
 

51 

 

DAFTAR PUSTAKA 

 

APJII. 2018. “Hasil Survei Penetrasi dan Perilaku Pengguna Internet Indonesia 2018”. 

Diakses pada 15 September 2020. 

https://www.apjii.or.id/content/read/39/410/Hasil-Survei-Penetrasi-dan-Perilaku-

Pengguna-Internet-Indonesia-2018  

Susilo, R., dan W. Slay. 2013. Indonesia Peringkat ke-2 Pembaca Manga Terbanyak di 

Dunia. Tribun Lifestyle. Diakses pada 15 September 2020 : 

https://www.tribunnews.com/lifestyle/2013/11/29/indonesia-peringkat-ke-2-

pembaca-manga-terbanyak-di-dunia. 

-----------------. Kamus Besar Bahasa Indonesia. [Online]. Tersedia di 

https://kbbi.kemdikbud.go.id/entri/komik. Diakses 15 September 2020 

Atmowiloto, A. (1982). Komik dan Kebudayaan Nasional. Majalah Analisis 

Kebudayaan, Tahun ke II, Nomor 1, 1981-82, hal. 109-120. Jakarta: Departemen 

Pendidikan dan Kebudayaan. 

Antara, dan M. Tarigan. 2018. Komik Semakin Berkembang, Akan Ada Asosiasi 

Komik Indonesia. Dari TEMPO.CO. Diakses pada 15 September 2020 : 

https://gaya.tempo.co/read/1082626/komik-semakin-berkembang-akan-ada-

asosiasi-komik-indonesia/full&view=ok 

Zetizen. 2016. Komik Cetak vs Komik Online, Apa Kelebihannya?. Zetizen. Diakses 

pada 15 September 2020: https://zetizen.jawapos.com/show/1553/komik-cetak-vs-

komik-online-apa-kelebihannya  

Fullerton, G. (2005), “The service quality-loyalty relationship in retail service: does 

commitmentmatter”,Journal of Retailing and Consumer Service, Vol. 12 No. 2, 

pp. 99-111. 

Lin, T.R. Grace., dan Sun, Chia-Chi. (2009). Factors Influencing Satisfaction And 

Loyalty In Online Shopping: An Integrated Model. Vol 33 No. 3, 458-475. Online 

Information Review. 

Anderson, R.E. and Srinivasan, S.S. (2003), “E-satisfaction and e-loyalty: a 

contingency framework”,Psychology and Marketing, Vol. 20 No. 2, pp. 123-38. 

Faktor-Faktor yang Mempengaruhi Kepuasan dan Loyalitas pada Situs Web Komik Daring
GIBRAN SWADANA, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.
Universitas Gadjah Mada, 2020 | Diunduh dari http://etd.repository.ugm.ac.id/

https://www.tribunnews.com/lifestyle/2013/11/29/indonesia-peringkat-ke-2-pembaca-manga-terbanyak-di-dunia
https://www.tribunnews.com/lifestyle/2013/11/29/indonesia-peringkat-ke-2-pembaca-manga-terbanyak-di-dunia
https://kbbi.kemdikbud.go.id/entri/komik
https://gaya.tempo.co/read/1082626/komik-semakin-berkembang-akan-ada-asosiasi-komik-indonesia/full&view=ok
https://gaya.tempo.co/read/1082626/komik-semakin-berkembang-akan-ada-asosiasi-komik-indonesia/full&view=ok


 

52 

 

Lui, S.S. and Ngo, H.Y. (2005), “The influence of structural and process factors on 

partnershipsatisfaction in interfirm cooperation”,Group & Organization 

Management, Vol. 30 No. 4,pp. 378-97. 

Davis, F.D. (1989), “Perceived usefulness, perceived ease of use, and user acceptance 

of information technology”,MIS Quarterly, Vol. 13 No. 3, pp. 319-40. 

