
89 

 

DAFTAR PUSTAKA 

Ajzen, I. and Fishbein, M. (1980), Understanding Attitudes and Predicting Social 
Behavior, Prentice-Hill, Englewood Cliffs, NJ, pp. 157-158 

 

Bagozzi, R.P. and Yi, Y. (1988), “On the evaluation of structural equation 
model”, Journal of Academy of Marketing Science, Vol. 16 No. 1, pp. 74-94. 

 

Baker, D.A. and Crompton, J.L. (2000), “Quality, satisfaction and behavioural 
intentions”,Annual of Tourism Research, Vol. 27 No. 3, pp. 785-804. 

 
Bakos, Y. (1991), “A strategic analysis of electronic marketplace”, MIS Quarterly, 

Vol. 15 No. 3, pp. 295-310. 
 
Barnes, S.J. and Vidgen, R. (2001), “An evaluation of cyber-bookshops: the 

WebQual method”,International Journal of Electronic Commerce, Vol. 6 No. 1, 
pp. 11-30. 
 

Carr, C.L. (2002), “A psychometric evaluation of the expectation, perceptions, 
anddifference-scores generated by the IS-adapted SERVQUAL 
instrument”, Decision Sciences, Vol. 33 No. 2, pp. 281-96. 

 

Cho, N. and Park, S. (2001), “Development of electronic commerce user – 
consumer satisfaction index (ECUSI) for internet shopping”, Industrial 
Management and Data Systems, Vol. 101 No. 8, pp. 400-5. 

 

Cronin, J.J. and Taylor, S.A. (1992), “Measuring service quality: a re-
examination and extension”, Journal of Marketing, Vol. 56 No. 3, pp. 55-68. 

 
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. 

 

Gefen, D. (2000), “E-commerce: the role of familiarity and trust”, OMEGA The 
international Journal of Management Science, Vol. 28 No. 6, pp. 725-37. 

 
Gefen, D., Karahanna, E. and Straub, D.W. (2003), “Trust TAM in online shopping: 

an integrated model”, MIS Quarterly, Vol. 27 No. 1, pp. 51-90. 
 
Ghozali, I. (2006).  Ekonometrika (Teori, Konsep dan Aplikasi dengan SPSS 17), 

Semarang.: Badan Penerbit Universitas Diponegoro. 

 

Graeff, T.R. and Harmon, S. (2002), “Collecting and using personal data: 
consumers’ awareness and concerns”, Journal of Consumer Marketing, Vol. 19 
No. 4, pp. 302-18. 

Persepsi Pelanggan terhadap Aspek Kualitas Jasa pada Pembelian Tiket Pesawat AirAsia secara
Terhubung
MUHAMMAD SADDAM S, Dr. Sahid Susilo Nugroho, M.Sc.
Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1007%2FBF02723327
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1016%2FS0160-7383%2899%2900108-5&isi=000086276800012
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.2307%2F249641&isi=A1991GP71800002
http://emerald-prod.literatumonline.com/action/showLinks?isi=000171494200003
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1111%2Fj.1540-5915.2002.tb01645.x&isi=000180484900005
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2FEUM0000000006170&isi=000172541900002
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2FEUM0000000006170&isi=000172541900002
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.2307%2F1252296&isi=A1992JD96100004
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1287%2Fisre.13.3.316.77&isi=000177971400006
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1287%2Fisre.13.3.316.77&isi=000177971400006
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1016%2FS0305-0483%2800%2900021-9&isi=000089169300008
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1016%2FS0305-0483%2800%2900021-9&isi=000089169300008
http://emerald-prod.literatumonline.com/action/showLinks?isi=000181423100004
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2F07363760210433627


90 

 

 
Gurau, C., Ranchhod, A. and Gauzente, C. (2003), “To legislate or not to legislate: a 

comparative exploratory study of privacy/personalisation factors affecting 
French, UK and US web sites”, Journal of Consumer Marketing, Vol. 20 No. 7, 
pp. 652-64. 

