
1 

 

BIBLIOGRAPHIES 

Amor, Daniel. (2001), “Introduction to Internet Business”. InformIT. Available at: 

http://www.informit.com/articles/article.aspx?p=165183&seqNum=4 

accessed on September 14, 2016.  

   

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

contingency framework,” Psychology & Marketing, Vol. 20, No. 2, 123-

138. 

 

Chao-Min, C., et. al. (2009), “Determinants of costumer repurchase intention in 

online shopping”, Online Information Review, Vol. 33, Iss. 4, 761-784. 

 

Collier, J.E. and Carol, C.B. (2006), “Measuring service quality in e-retailing,” 

Journal of Service Research, Vol. 8, No. 3, 260-275. 

 

Constantinides, E., Lorenzo-Romeroand, C. and Gómez, M.A. (2010), “Effects of 

web experience on consumer choice: a multicultural approach,” Internet 

Research, Vol. 20, No. 2, 188-209. 

 

Connolly, R. and Frank, B. (2007), “Consumer trust in electronic commerce: 

social & technical antecedents,” World Academy of Science, Engineering 

and Technology, Vol. 2, No. 4, 239-248. 

 

Cooper, D. R. dan Schindler, P. S. (2014), Business Research Methods, 12
th

 

edition, New York: McGraw-Hill. 

Cyr, D. (2008), “Modeling web site design across cultures: relationships to trust, 

satisfaction, and e-loyalty,” Journal of Management Information Systems, 

Vol. 24, No. 4, 47-72. 

 

Cyr, D. and Bonanni, C. (2005), “Gender and website design in e-business,” 

International Journal of Electronic Business, Vol. 3, No. 6, 565-582. 

 

Cyr, D., Hassanein, K., Head, M. And Ivanov, A. (2007), “The role of social 

presence in establishing loyalty in e-service environments,” Interacting 

with Computers Journal, Vol. 19, No.1, 43-56. 

 

Doong, H.S., Wang, H.C. and Shih, H.C. (2008), “Exploring loyalty intention in 

the electronic marketplace,” Electronic Markets, Vol. 18, No. 2, 142-149.  

 

Fang, Y.H., Chiu, C.M. and Wang, T.G. (2011), “Understanding customers’ 

satisfaction and repurchase intentions: an integration of IS success model, 

trust, and justice,” Internet Research, Vol. 21, No. 4, 479-503. 

 

THE MEDIATING ROLES OF E-SATISFACTION AND  E-TRUST ON THE RELATIONSHIP BETWEEN
ONLINE EXPERIENCE AND
ONLINE CONCERNS AND  E-LOYALTY
MARTHA OCTAVIA DWI S,  Dr. Sahid Susilo Nugroho, M.Sc
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



2 

 

Flavián, C., Guinalíuand, M. and Gurrea, R. (2006), “The role played by 

perceived usability, satisfaction and consumer trust on website loyalty,” 

Information & Management, Vol. 43, No. 1, 1-14. 

 

Freischlad, Nadine. (2015), “Enam masalah utama yang dihadapi pemain e-

commerce local dan solusi yang diharapkan dari pemerintah”. Tech in Asia 

Online. Available at: https://id.techinasia.com/solusi-rudiantara-

pemerintah-kominfo-masalah-ecommerce-indonesia accesed on August 9, 

2016.  

 

Garbarino, E. and Strahilevitz, M. (2004), “Gender differences in the perceived 

risk of buying online and the effects of receiving a site recommendation,” 

Journal of Business Research, Vol. 57, No. 7, 768-775. 

 

Ghane, S., Fathian, M., and Gholamian, M.R. (2011), “Full Relationship Among 

E-Satisfaction, E-Trust, E-Service Quality, and E-Loyalty: The Case of 

Iran E-Banking,” Journal of Theroretical and Applied Information 

Technology, Vol. 33, No.1. 

Ghozali, A. (2006), Aplikasi Analisis Multivariate dengan Program SPSS, 4
th

 

edition, Semarang: Badan Penerbit Universitas Diponegoro. 

Ghozali, Imam. (2015), Structural Equation Modeling Metode Alternatif Dengan 

Partial Least Squares (PLS), Semarang: Badan Penerbit Universitas 

Diponegoro.  

