
 
 

xvi 
Analsis Pengaruh Logistics Services Quality Terhadap Costumer Satiscation Pada Jasa Layanan 

Kurir Shopee Xpress , Muhamad Luthfi Farizi, Universitas Multimedia Nusantara 
 

DAFTAR PUSTAKA 

Jiang, Y., Lai, P., Chang, C. H., Yuen, K. F., Li, S., & Wang, X. (2021). Sustainable  

management for fresh food E-commerce logistics services. Sustainability 

(Switzerland), 13(6). https://doi.org/10.3390/su13063456 

Hair, J., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2021). A primer on partial  

 least squares structural equation modeling (PLS-SEM) (3rd ed.). SAGE 

 Publications. 

Nunan, D., Birks, D. F., & Malhotra, N. K. (2020). Marketing Research (6th ed.).  

Pearson International Content. 

https://umnlibrary.vitalsource.com/books/9781292308760 

Saunders, M.N. K., Thornhill, A., & Lewis, P. (2020). Research Methods for  

 Business Students (8th ed.). Pearson International Content.  

 https://umnlibrary.vitalsource.com/books/9781292208800 

Gaudenzi, B., Confente, I., & Russo, I. (2021). Logistics service quality and  

 customer satisfaction in B2B relationships: a qualitative comparative  

 analysis approach. TQM Journal, 33(1), 125–140.  

 https://doi.org/10.1108/TQM-04-2020-0088 

Uvet, H. (2020). Importance of Logistics Service Quality in Customer Satisfaction:  

An Empirical Study. OPERATIONS AND SUPPLY CHAIN  

MANAGEMENT, 13(1), 1–10. 

Taherdoost, H. (2021). Data Collection Methods and Tools for Research; A Step- 

by-Step Guide to Choose Data Collection Technique for Academic and  

Business Research Projects Hamed Taherdoost. Data Collection Methods 

and Tools for Research; A Step-by-Step Guide to Choose Data Collection 

Technique for Academic Data Collection Methods and Tools for 

Research; A Step-by-Step Guide to Choose Data Collection Technique for 

Academic and Business Research Projects. In International Journal of 

Academic Research in Management (IJARM) (Vol. 2021, Issue 1) 

https://hal.science/hal-03741847 

 



 
 

xvii 
Analsis Pengaruh Logistics Services Quality Terhadap Costumer Satiscation Pada Jasa Layanan 

Kurir Shopee Xpress , Muhamad Luthfi Farizi, Universitas Multimedia Nusantara 
 

Populix (2022). September 2022 Report. The Social Commerce Landscape in  

 Indonesia. https://info.populix.co/report  

Cui, R., Li, M., & Li, Q. (2020). Value of high-quality logistics: Evidence from a  

clash between SF express and alibaba. Management Science, 66(9), 3879– 

3902. https://doi.org/10.1287/mnsc.2019.3411 

Yu, Y., Wang, X., Zhong, R. Y., & Huang, G. Q. (2017). E-commerce logistics in  

supply chain management Implementations and future perspective in 

furniture industry. Industrial Management and Data Systems, 117(10), 

2263–2286. https://doi.org/10.1108/IMDS-09-2016-0398 

Pizam, A. (2015). Is empathy essential for high-quality customer service? In  

International Journal of Hospitality Management (Vol. 49, pp. 149–150).  

Elsevier Ltd. https://doi.org/10.1016/j.ijhm.2015.08.001 

Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C. M. (2019). When to use and  

how to report the results of PLS-SEM. In European Business Review 

(Vol.31, Issue 1, pp. 2–24). Emerald Group Publishing Ltd. 

https://doi.org/10.1108/EBR-11-2018-0203 

alá, J., & Černá, Ľ. (2013). Information Quality, Its Dimension and the Basic  

Criteria for Assessing Information Quality. Research Papers Faculty of 

Materials Science and Technology Slovak University of Technology,  

20(Special-Number), 86–93. https://doi.org/10.2478/v10186-012-0015-4 

Alshikhi, O. A., & Abdullah, B. M. (2018). INFORMATION QUALITY:  