 
Janda, S., Trocchia, P.J. and Gwinner, K.P. (2002), “Customer perceptions of 

internet retail service quality”, International Journal of Service Industry 
Management, Vol. 13 No. 5, pp. 412-31. 

 

Jeong, M., Oh, H. and Gregoire, M. (2003), “Conceptualizing web site quality and its 
consequences in the lodging industry”, International Journal of Hospitality 
Management, Vol. 22 No. 2, pp. 161-75. 

 

Jiang, J.J., Klein, G. and Carr, C.L. (2002), “Measuring information system service 
quality: SERVQUAL from the other side”, MIS Quarterly, Vol. 26 No. 2, pp. 145-
66. 

 

Kaynama, S.A. and Black, C.L. (2000), “A proposal to assess the service quality of 
online travel agencies: an exploratory study”, Journal of Professional Services 
Marketing, Vol. 21 No. 1, pp. 63-88. 

 

Kim, J. and Lee, J. (2002), “Critical design factors for successful e-
commerce systems”,Behaviour and Information Technology, Vol. 21 No. 3, 
pp. 185-9. 

 

Kimery, K.M. and McCard, M. (2002), “Third-party assurances: mapping the road to 
trust ine-retailing”, Journal of Information Technology Theory and Application, 
Vol. 4 No. 2, pp. 63-82. 

 

Kuo, Y.F. (2003), “A study on service quality of virtual community web sites”, Total 
Quality Management, Vol. 14 No. 4, pp. 461-73. 

 

Kotler, P. & Keller, K. (2011). Marketing Management, 14th Edition, Upper Saddle 
River, NJ, Prentice Hall, pp. 77-78. 

 

Krauter, S.G. and Kaluscha, E.A. (2003), “Empirical research in online trust: a 
review and critical assessment”, International Journal of Human Computer 
Studies, Vol. 58 No. 6, pp. 783-812. 

 

 

Lee, Gwo-Guang and Lin, Hsiu-Fen. 2005. “Customer perceptions of e service 
quality in online shopping”. International Journal of Retail & Distribution 
Management Vol. 33 No. 2, pp. 161-176. 

 

Persepsi Pelanggan terhadap Aspek Kualitas Jasa pada Pembelian Tiket Pesawat AirAsia secara
Terhubung
MUHAMMAD SADDAM S, Dr. Sahid Susilo Nugroho, M.Sc.
Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2F07363760310506184
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2F09564230210447913&isi=000179804900001
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2F09564230210447913&isi=000179804900001
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1016%2FS0278-4319%2803%2900016-1
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1016%2FS0278-4319%2803%2900016-1
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.2307%2F4132324&isi=000176079000006
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1300%2FJ090v21n01_05
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1300%2FJ090v21n01_05
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1080%2F0144929021000009054&isi=000178405000004
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1080%2F1478336032000047237a
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1080%2F1478336032000047237a
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1016%2FS1071-5819%2803%2900043-0&isi=000183221800008
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1016%2FS1071-5819%2803%2900043-0&isi=000183221800008


91 

 

Li, Y.N., Tan, K.C. and Xie, M. (2002), “Measuring web-based service quality”, Total 
Quality Management, Vol. 13 No. 5, pp. 685-700. 

 

Liao, Z. and Cheung, M.T. (2002), “Internet based e-banking and consumer 
attitudes: an empirical study”, Information and management, Vol. 39 No. 4, 
pp. 283-95. 

 
Lin, J. dan Hsiesh P. 2006. “The Role of Technology Readiness in Customers’s 

Perseption and Adoption of Self-Service Technology Acceptance.” 
International Journal of Service Industry Management 17(5): 497-517. 

 

Liu, C. and Arnett, K.P. (2000), “Exploring the factors associated with web site 
success in the context of electronic commerce”, Information and Management, 
Vol. 38 No. 1, pp.23-33. 

 

Llusar, J.C.B., Zornoza, C.C. and Tena, A.B.E. (2001), “Measuring the relationship 
between firm perceived quality and customer satisfaction and its influence on 
purchase intentions”,Total Quality Management, Vol. 12 No. 6, pp. 719-34. 