Shih, H.P. (2004), “An empirical study on predicting user acceptance of e-shopping on 

the web”,Information & Management, Vol. 41 No. 3, pp. 351-68. 

Hernandez, B., Jimenez, J. and Martin, M.J. (2009), “Future use intentions versus 

intensity of use:an analysis of corporate technology acceptance”,Industrial 

Marketing Management,Vol. 38 No. 3, pp. 338-54. 

Poddar, A., Donthu, N. and Wei, Y. (2009), “Web site customer orientations, web site 

quality, and purchase intentions: the role of web site personality”,Journal of 

Business Research, Vol. 6No. 4, pp. 441-50. 

Yang, H.E., Wu, C.C. and Wang, K.C. (2008), “An empirical analysis of online game 

service satisfaction and loyalty”,Expert Systems with Applications, Vol. 36 No. 2, 

pp. 1816-25. 

Verhagen, T. and Dolen, W. (2009), “Online purchase intentions: a multi-channel store 

imageperspective”,Information & Management, Vol. 46 No. 2, pp. 77-82. 

Shanker, V., Smith, A. and Rangaswamy, A. (2003), “Customer satisfaction and loyalty 

in onlineand offline environments”,International Journal of Research in 

Marketing, Vol. 20 No. 2,pp. 153-75. 

Parasuraman, A., Zeithaml, V.A. and Berry, L.L. (1985), “A conceptual model of 

service and its implications for further research”,Journal of Marketing, Vol. 48 

No. 3, pp. 41-50. 

Parasuraman, A., Zeithaml, V.A. and Berry, L.L. (1988a), “Communications and 

control processin the delivery of service quality”,Journal of Marketing, Vol. 52, 

April, pp. 35-48. 

Parasuraman, A., Zeithaml, V.A. and Berry, L.L. (1988b), “SERVQUAL: a multiple 

item scale for measuring consumer perceptive of service quality”,Journal of 

Retailing, Vol. 64 No. 1,pp. 12-37. 

Faktor-Faktor yang Mempengaruhi Kepuasan dan Loyalitas pada Situs Web Komik Daring
GIBRAN SWADANA, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.
Universitas Gadjah Mada, 2020 | Diunduh dari http://etd.repository.ugm.ac.id/



 

53 

 

Keeney, R.L. (1999), “The value of internet commerce to the customer”,Management 

Science,Vol. 45 No. 4, pp. 533-42. 

Devaraj, S., Fan, M. and Kohli, R. (2002), “Antecedents of B2C channel satisfaction 

and preference: validating e-commerce metrics”,Information Systems Research, 

Vol. 13 No. 3,pp. 316-33. 

Lai, C.S., Chen, C.S. and Lin, P.J. (2007), “The effects of service quality on customer 

relational benefits in travel website”,PICMT 2007: Portland International Center 

for Management of Engineering and Technology, Proceedings – Management of 

Converging Technologies,Vol. 1-6, pp. 1133-40. 

Oliveira, R.C. (2007), “Evidences from link between quality and loyalty in e-service: an 

empiricalstudy”,Sistemas & Gesta ̃o, Vol. 2 No. 1, pp. 1-15. 

Chiu, J.S. (2006),Strategic Marketing Analysis: Framework and Practical Applications, 

Best Wise,Taipei. 

Coase, R.H. (1988), “The nature of the firm: origin”,Journal of Law, Economics and 

Organization,Vol. 4 No. 1, pp. 3-17. 

Williamson, O.E., Wachter, M.L. and Harris, J.E. (1975), “Understanding the 

employment relation: the analysis of idiosyncratic exchange”,Bell Journal of 

Economics, Vol. 6 No. 1,pp. 250-78. 

Oliver, R.L. (1997),Satisfaction: A Behavior Perspective on the Consumer, McGraw-

Hill, NewYork, NY. 

