
References 

Asean Up. 2018. Top 10 e-Commerce Siter in Indonesia 2017. Retrieved March 12, 2018, 
from https://aseanup.com/top-e-commerce-sites-indonesia/ 

Bagozzi, R. P., & Yi, Y. 1988. On the Evaluation of Structural Equation Models. Journal of 
the Academy of Marketing Science, 16(1): 74–94. 

Barnes, S. J., & Vidgen, R. T. 2002. An integrative approach to the assessment of e-
commerce quality. Journal of Electronic Commerce Research, 3(2): 114–127. 

blibli.com. 2018. Toko online blibli.com, sensasi belanja online shop ala mall. Retrieved 
January 20, 2018, from https://www.blibli.com/ 

Blut, M. 2016. E-Service Quality: Development of a Hierarchical Model. Journal of 
Retailing, 92(4): 500–517. 

Blut, M., Chowdhry, N., Mittal, V., & Brock, C. 2015. E-Service Quality: A Meta-Analytic 
Review. Journal of Retailing, 91(4): 679–700. 

Brady, M. K., & Robertson, C. J. 2001. Searching for a consensus on the antecedent role of 
service quality and satisfaction: An exploratory cross-national study. Journal of 
Business Research, 51(1): 53–60. 

Brown, J., Broderick, A. J., & Lee, N. 2007. Word of mouth communication within online 
communities: Conceptualizing the online social network. Journal of Interactive 
Marketing, 21(3): 2–20. 

bukalapak.com. 2018. Situs belanja online dan jual beli mudah terpercaya | Bukalapak. 
Retrieved January 20, 2018, from https://www.bukalapak.com/ 

Business.com. 2017. Why Some Customers Prefer Online Business to Traditional Retail 
Stores. Retrieved October 13, 2017, from https://www.business.com/articles/customers-
prefer-online-business-traditional-retail-stores/ 

Chang, M. K., Cheung, W., & Tang, M. 2013. Building trust online: Interactions among trust 
building mechanisms. Information and Management, 50(7): 439–445. 

Chek, Y. L., & Ho, J. S. Y. 2016. Consumer Electronics E-retailing: Why the Alliance of 
Vendors’ E-service Quality, Trust and Trustworthiness Matters. Procedia - Social and 
Behavioral Sciences, 219: 804–811. 

Chin, W. 1998. The partial least squares approach to structural equation modeling. Modern 
Methods for Business Research, 295(2): 295–336. 

Cox, B., & Koelzer, W. 2004. Internet Marketing in Hospitality. New Jersey: Pearson 
Prentice Hall. 

Cronin, J. J., Brady, M. K., & Hult, G. T. M. 2000. Assessing the effects of quality, value, 
and customer satisfaction on consumer behavioral intentions in service environments. 
Journal of Retailing, 76(2): 193–218. 

Dabholkar, P. A. 1996. Consumer evaluations of new technology-based self-service options: 
An investigation of alternative models of service quality. International Journal of 
Research in Marketing, 13(1): 29–51. 

Detik Inet. 2017. Persaingan e-Commerce Indonesia di 2017, Siapa Terpopuler? Retrieved 
March 13, 2018, from https://inet.detik.com/cyberlife/d-3793019/persaingan-e-
commerce-indonesia-di-2017-siapa-terpopuler 

An Assessment of e-Service Quality, Customer Satisfaction, and Customer Trust on Customer
Behaviour
in Online Shopping
ALMIRA FARISA, Professor Paulo Rita
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/



Díaz, E., & Koutra, C. 2013. Evaluation of the persuasive features of hotel chains websites: A 
latent class segmentation analysis. International Journal of Hospitality Management, 
34(1): 338–347. 

ecommerceIQ. 2018. Indonesia - Order Share by Payment Method. Retrieved May 15, 2018, 
from https://ecommerceiq.asia/payments-southeast-asia/ 

Ennew, C. T., Banerjee, A. K., & Li, D. 2000. Managing word of mouth communication: 
empirical evidence from India. International Journal of Bank Marketing, 18(2): 75–
83. 

