DAFTAR PUSTAKA

[1] X.Xu, Y. Lu, B. Vogel-Heuser, and L. Wang, “Industry 4.0 and Industry
5.0—Inception, conception and perception,” J Manuf Syst, vol. 61, pp.
530-535, Oct. 2021, doi: 10.1016/J.JMSY.2021.10.006.

[2] Mohammad Amini Valashani and A. M. Abukari, “ERP Systems
Architecture for The Modern Age: A Review of The State of The Art
Technologies,” Journal of Applied Inteligent Systems & Information
Sciences, vol. 3, no. 5, pp. 73-83, 2020, doi:
10.22034/JA1S1S.2020.103704.

[3] H.A. Al-homery, H. Asharai, and A. Ahmad, “The Core Components and
Types of CRM 1. Introduction,” Pakistan Journal of Humanities and
Social Sciences, vol. 7, no. 1, pp. 121-145, 2019.

[4] A.Z. Adnan, A. Rahayu, H. Hendrayati, and R. Yusuf, “The Role of
Electronic Customer Relationship Management (E-CRM) in Improving
Service Quality,” J Phys Conf Ser, vol. 1764, no. 1, 2021, doi:
10.1088/1742-6596/1764/1/012051.

[5] A.Darmawan and D. T. Seabtian, “Pengembangan Teknologi Tepat Guna
Erp Untuk Modul Crm (Kampoeng Kuliner Brenzeel 48),” Resolusi :
Rekayasa Teknik Informatika dan Informasi, vol. 2, no. 4, pp. 182-186,
2022, doi: 10.30865/resolusi.v2i4.358.

[6] H.JoandY.Bang, “Understanding continuance intention of enterprise
resource planning (ERP): TOE, TAM, and IS success model,” Heliyon, vol.
9, no. 10, p. €21019, 2023, doi: 10.1016/j.heliyon.2023.e21019.

[71 A.Z.Ravasan, A. Zare, and S. M. H. Bamakan, ERP post-implementation
success assessment: An extended framework, no. May. 2019. doi:
10.4018/978-1-5225-5829-3.ch004.

[8] A. Payne, Handbook of CRM: Achieving Excellence in Customer
Management, vol. 4, no. 3. 2005.

[91 M. Y. Tazkarji and T. Stafford, “Reasons for Failures of CRM
Implementations,” IEEE Trans Comput Soc Syst, vol. 7, no. 3, pp. 718—
724, 2020, doi: 10.1109/TCSS.2020.2980856.

[10] F. Buttle, Customer Relationship Management Concept and Technologies.
2009.

[11] P.R. Shaw, Customer Relationship Management: The Ultimate Guide to
the Efficient Use of CRM, 2001 Edition.

98

Mengukur Kesuksesan Implementasi..., Michael, Universitas Multimedia Nusantara



[12]

[13]

[14]

[15]

[16]

[17]

[18]

[19]

[20]

[21]

[22]

C. Wade and C. Tavris, “Sales Force Management : Leadership,
Innovation, Technology,” p. 313, 2021.

U. H. U. Seebacher, Marketing and Sales Automation: Basics,
Implementation, and Applications. Springers, 2023. [Online]. Available:
http://www.springer.com/series/10101

G. J. Gannage and G. H. Talbert, “Sales force automation: CRM,
dashboards and empowering mobile technology used by millennial
salespeople,” Atlantic Marketing Association proceedings of the
international conference in New Orleans, LA, pp. 367-373, 2019.

E. Review, “Adaptation of Delone and Mclean Model for Erp System
Quality Evaluation,” Economic Review, vol. X1X, no. 2, pp. 37-52, 2021,
doi: 10.51558/2303-680x.2021.19.2.37.

E. Elazzaoui, “Delone and McLean information systems success model in
the public sector : A systematic review,” Journal of Social Scicnccss and
Organization Management, vol. 3, no. 1, pp. 1-24, 2022.

L. Lessa, S. Negash, and T. Mekonnen, “Respecifying DeLone and
McLean Information Systems Success Model for Measuring ERP System
Post-implementation Success,” Amcis 2022, vol. 5, no. 2, pp. 114-127,
2022, [Online]. Available: https://aisel.aisnet.org/amcis2022

Z. H. Khand and M. R. Kalhoro, “Testing and Validating DeLone and
MacLean IS Model: ERP System Success in Higher Education Institutions
of Pakistan,” Engineering, Technology and Applied Science Research, vol.
10, no. 5, pp. 6242-6248, 2020, doi: 10.48084/etasr.3762.

G. Leifland and S. Selelyo, “The information system’s impact on the user’s
readiness for change: A study of DeLone and McLean IS success model’s
impact on the user’s readiness for change,” no. May, 2019

H. Taherdoost, “What Is the Best Response Scale for Survey and
Questionnaire Design; Review of Different Lengths of Rating Scale /
Attitude Scale / Likert Scale,” International Journal of Academic Research
in Management (IJARM), vol. 8, no. 1, pp. 2296-1747, 2019.

M. Amirrudin, K. Nasution, and S. Supahar, “Effect of Variability on
Cronbach Alpha Reliability in Research Practice,” Jurnal Matematika,
Statistika dan Komputasi, vol. 17, no. 2, pp. 223-230, 2020, doi:
10.20956/jmsk.v17i2.11655.

R. Hoekstra, J. Vugteveen, M. J. Warrens, and P. M. Kruyen, “An
empirical analysis of alleged misunderstandings of coefficient alpha,” Int J

99

Mengukur Kesuksesan Implementasi..., Michael, Universitas Multimedia Nusantara



[23]

[24]

[25]

[26]

[27]

[28]

[29]

[30]

[31]

Soc Res Methodol, vol. 22, no. 4, pp. 351-364, 2019, doi:
10.1080/13645579.2018.1547523.