DEFINITIONS, MEASUREMENT, DIMENSIONS, AND 

RELATIONSHIP WITH DECISION MAKING. In European Journal of  

Business and Innovation Research (Vol. 6, Issue 5). www.eajournals.org 

McKnight, D. H., Lankton, N. K., Nicolaou, A., & Price, J. (2017). Distinguishing  

the effects of B2B information quality, system quality, and service outcome  

quality on trust and distrust. Journal of Strategic Information Systems, 

26(2), 118–141. https://doi.org/10.1016/j.jsis.2017.01.001 

 

 

 



 
 

xviii 
Analsis Pengaruh Logistics Services Quality Terhadap Costumer Satiscation Pada Jasa Layanan 

Kurir Shopee Xpress , Muhamad Luthfi Farizi, Universitas Multimedia Nusantara 
 

Migdadi, Y. K. A. A. (2022). The Impact of Airline Alliance Strategy on the  

Perceived Service Quality: A Global Survey. Journal of Quality Assurance 

in Hospitality and Tourism, 23(2), 415–

446.https://doi.org/10.1080/1528008X.2021.1884929 

Murray, J., Elms, J., & Curran, M. (2019). Examining empathy and  

responsiveness in a high-service context. International Journal of Retail 

and Distribution Management, 47(12), 1364–1378. 

https://doi.org/10.1108/IJRDM-01-2019-0016 

Peinado, J., Graeml, A. R., & Vianna, F. (2018). Operations management body of  

knowledge and its relevance to manufacturing and service organizations. 

Revista de Gestao, 25(4), 373–389. https://doi.org/10.1108/REGE-03-

2018-0049 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (n.d.). A Conceptual Model of  

Service Quality and Its I-mplications for Future Research. 

Uzir, M. U. H., al Halbusi, H., Thurasamy, R., Thiam Hock, R. L., Aljaberi, M.A.,  

Hasan, N., & Hamid, M. (2021). The effects of service quality, perceived 

value and trust in home delivery service personnel on custome satisfaction:  

Evidence from a developing country. Journal of Retailing and Consumer 

Services, 63. https://doi.org/10.1016/j.jretconser.2021.102721 

Noor, G., & Yasmin, S. A. (n.d.). PERAN LOGISTIK DALAM KEMAJUAN E- 

COMMERCE DI INDONESIA.  

https://ekonomi.bisnis.com/read/20180514/98/794874/javascript 

Alzoubi, H., Alshurideh, M., Kurdi, B. al, & Inairat, M. (2020). Do perceived  

service value, quality, price fairness and service recovery shape customer  

satisfaction and delight? A practical study in the service telecommunication 

context. Uncertain Supply Chain Management, 8(3), 579–588. 

https://doi.org/10.5267/j.uscm.2020.2.005 

Santos, J. (2003). E-service quality: A model of virtual service quality dimensions.  

Managing Service Quality: An International Journal, 13(3), 233–246. 

https://doi.org/10.1108/09604520310476490 

 



 
 

xix 
Analsis Pengaruh Logistics Services Quality Terhadap Costumer Satiscation Pada Jasa Layanan 

Kurir Shopee Xpress , Muhamad Luthfi Farizi, Universitas Multimedia Nusantara 
 

Shukla S. (2020). CONCEPT OF POPULATION AND SAMPLE. 

https://www.researchgate.net/publication/346426707 

Sarstedt, M., Bengart, P., Shaltoni, A. M., & Lehmann, S. (2018). The use of  

sampling methods in advertising research: a gap between theory and 

practice. International Journal of Advertising, 37(4), 650–663. 

https://doi.org/10.1080/02650487.2017.1348329 

Choi, D., Chung, C. Y., & Young, J. (2019). Sustainable online shopping logistics  

for customer satisfaction and repeat purchasing behavior: Evidence from 

China. Sustainability (Switzerland), 11(20). 