Fornell, C. 1992. A National Customer Satisfaction Barome- ter: The Swedish Experience. 
Journal of Marketing, 56(1): 6–21. 

Fornell, C., & Larcker, D. 1981. Evaluating structural equation models with unobservable 
variables and measurement error. Journal of Marketing Research, 18(3): 39–50. 

Fortes, N., Rita, P., & Pagani, M. 2017. The effects of privacy concerns, perceived risk and 
trust on online purchasing behaviour. International Journal of Internet Marketing and 
Advertising, 11(4). 

Freischlad, N. 2017. Indonesia’s Long Road to Cashless Payments. Retrieved May 15, 2018, 
from https://www.techinasia.com/indonesias-long-road-to-cashless-payments-pt1 

Gao, F. 2011. A study of online purchase intention: Based on the perspective of customer 
trust. In International Conference on Management and Service Science, MASS 2011. 

Gefen, D. 2002. Customer Loyalty in E-Commerce. Journal of the Association for 
Information Systems, 3(1): 27–53. 

Gefen, D., Straub, D., & Boudreau, M.-C. 2000. Structural equation modeling and regression: 
Guidelines for research practice. Communications of the Association for Information 
Systems, 4(1): 7. 

Gounaris, S., Dimitriadis, S., & Stathakopoulos, V. 2010. An examination of the effects of 
service quality and satisfaction on customers’ behavioral intentions in e-shopping. 
Journal of Services Marketing, 24(2–3): 142–156. 

Gremler, D. D., Gwinner, K. P., & Brown, S. W. 2001. Generating positive word�of�mouth 
communication through customer�employee relationships. International Journal of 
Service Industry Management, 12(1): 44–59. 

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. 2010. Multivariate Data Analysis. 
Vectors. 

Hair, J. F., Ringle, C. M., & Sarstedt, M. 2011. PLS-SEM: Indeed a Silver Bullet. The 
Journal of Marketing Theory and Practice, 19(2): 139–152. 

Hellier, P. K., Geursen, G. M., Carr, R. A., & Rickard, J. A. 2003. Customer repurchase 
intention. European Journal of Marketing, 37(11/12): 1762–1800. 

Henkel, D., Houchaime, N., Locatelli, N., Singh, S., Zeithaml, V. A., & Bitterner. 2006. The 
Impact of emerging WLANs on Incumbent Cellular Service Providers in the U.S. 
Sinagpore: McGraw-Hill. 

Henseler, J., Ringle, C. M., & Sarstedt, M. 2014. A new criterion for assessing discriminant 
validity in variance-based structural equation modeling. Journal of the Academy of 
Marketing Science, 43(1): 115–135. 

Hofstede. (n.d.). Country Comparisson. Retrieved May 10, 2018, from https://www.hofstede-

An Assessment of e-Service Quality, Customer Satisfaction, and Customer Trust on Customer
Behaviour
in Online Shopping
ALMIRA FARISA, Professor Paulo Rita
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/



insights.com/country-comparison/indonesia,the-usa/ 
Hofstede, G. H. 1984. Culture’s Consequences: International Differences in Work-Related 

Values. Newbury Park: SAGE Publications. 
Holloway, B. B., & Beatty, S. E. 2008. Satisfiers and dissatisfiers in the online environment: 

A critical incident assessment. Journal of Service Research, 10(4): 347–364. 
Holloway, B. B., Wang, S., & Parish, J. T. 2005. The role of cumulative online purchasing 

experience in service recovery management. Journal of Interactive Marketing, 19(3): 
54–66. 

Hsin Chang, H., & Wang, H. 2011. The moderating effect of customer perceived value on 
online shopping behaviour. Online Information Review, 35(3): 333–359. 