 
Lupiyoadi dan Hamdani. 2009. Manajemen Pemasaran Jasa, Edisi Kedua. Jakarta: 

Penerbit Salemba Empat. 

 

Martensen, A., Gronholdt, L. and Kristensen, K. (2000), “The drivers of customer 
satisfaction and loyalty: cross industry finding from Denmark”, Total Quality 
Management, Vol. 11 No. 4, pp. 544-53. 

 

McKnight, D.H., Chudhury, V. and Kacmar, C. (2002), “The impact of initial 
customer trust on intentions to transact with a web site: a trust building 
model”, Journal of Strategic Information Systems, Vol. 11 No. 4, pp. 297-323. 

 

Negash, S., Ryan, T. and Igbaria, M. (2003), “Quality and effectiveness in web-
based customer support systems”, Information and Management, Vol. 40 No. 8, 
pp. 757-68. Nunnally, J.C. and Bernstein, I.H. (1994), Psychometric 
Theory, McGraw-Hill, New York, NY. 

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

item scale for measuring customer perceptions of service quality”, Journal of 
Retailing, Vol. 64 No. 1, pp. 12-40. 

 

Parasuraman, A. and Grewal, D. (2000), “The impact of technology on thequality-
value-loyalty chain: a research agenda”, Journal of the Academy of Marketing 
Science, Vol. 28 No. 1, pp. 168-74. 

 
 

Persepsi Pelanggan terhadap Aspek Kualitas Jasa pada Pembelian Tiket Pesawat AirAsia secara
Terhubung
MUHAMMAD SADDAM S, Dr. Sahid Susilo Nugroho, M.Sc.
Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1080%2F0954412022000002072
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1080%2F0954412022000002072
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1016%2FS0378-7206%2801%2900097-0&isi=000173105000004
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1016%2FS0378-7206%2800%2900049-5&isi=000089185800003
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1080%2F09544120120075334
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1080%2F09544120050007878
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1080%2F09544120050007878
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1016%2FS0963-8687%2802%2900020-3
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1016%2FS0378-7206%2802%2900101-5&isi=000185053400004
http://emerald-prod.literatumonline.com/action/showLinks?isi=A1988N540200002
http://emerald-prod.literatumonline.com/action/showLinks?isi=A1988N540200002
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1177%2F0092070300281015&isi=000084543900015
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1177%2F0092070300281015&isi=000084543900015


92 

 

Pitt, L.F., Watson, R.T. and Kavan, C.B. (1997), “Measuring information systems 
service quality: concerns for a complete canvas”, MIS Quarterly, Vol. 21 No. 2, 
pp. 209-21. 

 
Putri, K. V. (2013). “Pengaruh kualitas layanan terhubung pada kepuasan 

konsumen, sikap terhadap situs belanja dan inyensi keprilakuan”. Skripsi 
Fakultas Ekonomika dan Bisnis Universitas Gadjah Mada: 1-195. 

 

 

Reichheld, F.F. and Schefter, P. (2000), “E-loyalty: your secret weapon on the 
web”, Harvard Business Review, Vol. 78 No. 4, pp. 105-13. 

 

Rust, R.T. and Zahorik, A. (1993), “Customer satisfaction, customer retention, and 
market share”, Journal of Retailing, Vol. 69 No. 2, pp. 193-215. 

 
Santos, J. (2003), “E-service quality: a model of virtual service quality 

dimensions”,Management Service quality, Vol. 13 No. 3, pp. 233-46. 
 

 

Sekaran, Uma & Roger Bougie. (2010), Research Methods for Business: a Skill 
 Building Approach, 5th ed., Chichester,West Sussex,UK:John Wiley and 
 Sons,Ltd. 

  

Sivadas, E. and Prewitt, J.B. (2000), “An examination of the relationship between 
service quality, customer satisfaction, and store loyalty”, International Journal of 
Retail & Distribution Management, Vol. 28 No. 2, pp. 73-82. 

 
Sukma, Abdurrahman Adi., 2012. “Analisis Faktor-Faktor yang Mempengaruhi 

Keputusan Pembelian Social Networking Websites.” Jurnal Ekonomi 
Manajemen, Fakultas Ekonomi Universitas Gunadarma. 

