PENGARUH KUALITAS LAYANAN INTERNET BANKING PADA KEPUASAN NASABAH BANK
LUTHFANANDA YANUAR A, Dr. Sahid Susilo Nugroho, M.Sc.

Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

REFERENSI

Aydin, Ozer., and Omer, Arsil (2005), “Customer loyalty and the effect of
switching costs as a moderator variable A case in the Turkish mobile phone
market”, Marketing Intelligence and Planning, Volume 23 No 1.

Cadotte, E.R., Robert, B.W., and Roger, L.J. (1987), “Expectation and Norms in
Models of Consumer Satisfaction”, Journal of Marketing Research, Vol
XXIV, pp. 305-14.

Carvajal, S., Ruzzi, A., Nogales, A., and Suarez, M. (2012),
“Focusing resources for customer loyalty: An application to the Chilean
banking industry”, African Journal of Business Management, 6(3), 1100-
1108.

Chang, H., and Chen, S. (2009), “Consumer Perception of Interface Quality,
Security and Loyalty in Electronic Commerce”, Journal of Information &
Management, 46 , 411417.

Cooper, Donald R., and Schindler, Pamela S. (2014), Business Research Methods,
12" Edition, New york, McGraw-Hill.

Fornell, Johnson, Anderson, Jeasung Cha dan Bryant (2003), “The American
CustomerSatifaction Index: Nature, Purpose, and Findings”, Journal of
Marketing. October, 60:7-18.

Floh, A., and Treiblmaier, H. (2006), “What Keeps The Banking Customers Loyal?
A Multigroup Analysis of The Moderating Role of Consumer
Characteristics On ELoyalty In the Financial Service Industry”, Journal of
Electronic Commerce Research, 7( 2), 97-110.

Gan, C., Clemes, M., Limsombunchai, V. and Weng, A. (2006), “A logit analysis
of electronic banking in New Zealand”, International Journal of Bank
Marketing, Vol. 24 No. 6, pp. 360-83.

Gefen, D. (2002), “Customer Loyalty in E-Commerce”, Journal of the Association
for Information systems, 3;27-51.

Gerrard, P. and Cunnigham, B. (2005), “Consumer switching behaviour in the
Asian banking market”, Journal of Service Marketing, Emerald Group
Publishing Limited, VVol.18 No.3.

Ghozali, Imam (2007), Aplikasi Analisis Multivariate Dengan Program SPSS.
Semarang, Badan Penerbit Universitas Diponegoro.

Guijarati, Damodar. N. (2003), Basic Econometrics. 4™ Edition, New york,
Mcgraw-Hill Companies. Inc.



LUTHFANANDA YANUAR A, Dr. Sahid Susilo Nugroho, M.Sc.
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Hair, Joseph F, Jr., William C. Black., Barry J. Babin., Rolph E. Anderson., and
Ronald L. Tatham (2010), Multivariate Data Analysis, 7" edition, Pearson
Prentice Hall.

Hamadi, Chakib (2010), “The Impact of Quality of Online Banking on Customer
Commitment”, Communications of the IBIMA. Vol 2010.

Han S., and Baek, S. (2004), “Antecedent and consequences of service quality in
online banking: an application of the SERVQUAL instrument,” Advances
in Consumer Research, Vol. 31, pp.208-14.

Johns, N., Avci, T., and Karatape, O.M. (2004), “Measuring Service Quality of
Travel Agents: Evidence from Northern Cyprus”, The Service Industries
Journal, Vol 24, No 3, pp. 82-100.

Jun, M. and Cai, S. (2001), “The Key of Determinants of Internet Banking Service
Quality: A Content Analysis”, International Journal of Bank Marketing,
Volume 19 No 7.

Jun, M., Yang, Z. and Kim, D. (2004), “Customers’perceptions of online retailing
service quality and their satisfaction”, International Journal of Quality &
Reliability Management, Vol. 21 No. 8.

Kenova, V. and Jonasson, P. (2006), “Quality Online Banking Services”, Bachelor
Thesis within Business Administration, Jonkoping International Business
School.

Khan, Mohammed S., and Mahapatra, Siba S. (2009), “Service Quality Evaluation
in Internet Banking: An Empirical Study in India”, International Journal
of Indian Culture and Business Management, VVol.2 No.1.

Kim, M., Kim J. and S.J. Lennon (2006), “Online service attributes available
onapparel retail web sites: an E-S-QUAL approach”, Managing Service
Quality 16 (1): 51-77.

Kim, S. and L. Stoel (2004), “Dimensional Hierarchy of Retail Website Quality,”
Information & Management, Vol. 41, No. 5:619-633.

Kimery, K., and McCord, M. (2002), Third-party Assurances: Mapping the Road
to Trust in e-retailing. Journal of InformationTechnology Theory and
Applications, VVol.4, No.2, 63-82.

Kotler, Philip (2015), Marketing Management. 15" edition, New Jersey, Prentice
Hall Inc.

Kuncoro, M. (2003), Metode Riset untuk Bisnis & Ekonomi, Jakarta, Penerbit
Erlangga.