 

Goldsmith, R.E. and Flynn, L.R. (2004), “Psychological and behavioral drivers of 

online clothing purchase”, Journal of Fashion Marketing and 

Management, Vol. 8 No. 1, pp. 84-95.  
 
Gommans, M., Krishnan K.S. and Scheffold, K.B. (2001), “From brand loyalty to 

e-loyalty: a conceptual framework,” Journal of Economic and Social 

Research, Vol. 3, No. 1, 43-58. 

 

Haenlein, M., & Kaplan, A. M., 2004. “A beginner’s guide to partial least squares 

analysis” Understanding Statistics, Vol. 3, No. 4, 283-297. 

 
Hair, Jr., J.F, et. al. (2010), Multivariate Data Analysis, 7

th
 edition, Upper Saddle 

River: Prentice Hall. 

 

Hampton-Sosa, W. and Koufaris, M. (2005), “The effect of web site perceptions 

on initial trust in the owner company,” International Journal of Electronic 

Commerce, Vol. 10, No. 1, 55-81. 

 

THE MEDIATING ROLES OF E-SATISFACTION AND  E-TRUST ON THE RELATIONSHIP BETWEEN
ONLINE EXPERIENCE AND
ONLINE CONCERNS AND  E-LOYALTY
MARTHA OCTAVIA DWI S,  Dr. Sahid Susilo Nugroho, M.Sc
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



3 

 

Harris, L.C. and Goode, M.H. (2004), “The four levels of loyalty and the pivotal 

role of trust: a study of online service dynamics,” Journal of Retailing, 

Vol. 80, No. 2, 139-158. 

 

Haryono, S. (2016), Metode SEM Untuk Penelitian Manajemen dengan AMOS 

LISREL PLS, Jakarta: PT. Intermedia Personalia Utama. 

 

Holden, R. B. (2010), "Face Validity", in Weiner, I. B., dan Craighead, W. E., The 

Corsini Encyclopedia of Psychology, 4
th

 ed., Hokoben, New Jersey, pp. 

637-638. 

 

Horppu, M., Kuivalainen, O., Tarkiainen, A. and Ellonen, H.K. (2008), “Online 

satisfaction, trust and loyalty, and the impact of the offline parent brand,” 

Journal of Product & Brand Management, Vol. 17, No. 6, 403-413. 

 

Hox, J.J. and Bechger, T.M. (1998), “An Introduction to Structural Equation 

Modeling,” Family Science Review, No.11, 354-373. 

 

Hsu, M.H., Chuang, L.W. and Hsu, C.S. (2014), “Understanding online shopping 

intention: the roles of four types of trust and their antecedents,” Internet 

Research, Vol. 24, No. 3, 332-352. 

 

Jeong, S.W., Fiore, A.M., Niehm, L.S. and Lorenz, F.O. (2009), “The role of 

experiential value in online shopping: the impacts of product presentation 

on consumer responses towards an apparel web site,” Internet Research, 

Vol. 19, No. 1, 105-124. 

 

Lauer, T.W. and Deng, X. (2007), “Building online trust through privacy 

practices,” International Journal of Information Security, Vol. 6, No. 5, 

323-331. 

 

Liu, C., Marchewka, J.T., Lu, J. and Yu, C.S. (2005), “Beyond concern: a 

privacy-trust-behavioral intention model of electronic commerce,” 

Information & Management, Vol. 42, No. 1, 127-142. 

 

Long-Chuan Lu Hsiu-Hua Chang Shih-Ting Yu. (2013),"Online shoppers’ 

perceptions of e-retailers’ ethics, cultural orientation, and loyalty", Internet 

Research, Vol. 23, Iss 1, pp. 47 – 68. 

 

Malhotra, N.K. (2009), Basic Marketing Research A Decision Marketing 

Approach, 3
rd

 ed. Upper Saddle River, NJ: Pearson Prentice Hall. 