Investopedia. (n.d.). Electronic Retailing - E-Tailing. Retrieved December 11, 2017, from 
https://www.investopedia.com/terms/e/electronic-retailing-e-tailing.asp 

IPrice. 2018. State of eCommerce Asia Tenggara 2017. Retrieved March 13, 2018, from 
https://iprice.co.id/insights/stateofecommerce2017/ 

Jung, N. Y., & Seock, Y. K. 2017. Effect of service recovery on customers’ perceived justice, 
satisfaction, and word-of-mouth intentions on online shopping websites. Journal of 
Retailing and Consumer Services, 37: 23–30. 

Kau, A., & Wan�Yiun Loh, E. 2006. The effects of service recovery on consumer 
satisfaction: a comparison between complainants and non�complainants. Journal of 
Services Marketing, 20(2): 101–111. 

Keaveney, S. M. 1995. Customer Switching Behavior in Service Industries: An Exploratory 
Study. Journal of Marketing, 59(2): 71–82. 

Kim, S., & Stoel, L. 2004. Apparel retailers: Website quality dimensions and satisfaction. 
Journal of Retailing and Consumer Services, 11(2): 109–117. 

Kitapci, O., Akdogan, C., & Dortyol, İ. T. 2014. The Impact of Service Quality Dimensions 
on Patient Satisfaction, Repurchase Intentions and Word-of-Mouth Communication in 
the Public Healthcare Industry. Procedia - Social and Behavioral Sciences, 148: 161–
169. 

Kotler, P. T., & Armstrong, G. 2012. Principles of Marketing (14th Editi). Upper Saddle 
River: Pearson Prentice Hall. 

Kotler, P. T., & Keller, K. L. 2006. Marketing Management. New Jersey: Pearson Prentice 
Hall. 

lazada.co.id. 2018. Lazada.co.id: Belanja online harga terbaik di Indonesia. Retrieved 
January 20, 2018, from https://www.lazada.co.id/ 

Lee, G., & Lin, H. 2005. Customer perceptions of e�service quality in online shopping. 
International Journal of Retail & Distribution Management, 33(2): 161–176. 

Lee, G., & Xia, W. 2010. Toward agile: an integrated analysis of quantitative and qualitative 
field data on software development agility. MIS Quarterly, 34(1): 87–114. 

Lee, M. K. O., & Turban, E. 2001. A Trust Model for Consumer Internet Shopping. 
International Journal of Electronic Commerce, 6(1): 75–91. 

Leung, D., Law, R., & Lee, H. A. 2011. The perceived destination image of Hong Kong on 
Ctrip.com. International Journal of Tourism Research, 13(2): 124–140. 

An Assessment of e-Service Quality, Customer Satisfaction, and Customer Trust on Customer
Behaviour
in Online Shopping
ALMIRA FARISA, Professor Paulo Rita
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/



Liao, T. H., & Keng, C. J. 2013. Online shopping delivery delay: Finding a psychological 
recovery strategy by online consumer experiences. Computers in Human Behavior, 
29(4): 1849–1861. 

Loiacono, E., Watson, R. T., & Goodhue, D. 2002. WebQualTM: A Web Site Quality 
Instrument. In American Marketing Association: Winter Marketing Educators’ 
Conference (pp. 1–12). 

Loureiro, S. M. C., Cavallero, L., & Miranda, F. J. 2018. Fashion brands on retail websites: 
Customer performance expectancy and e-word-of-mouth. Journal of Retailing and 
Consumer Services, 41: 131–141. 

Maulana, R. 2018. Tren Perilaku Konsumen Belanja Online Indonesia Tahun 2018. Retrieved 
March 13, 2018, from https://id.techinasia.com/tren-perilaku-konsumen-online-
indonesia-menurut-iprice 

McLean, G., & Wilson, A. 2016. Evolving the online customer experience ... is there a role 
for online customer support? Computers in Human Behavior, 60: 602–610. 

Mustikasari, I. 2018. Data 5 Tren Perilaku Konsumen Online Indonesia di Tahun 2018. 
Retrieved March 13, 2018, from https://iprice.co.id/trend/insights/data-5-tren-perilaku-
konsumen-online-indonesia-di-tahun-2018/ 

Mutum, D., Mohd Ghazali, E., Nguyen, B., & Arnott, D. 2014. Online loyalty and its 
interaction with switching barriers. Journal of Retailing and Consumer Services, 21(6): 
942–949. 