PENGARUH KUALITAS LAYANAN INTERNET BANKING PADA KEPUASAN NASABAH BANK



LUTHFANANDA YANUAR A, Dr. Sahid Susilo Nugroho, M.Sc.
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Leelapongprasut, P., Praneetpolgrang P., and Paopun, N. (2005), “A Quality Study
of Internet Banking in Thailand ”, Proceedings of the Fourth International
Conference on e-Business, Bangkok November 19-20.

Li, H., and Suomi, R. (2009), “A Proposed Scale for Measuring E-Service Quality”,
International Journal of U and E Service, Science & Technology, 2 (1),
01-10.

Liao, Z., and Cheung, Michael T. (2008), “Measuring Customer Satisfaction in
Internet Banking: A Core Framework”, Communications of The ACM,
Vol.51 No.4.

OJK (2015), “Edukasi, Solusi bertenaga Bentengi Transaksi e-banking ”, Available
at: http://infobanknews.com/edukasi-solusi-bentengi-transaksi-e-banking/
accessed on 22 September, 2015.

Ouparamai, W. (2009), “High-speed internet service providers in Thailand:
customer selection, satisfaction and loyalty”, DBA thesis, Theses, 242.
New Soutwales, Australia: Southern Cross University, Lismore,
NSW.ePublications@SCU.

Parasuraman, A., Berry, L. and Zeithaml, V. (1985), “A conceptual model of SQ
and its implications for future research,” Journal of Marketing, Vol. 49,
pp. 41-50.

Parasuraman, A., Berry, L. and Zeithaml, V. (1988), “SERVQUAL: a multi-item
scale for measuring consumer perceptions of SQ,” Journal of Retailing,
Vol. 64, pp. 12-40.

Roche, Isuri (2014), “An Empirical Investigation of Internet Banking Service
Quality, Corporate Image and the Impact on Customer Satisfaction; With
Special Reference to Sri Lanka Banking Sector”, Journal of Internet
Banking and Commerce, ARRAY Development.

Rod Michel., Nicholas J. Ashill., Jinyi Shao and Janet Carruthers (2009), An
examination of the relationship between service quality dimensions,
overall internet banking service quality and customer satisfaction A New
Zealand study. Marketing Intelligence & Planning Vol. 27 No. pp. 103-
126

Sekaran, Uma (2010), Research method for business: A skill building approach, 5™
edition, United Kingdom, John Wiley & Sons.

Sugiyono (2010), Metodologi Penelitian Kuantitatif Kualitatif dan R&D, Bandung,
Alfabeta.

PENGARUH KUALITAS LAYANAN INTERNET BANKING PADA KEPUASAN NASABAH BANK


http://infobanknews.com/edukasi-solusi-bentengi-transaksi-e-banking/
mailto:NSW.ePublications@SCU

LUTHFANANDA YANUAR A, Dr. Sahid Susilo Nugroho, M.Sc.
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Maulana, Jaya (2015), “Pertumbuhan Internet Banking di Indonesia,”
SharingVision™, Available at:
https://sharingvision.com/2015/05/pertumbuhan-internet-banking-di-
indonesia/ accessed on 22 September, 2015.

Ndubisi, Nelson, 2007, “Relationship Marketing and Customer Loyalty”,
Journal of Marketing. VVol.25 No.1 Pp 98-106.

Tapscott, Don (1998), Growing Up Digital: The Rise of The Net Generation. New
york, Mc-GrawHill.

WeAreSocial  (2015), “Digital Social Mobile 2015,” Available at:
http://www.wearesocial.sg/blog/2015/01/digital-social-mobile-2015/
accessed on 22 September, 2015.

Widiastuti, Berlian (2010), “Studi tentang intensitas penggunaan Electronic
banking oleh nasabah Pt. Bank central asia, thk (bca) Kantor cabang utama
semarang”, Thesis Magister Manajemen, UNDIP, Semarang.

Yang, Z. and Fang, X. (2004), “Online service quality dimensions and their
relationships with satisfaction: a content analysis of customer reviews of
securities brokerage services,” International Journal of Service Industry
Management, Vol. 15 No. 3.

Yang, Z,. Jun, M,. and Peterson, R.T. (2004), “Measuring customer perceived
online service quality: scale development and managerials implication”,
International Journal of Operations and Production Management, vol. 24,
No. 11, pp. 1149-74.

Zeithaml, V.A., Parasuraman, A. and Malhotra, A. (2001), “A4 conceptual
framework for understanding e-service quality: implications for future
research and managerial practice”, MSI Working Paper Series, No. 00-
115, Cambridge, MA.

Zhu, F., Wymer, W., and Chen, 1. (2002), “IT-Based Services and Service Quality
in Consumer Banking”, International Journal of Service Industry
Management, 13, (1) , 69-90.

PENGARUH KUALITAS LAYANAN INTERNET BANKING PADA KEPUASAN NASABAH BANK


https://sharingvision.com/2015/05/pertumbuhan-internet-banking-di-indonesia/
https://sharingvision.com/2015/05/pertumbuhan-internet-banking-di-indonesia/
http://www.wearesocial.sg/blog/2015/01/digital-social-mobile-2015/