 

Manalu, J.E.R. (2014), “Kepuasaan Masyarakat Indonesia Belanja Online Paling 

Tinggi”. Industri Bisnis Online. Available at: 

http://industri.bisnis.com/read/20140321/12/212650/kepuasan-masyarakat-

THE MEDIATING ROLES OF E-SATISFACTION AND  E-TRUST ON THE RELATIONSHIP BETWEEN
ONLINE EXPERIENCE AND
ONLINE CONCERNS AND  E-LOYALTY
MARTHA OCTAVIA DWI S,  Dr. Sahid Susilo Nugroho, M.Sc
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



4 

 

indonesia-belanja-online-paling-tinggi-%20%5B28 accessed on January 9, 

2017.  

 

Mayer, R. C., Davis, J. H. and Schoorman, F. D. (1995), “An Integrative Model of 

Organizational Trust”. Academy of Management Review, Vol. 20, No. 3, 

709- 734. 

 

Mutaz, M., Al-Debei, M.N. and Akroush, M.I.A. (2015), “Consumer Attitudes 

towards Online Shopping”. Internet Research, Vol. 25 No.5, 707-733.  

 

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

New York: McGraw-Hill. 

 

Oliver, R.L. (1999), “Whence customer loyalty?,” Journal of Marketing, Vol. 63, 

No. 4, 33- 44. 

 

Ozdemir, E. And Kilic, S. (2011), “Young Consumers’ Perspectives of Website 

Visualization: A Gender Perspective”, Business and Economics Research 

Journal, Vol. 2, No. 2, 41-60. 

Reichheld, F.F. and Schefter, P. (2000). “Eloyalty: Your secret weapon on the 

Web,” Harvard Business Review, Vol. 78, No. 4, 105-114. 

 

Reza, J.I. (2015), “Lazada: keamanan wajib jadi kiblat bagi e-commerce”. Tekno 

Liputan6 Online. Available at: 

https://tekno.liputan6.com/read/2374827/lazada-kemanan-wajib-jadi-

kiblat-bagi-e-commerce accesed on November 11, 2016.  

 

Schaupp, L.C. and Bélanger, F. (2005), “A conjoint analysis of online consumer 

satisfaction,” Journal of Electronic Commerce Research, Vol. 6, No. 2, 

95-111. 

 

Shankar, V., Smith, A.K. and Rangaswamy, A. (2003), “Customer satisfaction 

and loyalty in online and offline environments,” International Journal of 

Research in Marketing, Vol. 20, No. 2, 153-175. 

 

Shihyu Chou Chi-Wen Chen Jiun-You Lin, (2015),"Female online shoppers," 

Internet Research, Vol. 25, Iss 4, 542 – 561. 

 

Shukla, P. (2014), “The impact of organizational efforts on consumer concerns in 

an online context,” Information Management, Vol. 51, No. 1, 113-119. 

 

Siagian, H. and Cahyono, E. (2014), “Analisis website quality, trust dan loyalty 

pelanggan online shop,” Jurnal Manajemen Pemasaran, Vol. 8, No. 2, 

1907-235.  

 

THE MEDIATING ROLES OF E-SATISFACTION AND  E-TRUST ON THE RELATIONSHIP BETWEEN
ONLINE EXPERIENCE AND
ONLINE CONCERNS AND  E-LOYALTY
MARTHA OCTAVIA DWI S,  Dr. Sahid Susilo Nugroho, M.Sc
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



5 

 

Sidharta, I. and Suzanto, B. (2015), “Pengaruh kepuasan transaksi online 

shopping dan kepercayaan konsumen terhadap sikap serta perilaku 

konsumen pada e-commerce,” Jurnal Computech & Bisnis, Vol. 9, No. 1, 

23-36.  

 

Smith, H.J., Milberg, S., and Burke, S. (1996), “Information privacy: Measuring 

individual’s concerns about organizational practices” MIS Quarterly, Vol. 

20, Iss. 2, 167-196.  

 

Sukma, Deni. (2016), “Tingkat Pengetahuan Keamanan Cyber Indonesia Paling 

Buruk di Asia Pasifik”. ArenaLTE Online. Available at: 

http://arenalte.com/berita/industri/tingkat-pengetahuan-keamanan-cyber-

indonesia-paling-buruk-di-asia-pasifik/ accessed on January 8, 2017.  

 

Szymanski, D. M. and Hise, R. T. (2000), “E-satisfaction: An initial 

examination,” Journal of Retailing, Vol. 76, Iss 3, 309– 322.  