https://doi.org/10.3390/su11205626 

Howanitz, J. H., & Howanitz, P. J. (2001). Laboratory Results Timeliness as a  

Quality Attribute and Strategy. In Am J Clin Pathol (Vol. 116).  

http://www.hibcc.org 

Ridho, F., Hartono, S., & Istiqomah, I. (2021). Easy, Quality of Service, and  

Timeliness of Delivery to Customer Satisfaction. Almana : Jurnal 

Manajemen Dan Bisnis, 5(2), 184191. 

https://doi.org/10.36555/almana.v5i2.1552 

Kayapinar, Ö., & Lorcu, F. (2020). The role of technology level and logistics 

performance on the relationship between logistics service quality and firm 

performance. In Handbook of Research on Sustainable Supply Chain 

Management for the Global Economy (pp. 107–135). IGI Global. 

https://doi.org/10.4018/978-1-7998-4601-7.ch006 

4 Hal Tentang Apa Itu Shopee Express yang Harus Penjual Tahu. (2020).  

Retrieved 2 March, 2023, from https://ginee.com/id/insights/apa-itu-

shopee-express/ 

Si Penyelamat Online Shop, Apa Sebenarnya Jasa Kurir Itu?. (2022).  

Retrieved 2 March, 2023, from https://www.selly.id/blog/jasa-kurir/ 

5 E-Commerce dengan Pengunjung Terbanyak Kuartal IV 2022. (2023). 

Retreived 2 March, 2023, from 

https://databoks.katadata.co.id/datapublish/2023/01/31/5-e-commerce-

dengan-pengunjung-terbanyak-kuartal-iv-2022  

 



 
 

xx 
Analsis Pengaruh Logistics Services Quality Terhadap Costumer Satiscation Pada Jasa Layanan 

Kurir Shopee Xpress , Muhamad Luthfi Farizi, Universitas Multimedia Nusantara 
 

Sederet Jasa Ekspedisi Belanja Online Favorit Konsumen Indonesia. (2022).  

Retrieved 2 March, 2023, from 

https://dataindonesia.id/digital/detail/sederet-jasa-ekspedisi-belanja-

online-favorit-konsumen-indonesia 

‘Terima Kasih’ Shopee Express, Seller Banjir Komplain dan Bintang 1. (2023). 

Retrieved 2 March, 2023, from 

https://mediakonsumen.com/2023/01/02/surat-pembaca/terima-kasih-

shopee-express-seller-banjir-komplain-dan-bintang-1/comment-page-2 

Inilah Sejarah Perkembangan E-commerce di Indonesia. (2022). Retrieved  

6 March, 2023, from https://www.xendit.co/id/blog/inilah-sejarah-

perkembangan-e-commerce-di-indonesia/ 

Macam-Macam Jasa Pengiriman Barang Beserta Produknya. (2021). Retreived6  

March, 2023, from https://kargo.tech/blog/daftar-jasa-kurir-pengiriman-

barang-yang-mana-pilihanmu/ 

Lazada Rebranding Layanan Logistik Jadi Lazada Logistics. (2021). Retrieved 6  

March, 2023, from https://investor.id/it-and-

telecommunication/260954/lazada-rebranding-layanan-logistik-jadi-

lazada-logistics 

Cara Kerja Kurir Lazada, Lengkap dengan Jumlah Gaji dan Cara Daftarnya.  

(2022). Retrieved 6 Maret, 2023, from https://kumparan.com/berita-

bisnis/cara-kerja-kurir-lazada-lengkap-dengan-jumlah-gaji-dan-cara-

daftarnya-1yUEeXyNVaj/full 

5 Manfaat Pengiriman Logistik dan Ekspedisi untuk E-Commerce. (2023).  

Retrieved 6 Maret, 2023, from https://www.poslogistics.co.id/manfaat-

pengiriman-logistik/ 

Most preferred benefits when purchasing online in Indonesia as of February 2022.  