 

Than, C.R. and Grandon, E. (2002), “An exploratory examination of factors affecting 
online sales”, Journal of Computer Information Systems, Vol. 42 No. 3, pp. 87-
93. 

 
Tjiptono dan Chandra. 2005. Services Quality and Satisfaction. Edisi 2. Yogyakarta: 

Andi. 

 

Tsikriktsis, N. (2002), “Does culture influence web site quality expectations? An 
empirical study”, Journal of Service Research, Vol. 5 No. 2, pp. 101-12. 

 
van Dyke, T.P., Prybutok, V.R. and Kappelman, L.A. (1999), “Cautions on the use of 

the SERVQUAL measure to assess the quality of information systems 
services”, Decision Sciences, Vol. 30 No. 3, pp. 877-91. 

 

van Riel, A.C.R., Liljander, V. and Jurriens, P. (2001), “Exploring customer 
evaluations ofe-service: a portal site”, International Journal of Service Industry 
Management, Vol. 12 No. 4, pp. 359-77. 

Persepsi Pelanggan terhadap Aspek Kualitas Jasa pada Pembelian Tiket Pesawat AirAsia secara
Terhubung
MUHAMMAD SADDAM S, Dr. Sahid Susilo Nugroho, M.Sc.
Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.2307%2F249420&isi=A1997XX65000006
http://emerald-prod.literatumonline.com/action/showLinks?isi=000167141600016
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1016%2F0022-4359%2893%2990003-2&isi=A1993LZ68800002
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2F09604520310476490
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2F09590550010315223
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2F09590550010315223
http://emerald-prod.literatumonline.com/action/showLinks?isi=000175407800012
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1177%2F109467002237490
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1111%2Fj.1540-5915.1999.tb00911.x&isi=000178803700012
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2F09564230110405280
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2F09564230110405280


93 

 

 

Venkatesh, V. and Davis, F.F. (2000), “A theoretical extension of the technology 
acceptance model: four longitudinal field studies”, Management Science, Vol. 
46 No. 2, pp.186-204. 

 

Wolfinbarger, M. and Gilly, M.G. (2003), “eTailQ: dimensionalizing, measuring and 
predicting etail quality”, Journal of Retailing, Vol. 79 No. 3, pp. 183-98. 

 
Wu, S.I. (2003), “Relationship between consumer characteristics attitude toward 

online shopping”, Marketing Intelligence & Planning, Vol. 21 No. 1, pp. 37-44. 
  
Yang, Z. (2001), “Customer perceptions of service quality in internet-

based electronic commerce”, Proceedings of the 30th EMAC Conference, 
Bergen, pp. 8-11. 

 
Yang, Z. and Jun, M. (2002), “Consumer perception of e-service quality: from 

internet purchaser and non-purchaser perspectives”, Journal of Business 
Strategies, Vol. 19 No. 1, pp. 19-41. 

 

Zeithaml, V.A. (2002), “Service excellent in electronic channels”, Managing Service 
quality, Vol. 12 No. 3, pp. 135-8. 

 
Zhu, F.X., Wymer, W. and Chen, I. (2002), “IT-based services and service quality in 

consumer banking”, International Journal of Service Industry Management, Vol. 
13 No. 1, pp.69-90. 

 
 
 
 
 
 

 

 

 

Persepsi Pelanggan terhadap Aspek Kualitas Jasa pada Pembelian Tiket Pesawat AirAsia secara
Terhubung
MUHAMMAD SADDAM S, Dr. Sahid Susilo Nugroho, M.Sc.
Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1287%2Fmnsc.46.2.186.11926&isi=000086130700002
http://emerald-prod.literatumonline.com/action/showLinks?crossref=10.1016%2FS0022-4359%2803%2900034-4&isi=000184528000005
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2F02634500310458135
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2F09604520210429187
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2F09604520210429187
http://emerald-prod.literatumonline.com/action/showLinks?system=10.1108%2F09564230210421164&isi=000174894600005