Szymanski, D.M. and Hise, R.T. (2000), “E-satisfaction: an initial examination”,Journal 

of Retailing, Vol. 76 No. 3, pp. 309-22. 

Hair, J.F., W.C. Black, B.J. Babin, R.E. anderson, R.L.Tatham. 2006 . Multivariate 

Data Analysis, 6Ed., New Jersey : Prentice Hall 

Sekaran, Uma dan Roger Bougie. 2016. Research Methods for Business : A Skill Building 

Approach. John Wiley and Sons, Inc. 

Hair, Joseph F., Mary W. Celsi, David Ortinau, dan Robert Bush. 2013. Essentials of 

Marketing Research. New York: McGraw-Hill. 

Hair, Joseph F., William Black, Barry Babin, dan Rolph Anderson. 2010. Multivariate 

Data Analysis: A Global Perspective. New Jersey: Pearson Education, Inc. 

Faktor-Faktor yang Mempengaruhi Kepuasan dan Loyalitas pada Situs Web Komik Daring
GIBRAN SWADANA, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.
Universitas Gadjah Mada, 2020 | Diunduh dari http://etd.repository.ugm.ac.id/



 

54 

 

Sekaran, Uma & R. Bougie. (2013). Research Methods for Business: A Skill Building 

Approach 6th Edition. Chichester, United Kingdom: John Wiley & Sons. 

Widiatmanti, Herru (2015), “Penghasilan Kelas Menengah Naik = Potensi Pajak?” 

bppk.kemenkeu.go.id. Tersedia di: 

http://www.bppk.kemenkeu.go.id/publikasi/artikel/167-artikel-pajak/21014-

penghasilan-kelas-menengah-naik-potensi-pajak, diakses pada 15 September 

2020 

Ghozali, I. 2011. Model Persamaan Struktural Konsep dan Aplikasi dengan Program 

AMOS 24 Update Bayesian SEM Edisi ke 7. Semarang: Badan Penerbit 

Universitas Diponegoro. 

Flavian, C., Guinaliu, M. and Gurrea, R. (2006), “The role played by perceived 

usability,satisfaction and consumer trust on website loyalty”,Information & 

Management, Vol. 43No. 1, pp. 1-14. 

Ribbink, D., Riel, A.C.R., Liljander, V. and Streukens, S. (2004), “Comfort your online 

customer:quality, trust and loyalty on the internet”,Managing Service Quality, 

Vol. 14 No. 6,pp. 446-56. 

Forker, L.B. and Stannack, P. (2000), “Cooperation versus competition: do buyers and 

suppliersreally see eye-to-eye”,European Journal of Purchasing & Supply 

Management, Vol. 6 No. 1,pp. 31-40. 

 

 

 

 

 

 

 

 

 

 

 

 

Faktor-Faktor yang Mempengaruhi Kepuasan dan Loyalitas pada Situs Web Komik Daring
GIBRAN SWADANA, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.
Universitas Gadjah Mada, 2020 | Diunduh dari http://etd.repository.ugm.ac.id/

http://www.bppk.kemenkeu.go.id/publikasi/artikel/167-artikel-pajak/21014-penghasilan-kelas-menengah-naik-potensi-pajak
http://www.bppk.kemenkeu.go.id/publikasi/artikel/167-artikel-pajak/21014-penghasilan-kelas-menengah-naik-potensi-pajak
http://www.bppk.kemenkeu.go.id/publikasi/artikel/167-artikel-pajak/21014-penghasilan-kelas-menengah-naik-potensi-pajak

	Faktor-Faktor yang Mempengaruhi Kepuasan dan Loyalitas pada Situs Web Komik Daring (HALAMAN JUDUL)
	HALAMAN PENGESAHAN
	PERNYATAAN BEBAS PLAGIASI
	KATA PENGANTAR 
	HALAMAN PERSEMBAHAN 
	DAFTAR ISI 
	DAFTAR TABEL 
	DAFTAR GAMBAR 
	ABSTRACT 
	ABSTRAK 
	BAB I PENDAHULUAN 
	1.1. Latar Belakang 
	1.2. Rumusan Masalah 
	1.3. Pertanyaan Penelitian 
	1.4. Tujuan Penelitian
	1.5. Lingkup Penelitian 
	1.5.1 Obyek Penelitian 
	1.5.2 Lokasi Penelitian 
	1.5.3 Waktu Penelitian 