Oliveira, T., Alhinho, M., Rita, P., & Dhillon, G. 2017. Modelling and testing consumer trust 
dimensions in e-commerce. Computers in Human Behavior, 71: 153–164. 

Oxford Dictionaries. (n.d.). Definition of Online Shopping in English. Retrieved November 
24, 2017, from https://en.oxforddictionaries.com/definition/online_shopping 

Pan, X., Ratchford, B. T., & Shankar, V. 2002. Can price dispersion in online markets be 
explained by differences in e-tailer service quality? Journal of the Academy of 
Marketing Science. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. 1985. A Conceptual Model of Service 
Quality and Its Implications for Future Research. Journal of Marketing, 49(4): 41. 

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. 

Pereira, H. G., de Fátima Salgueiro, M., & Rita, P. 2017. Online determinants of e-customer 
satisfaction: application to website purchases in tourism. Service Business, 11(2): 375–
403. 

Pereira, H. G., Salgueiro, M. de F., & Rita, P. 2016. Online purchase determinants of loyalty: 
The mediating effect of satisfaction in tourism. Journal of Retailing and Consumer 
Services, 30: 279–291. 

Pham, T. S. H., & Ahammad, M. F. 2017. Antecedents and consequences of online customer 
satisfaction: A holistic process perspective. Technological Forecasting and Social 
Change, 124: 332–342. 

Pires, G. D., Stanton, J., & Rita, P. 2006. The internet, consumer empowerment and 
marketing strategies. European Journal of Marketing, 40(9/10): 936–949. 

Quora. 2017. E-Commerce is affecting brick and mortar retail, but but in the way yiu think. 

An Assessment of e-Service Quality, Customer Satisfaction, and Customer Trust on Customer
Behaviour
in Online Shopping
ALMIRA FARISA, Professor Paulo Rita
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/



Retrieved December 19, 2017, from https://www.forbes.com/sites/quora/2017/11/27/e-
commerce-is-affecting-brick-and-mortar-retail-but-not-in-the-way-you-
think/#781c78ab22bd 

Rasheed, F. A., & Abadi, M. F. 2014. Impact of Service Quality, Trust and Perceived Value 
on Customer Loyalty in Malaysia Services Industries. Procedia - Social and Behavioral 
Sciences, 164: 298–304. 

Ringle, C. M., Sarstedt, M., & Straub, D. 2012. A critical look at the use of PLS-SEM in MIS 
Quarterly. MIS Quarterly (MISQ), 36(1): iii–xiv. 

Saleem, M. A., Zahra, S., & Yaseen, A. 2017. Impact of service quality and trust on 
repurchase intentions – the case of Pakistan airline industry. Asia Pacific Journal of 
Marketing and Logistics, 29(5): 1136–1159. 

Schmidt, S., Cantallops, A. S., & dos Santos, C. P. 2008. The characteristics of hotel websites 
and their implications for website effectiveness. International Journal of Hospitality 
Management, 27(4): 504–516. 

Sharma, G., & Lijuan, W. 2015. The effects of online service quality of e-commerce 
Websites on user satisfaction. The Electronic Library, 33(3): 468–485. 

Shin, J. I., Chung, K. H., Oh, J. S., & Lee, C. W. 2013. The effect of site quality on 
repurchase intention in Internet shopping through mediating variables: The case of 
university students in South Korea. International Journal of Information 
Management, 33(3): 453–463. 

Smith, D., Menon, S., & Sivakumar, K. 2005. Online peer and editorial recommendations, 
trust, and choice in virtual markets. Journal of Interactive Marketing, 19(3): 15–37. 

Solomon, M. R. 2015. Customer Behavior: Buying, Having, and Being. Harlow: Pearson 
Education Limited. 

