersedia di https://m.tempo.co/read/news/2016/02/22/172747239/transaksi-e-

commerce-2017-bakal-didominasi-via-mobile diakses pada 19 September
2017.

Tiwari, R. & Buse, S. (2007). The Mobile Commerce Prospects: A Strategic
Analysis of Opportunities in Banking Sector. Hamburg: Hamburg University
Press.

Thong, J.Y.L., Hong, S.J., & Tam, K.Y. (2006). The Effects of Post-adoption Beliefs
on the Expectation-confirmation Model for Information Technology
continuance. Int. J. Human-Computer Studies, 64, 799-810.

Wang, Y.S. & Liao, Y.W. (2007). The Conceptualization and Measurement of M-
commerce User Satisfaction. Computers in Human Behavior, 23 (1), 381-398.

Wei, T.T., Marthandan, G., Chong, A.Y.L., Ooi, K.B., & Arumugam, S. (2009).
What Drives Malaysian M-commerce Adoption? Industrial Management &
Data Systems, 109 (3), 370-388.

Wu, L. (2012). The Antecedents of Customer Satisfaction and Its Link to Complain
Intentions in Online Shopping: An Integration of Justice, Technology, and
Trust. International Journal of Information Management, 33, 166-176.

Venkatesh, V. (2000). Determinants of Perceived Ease of Use: Integrating Control,
Intrinsic Motivation, and Emotion into the Technology Acceptance Model.
Information System Research, 11 (4), 342 - 365.

Venkatesh, V., Ramesh, V. & Massey, A.P. (2003). Understanding Usability in
Mobile Commerce. Communications of the ACM, 46 (12), 53-56.

Yeh, Y.S. & Li, Y.M. (2009). Building Trust in M-commerce: Contributions from
Quality and Satisfaction. Online Information Review, 33 (6), 1066-1086.

99


http://gs.statcounter.com/platform-market-share/desktop-mobile-tablet
http://gs.statcounter.com/platform-market-share/desktop-mobile-tablet
https://m.tempo.co/read/news/2016/02/22/172747239/transaksi-e-commerce-2017-bakal-didominasi-via-mobile
https://m.tempo.co/read/news/2016/02/22/172747239/transaksi-e-commerce-2017-bakal-didominasi-via-mobile

ANALISIS FAKTOR-FAKTOR YANG MEMENGARUHI KEPUASAN KONSUMEN PADA M-COMMERCE
DI INDONESIA
DINAR SURYA PRADIPTA, Suci Paramitasari Syahlani, MM, Dr.

UNIVERSITAS Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/
GADJAH MADA

Yougov plc. (2017). 2016-Annual Rankings: Indonesia e-Commerce dan m-
Commerce. Tersedia di http://www.brandindex.com/ranking/indonesia/2016-
annual/category/ecommerce-mcommerce diakses pada 2 Januari 2018.

Zarmpou, T., Saprikis, V., Markos, A. and Vlachopoulou, M. (2012). Modeling
Users’ Acceptance of Mobile Services. Electronic Commerce Research, 12 (2),
225-248.

Zhang, L., Zhu, J. & Liu, Q. (2012). A Meta-analysis of Mobile Commerce and the
Moderating Effect of Culture. Computers in Human Behavior, 28 (5), 1902-
1911.

Zhou, T. & Lu, Y. (2010). Examining Mobile Instant Messaging User Loyalty from
the Perspectives of Network Externalities and Flow Experience. Computers in

Human Behavior, 27, 883-889.

Zhou, T. (2011). Examining the Critical Success Factors of Mobile Website Adoption.
Online Information Review, 35 (4), 636-652.

100


http://www.brandindex.com/ranking/indonesia/2016-annual/category/ecommerce-mcommerce
http://www.brandindex.com/ranking/indonesia/2016-annual/category/ecommerce-mcommerce

	Anderson, J. C. & Narus, J. A. (1990). A Model of 
	Asosiasi Penyedia Jasa Internet Indonesia (APJII).
	Criteo. (2016). State of Mobile Commerce H1 2016. 
	Latan, Hengki. (2014). Aplikasi Analisis Data Stat
	Liebana-Cabanillas, F., Munoz-Leiva, F., & Rejon-G
	Liao, C., Lin, H., Luo, M.M., & Chea, S. (2016). F
	Lin, H. H. & Wang, Y. S. (2006). An Examination of