	1.6. Kontribusi Penelitian 
	1.7. Sistematika Penulisan 

	BAB II LANDASAN TEORI DAN PENGEMBANGAN HIPOTESIS 
	2.1. Landasan Teori  
	2.1.1 Technology Acceptance Factors 
	2.1.2 Website Service Quality 
	2.1.3 Specific Holdup Cost 
	2.1.4 Customer Satisfaction and Loyalty 

	2.2. Model Penelitian 

	BAB III METODE PENELITIAN 
	3.1. Strategi Penelitian 
	3.2. Definisi Operasional dan Pengukuran 
	3.2.1 Technology Acceptance Factors 
	3.2.2 Website Service Quality 
	3.2.3 Specific Holdup Cost 
	3.2.4 Customer Satisfaction 
	3.2.5 Customer Loyalty 

	3.3. Desain Pengambilan Sample 
	3.3.1 Metode Pengambilan Sampel 
	3.3.2 Unit Sampel 
	3.3.3 Ukuran Sampel

	3.4. Metode Pengumpulan Data 
	3.5. Instrumen Penelitian
	3.6. Pengujian Instrumen
	3.7. Metode Analisis Data 

	BAB IV  HASIL PENELITIAN DAN PEMBAHASAN  
	4.1. Karakteristik Responden 
	4.1.1 Jenis Kelamin 
	4.1.2 Usia 
	4.1.3 Pendidikan Terakhir
	4.1.4 Pekerjaan 
	4.1.5 Pendapatan Individu per bulan 
	4.1.6 Lama Bergabung di situs web komik daring
	4.1.7 Intensitas Penggunaan situs web komik daring 

	4.2. Statistik Deskriptif 
	4.3. Uji Validitas 
	4.4. Uji Reliabilitas 
	4.5. Hasil Analisis Data 
	4.5.1. Pembahasan Model Berdasarkan Teori 
	4.5.2. Menyusun Diagram Alur
	4.5.3. Konversi Diagram Alur ke dalam Persamaan Struktural 
	4.5.4. Input Matriks dan Estimasi Model 
	1) Ukuran Sampel 
	2) Uji Normalitas Data 
	3) Identifikasi Outliers 

	4.5.5. Identifikasi Model Struktural 

	4.6. Pengujian Hipotesis 
	4.6.1. Pengaruh Technology Acceptance Factors terhadap Customer Satisfaction 
	4.6.2. Pengaruh Technology Acceptance Factors terhadap Customer Loyalty 
	4.6.3. Pengaruh Website Service Quality terhadap Customer Satisfaction 
	4.6.4. Pengaruh Website Service Quality terhadap Customer Loyalty 
	4.6.5. Pengaruh Specific Holdup Cost terhadap Customer Satisfaction 
	4.6.6. Pengaruh Specific Holdup Cost Terhadap Customer Loyalty 
	4.6.7. Pengaruh Customer Satisfaction terhadap Customer Loyalty 

	4.7. Pembahasan 

	BAB V KESIMPULAN 
	5.1.  Kesimpulan 
	5.2. Implikasi dan Saran 
	5.3. Keterbatasan Penelitian 

	DAFTAR PUSTAKA 
	LAMPIRAN 
	Lampiran 1. Kuesioner Penelitian 
	Lampiran 2 Hasil Uji Validitas 
	Lampiran 3 Uji Reliabilias 
	 Lampiran 4 Uji Outlier 
	Lampiran 5 Uji Hipotesis 