 

Wijonarko, H. E. (2015), “Lazada Survey Kepuasan Konsumen, Ini Hasilnya”. 

Tribun Jateng Online. Available at: 

http://jateng.tribunnews.com/2015/06/26/lazada-survey-kepuasan-

konsumen-ini-hasilnya accessed on January 9, 2017.  

 

Wolfinbarger, M. and Gilly, M.C. (2003), “eTailQ: dimensionalizing, measuring 

and predicting etail quality,” Journal of Retailing, Vol. 79, No. 3, 83-198. 

 

Yolandha, F. (2014). “Setengah Penduduk Pulau Indonesia Tinggal di Pulau 

Jawa”. Republika Online. Available at: 

http://nasional.republika.co.id/berita/nasional/umum/14/02/07/n0mec5-

setengah-penduduk-indonesia-tinggal-di-pulau-jawa accessed on October 

17, 2016. 

Zhou, L., Dai, L. and Zhang, D. (2007), “Online shopping acceptance model-a 

critical survey of consumer factors in online shopping,” Journal of 

Electronic Commerce Research, Vol. 8, No. 1, 41-62. 

 

Zhou, T. (2011), “Examining the critical success factors of mobile website 

adoption” Online Information Review, Vol. 35, No. 4, 636-652. 

 

___________. (2014), “Manufacturing: Indonesia’s Cosmetic Market”. GBG 

Indonesia Online. Available at: 

http://www.gbgindonesia.com/en/manufacturing/article/2014/indonesia_s_

cosmetic_market.php, accessed on November 09, 2016. 

___________. (2015), “Mayoritas Netizen di Indonesia Berusia 18-25 Tahun”. 

Beritasatu Online. Available at: http://www.beritasatu.com/iptek/261297-

THE MEDIATING ROLES OF E-SATISFACTION AND  E-TRUST ON THE RELATIONSHIP BETWEEN
ONLINE EXPERIENCE AND
ONLINE CONCERNS AND  E-LOYALTY
MARTHA OCTAVIA DWI S,  Dr. Sahid Susilo Nugroho, M.Sc
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



6 

 

mayoritas-netizen-di-indonesia-berusia-1825-tahun.html, accessed on 

October 13, 2016.  

___________. (2015), “Pasar Industri Kosmetik Indonesia”. Dunia Industri 

Online. Available at: http://www.duniaindustri.com/pasar-industri-

kosmetik-diestimasi-tumbuh-9-jadi-rp-643-triliun/, accessed on November 

09, 2016.  

___________. (2016), “Indonesia: number of internet users 2014-2021”. Statista 

Online. Available at: http://www.statista.com/statistics/254456/number-of-

internet-users-in-indonesia/, accessed on August 9, 2016.  

 

___________. (2016), “Internet Privacy”. Techopedia Online. Available at: 

https://www.techopedia.com/definition/24954/internet-privacy, accessed 

on August 11, 2016.  

 

___________. (2016), “Internet Security”. Techopedia Online. Available at: 

https://www.techopedia.com/definition/23548/internet-security, accessed 

on August 11, 2016.  

 

___________. (2016), “Keamanan Transaksi E-Commerce, Indonesia Paling 

Riskan”. Tempo Online. Available at: 

https://m.tempo.co/read/news/2016/09/26/072807303/keamanan-transaksi-

e-commerce-indonesia-paling-riskan, accessed on January 8, 2017.  

 

___________. (2016), “Masyarakat Indonesia Belum Sadar Tentang Privasi 

Data”. Okezone Techno Online. Available at: 

http://techno.okezone.com/read/2016/05/18/207/1391543/masyarakat-

indonesia-belum-sadar-tentang-privasi-data, accessed on January 8, 2017.  

 

 

 

 

 

 

 

THE MEDIATING ROLES OF E-SATISFACTION AND  E-TRUST ON THE RELATIONSHIP BETWEEN
ONLINE EXPERIENCE AND
ONLINE CONCERNS AND  E-LOYALTY
MARTHA OCTAVIA DWI S,  Dr. Sahid Susilo Nugroho, M.Sc
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/