Statista. (2018a). Number of digital buyers in Indonesia from 2016-2022 (in millions). 
Retrieved May 10, 2018, from https://www.statista.com/statistics/261665/digital-buyer-
penetration-in-indonesia/ 

Statista. (2018b). Number of internet users in Indonesia from 2015 to 2022. Retrieved May 
10, 2018, from https://www.statista.com/statistics/254456/number-of-internet-users-in-
indonesia/ 

Taylor, D. G., & Strutton, D. 2010. Has e-marketing come of age? Modeling historical 
influences on post-adoption era Internet consumer behaviors. Journal of Business 
Research, 63(9–10): 950–956. 

The Asian Banker. 2017. Credit Card Payment Loses Ground in More Markets. Retrieved 
May 15, 2018, from http://www.theasianbanker.com/updates-and-articles/credit-card-
payment-loses-ground-in-more-markets 

tokopedia.com. 2018. Jual beli online aman dan nyaman - Tokopedia. Retrieved January 20, 
2018, from https://www.tokopedia.com/ 

Tsao, W.-C., Hsieh, M.-T., & Lin, T. M. Y. 2016. Intensifying online loyalty! The power of 
website quality and the perceived value of consumer/seller relationship. Industrial 
Management & Data Systems, 116(9): 1987–2010. 

Turel, O., & Connelly, C. E. 2013. Too busy to help: Antecedents and outcomes of 
interactional justice in web-based service encounters. International Journal of 
Information Management, 33(4): 674–683. 

An Assessment of e-Service Quality, Customer Satisfaction, and Customer Trust on Customer
Behaviour
in Online Shopping
ALMIRA FARISA, Professor Paulo Rita
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/



Tuten, T. L., & Solomon, M. R. 2015. Social Media Marketing (Second Edi). London: 
SAGE Publication Ltd. 

Udo, G. J., Bagchi, K. K., & Kirs, P. J. 2010. An assessment of customers’ e-service quality 
perception, satisfaction and intention. International Journal of Information 
Management, 30(6): 481–492. 

Urban, G. L., Amyx, C., & Lorenzon, A. 2009. Online Trust: State of the Art, New Frontiers, 
and Research Potential. Journal of Interactive Marketing, 23(2): 179–190. 

Wang, L., Law, R., Guillet, B. D., Hung, K., & Fong, D. K. C. 2015. Impact of hotel website 
quality on online booking intentions: ETrust as a mediator. International Journal of 
Hospitality Management, 47: 108–115. 

Wang, S., Cavusoglu, H., & Deng, Z. 2016. Early mover advantage in e-commerce platforms 
with low entry barriers: The role of customer relationship management capabilities. 
Information and Management, 53(2): 197–206. 

Wang, X. 2011. The effect of inconsistent word�of�mouth during the service encounter. 
Journal of Services Marketing, 25(4): 252–259. 

Wolfinbarger, M., & Gilly, M. C. 2003. eTailQ: Dimensionalizing, measuring and predicting 
etail quality. Journal of Retailing, 79(3): 183–198. 

Wu, J. J., Chen, Y. H., & Chung, Y. S. 2010. Trust factors influencing virtual community 
members: A study of transaction communities. Journal of Business Research, 63(9–
10): 1025–1032. 

Wu, J. J., Hwang, J. N., Sharkhuu, O., & Tsogt-Ochir, B. 2018. Shopping online and off-line? 
Complementary service quality and image congruence. Asia Pacific Management 
Review, 23(1): 30–36. 

Zeithaml, V. A. 1988. Consumer perceptions of price, quality, and value: a means-end model 
and synthesis of evidence. The Journal of Marketing, 52(3): 2–22. 

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. 1996. The Behavioral Consequences of 
Service Quality. Journal of Marketing, 60(2): 31. 

Zeithaml, V. A., Parasuraman, A., & Malhotra, A. 2002. Service quality delivery through 
web sites: A critical review of extant knowledge. Journal of the Academy of Marketing 
Science, 30(4): 362–375. 

	
  

An Assessment of e-Service Quality, Customer Satisfaction, and Customer Trust on Customer
Behaviour
in Online Shopping
ALMIRA FARISA, Professor Paulo Rita
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/