(2022). Retrieved 6 Maret, 2023, from 

https://www.statista.com/statistics/1343424/indonesia-preferred-online-

shopping-benefits/#statisticContainer  

 

 

 



 
 

xxi 
Analsis Pengaruh Logistics Services Quality Terhadap Costumer Satiscation Pada Jasa Layanan 

Kurir Shopee Xpress , Muhamad Luthfi Farizi, Universitas Multimedia Nusantara 
 

SHOPEE MENJADI E-COMMERCE YANG SANGAT DIMINATI BAGI  

MASYARAKAT, MENGAPA?. (2021). Retrieved 9 March, 2023, from 

https://student-activity.binus.ac.id/himka/2021/07/13/shopee-menjadi-e-

commerce-yang-sangat-diminati-bagi-masyarakat-mengapa/ 

Fenomena Belanja Online Sebagai Budaya Populer di Kalangan Masyarakat. 

(2023). Retrieved 13 March, 2023, from https://kumparan.com/deva-

rahmawati-1665647501655203969/fenomena-belanja-online-sebagai-

budaya-populer-di-kalangan-masyarakat-1zZcXQocvQT/full 

Logistics for Business Defined: Importance Role & Benefits. (2022). Retrieved 13  

March, 2023, from 

https://www.netsuite.com/portal/resource/articles/erp/logistics.shtml 

14 Toko Online Terbaik di Indonesia untuk Berbagai Kebutuhan. (2023). Retrieved  

16 March, 2023, from https://www.gramedia.com/best-seller/toko-online-

terbaik-di-indonesia/  

Tentang Media Konsumen. (2006). Retrieved, 16 Maret, 2023, from  

https://mediakonsumen.com/tentang-media-konsumen  

Perkembangan E-Commerce dari Masa ke Masa. (2022). Retrieved, 16 March,  

2023, from 

https://www.kompasiana.com/umarfaruk25/6354fad14addee2a40639212/p

erkembangan-e-commerce-dari-masa-ke-masa?page=all#section1  

Menengok perkembangan e-commerce di Indonesia. (2022). Retrieved, 16 March,  

2023, from https://www.atome.id/blog/menengok-perkembangan-e-

commerce-di-indonesia  

Dikeluhkan oleh Kurir, Ini 5 Fakta Menarik Jasa Pengiriman Shopee Express.  

(2021). Retrieved 21 March, 2023, from https://akurat.co/dikeluhkan-oleh-

kurir-ini-5-fakta-menarik-jasa-pengiriman-shopee-express  

Jasa Ekspedisi: Pengertian dan Cara Kerja. (2023). Retrieved 29 March, 2023,  

from https://biteship.com/blog/jasa-ekspedisi-adalah-pengertian-dan-cara-

kerja/  

 

 

 



 
 

xxii 
Analsis Pengaruh Logistics Services Quality Terhadap Costumer Satiscation Pada Jasa Layanan 

Kurir Shopee Xpress , Muhamad Luthfi Farizi, Universitas Multimedia Nusantara 
 

Industri Logistik Tumbuh 40% Selama Pandemi Covid-19. (2021). Retrieved 29  

March, 2023, from 

https://katadata.co.id/safrezifitra/berita/60e6bc288f45c/industri-logistik-

tumbuh-40-selama-pandemi-covid-19  

Ini 5 Faktor Pesatnya Perkembangan E-Commerce di Indonesia. (2021).  

Retrieved 29 March, 2023, from 

https://compas.co.id/article/perkembangan-e-commerce/  

Pertumbuhan E-Commerce Pesat di Indonesia. (2019). Retrieved 29 March,  

2023, from https://wartaekonomi.co.id/read216302/pertumbuhan-e-

commerce-pesat-di-indonesia  

Data E-commerce Indonesia 2022 (2 Tahun Pandemi). (2022). Retrieved 30  

March, 2023, from https://grahanurdian.com/data-e-commerce-indonesia-

2022/  

Tantangan Industri Logistik terhadap Perekonomian Nasional. (2019). Retrieved  

16 June, 2023, from 

http://pusdiklat.kemendag.go.id/v2019/article/tantangan-industri-logistik-

terhadap-perekonomian-nasional 

 

 

 

 

 

 

 

 

 

 