M. Schrepp, “On the Usage of Cronbach’s Alpha to Measure Reliability of
UX Scales,” J Usability Stud, vol. 15, no. 4, pp. 247-258, 2020.

S. D. Alabri and S. Kamarudin, “Evaluating users satisfaction factors of the
customer relationship management system: A study of khedmah system as
a single service platform,” J Theor Appl Inf Technol, vol. 98, no. 5, pp.
731-742, 2020.

E. A. Anaam, K. A. A. Bakar, N. S. M. Satar, M. K. Hasan, M. A.
Mohamed, and R. R. Mohamed, “Critical success factors for electronic
customer relationship management success adoption: Telecommunication
companies case study,” International Journal of Advanced and Applied
Sciences, vol. 8, no. 10, pp. 116-130, 2021, doi:
10.21833/ijaas.2021.10.013.

D. A. Almajali, F. Omar, A. Alsokkar, A. S. Alsherideh, R. Masa’Deh, and
Z. Dahalin, “Enterprise resource planning success in Jordan from the
perspective of IT-Business strategic alignment,” Cogent Soc Sci, vol. 8, no.
1, 2022, doi: 10.1080/23311886.2022.2062095.

Santo Fernandi Wijaya, Jansen Wiratama, and Angelina Ervina Jeanette
Egeten, “Modeling the Readiness Measurement for Enterprise Resource
Planning System Implementation Success,” Jurnal Nasional Teknik Elektro
dan Teknologi Informasi, vol. 12, no. 3, pp. 159-166, 2023, doi:
10.22146/jnteti.v12i3.7699.

H. A. Eka Widjaja et al., “Analysis Measurement of Implementation
Enterprise Resource Planning on Human Resource Management in
University XYZ,” 6th International Conference on Computing,
Engineering, and Design, ICCED 2020, 2020, doi:
10.1109/1CCED51276.2020.9415764.

E. A. Anaam, K. A. Abu Bakar, N. S. Mohd Satar, and M. Y. Ma’arif,
“Investigating the Electronic Customer Relationship Management Success
Key Factors in the Telecommunication Companies: A Pilot Study,” J
Comput Theor Nanosci, vol. 17, no. 2-3, pp. 1460-1463, 2020, doi:
10.1166/jctn.2020.8825.

E. A. Anaama, S. C. Haw, and P. Naveen, “Integrating Delone and Mclean
and Task Technology Fit Models to Evaluate the Influence of E-CRM on
Individual Performance,” Journal of Logistics, Informatics and Service
Science, vol. 9, no. 3, pp. 226-242, 2022, doi: 10.33168/L1SS.2022.0316.

Sugiyono, Metodologi Penelitian Kuantitatif, Kualitatif dan R & D. 2014.
100

Mengukur Kesuksesan Implementasi..., Michael, Universitas Multimedia Nusantara



[32]

[33]

[34]

[35]

[36]

[37]

[38]

[39]

[40]

[41]

S. Ahmad, S. Wasim, S. Irfan, S. Gogoi, A. Srivastava, and Z. Farheen,
“Qualitative v/s. Quantitative Research- A Summarized Review,” Journal
of Evidence Based Medicine and Healthcare, vol. 6, no. 43, pp. 2828-2832,
2019, doi: 10.18410/jebmh/2019/587.

D. J. Hunter, J. Mccallum, and D. Howes, “Defining exploratory-
descriptive qualitative research and considering its application to
healthcare,” Journal of Nursing and Health Care, vol. 4, no. 1, pp. 1-7,
2019.

H. N. Sabeh, M. H. Husin, D. M. H. Kee, A. S. Baharudin, and R.
Abdullah, “A Systematic Review of the DeLone and McLean Model of
Information Systems Success in an E-Learning Context (2010-2020),”
IEEE Access, vol. 9, pp. 81210-81235, 2021, doi:
10.1109/ACCESS.2021.3084815.

B. Ahn and H. Ahn, “Factors affecting intention to adopt cloud-based ERP
from a comprehensive approach,” Sustainability (Switzerland), vol. 12, no.
16, pp. 1-26, 2020, doi: 10.3390/SU12166426.

S. W. Chien and S. M. Tsaur, “Investigating the success of ERP systems:
Case studies in three Taiwanese high-tech industries,” Comput Ind, vol. 58,
no. 8-9, pp. 783-793, 2019, doi: 10.1016/j.compind.2019.02.001.

R. Rodriguez, F. J. Molina-Castillo, and G. Svensson, “Enterprise resource
planning and business model innovation: process, evolution and outcome,”
European Journal of Innovation Management, vol. 23, no. 4, pp. 728-752,
2020, doi: 10.1108/EJIM-04-2019-0092.

H. A. E. Widjaja et al., “Development and Validation of Instruments for
Evaluation Enterprise Resource Planning on Human Resource Management
in Higher Education Sector,” ICICOS 2019 - 3rd International Conference
on Informatics and Computational Sciences: Accelerating Informatics and
Computational Research for Smarter Society in The Era of Industry 4.0,
Proceedings, pp. 1-6, 2019, doi: 10.1109/ICIC0S48119.2019.8982444.

P. Ifinedo, B. Rapp, A. Ifinedo, and K. Sundberg, “Relationships among
ERP post-implementation success constructs: An analysis at the
organizational level,” Comput Human Behav, vol. 26, no. 5, pp. 1136-
1148, 2019, doi: 10.1016/j.chb.2010.03.020.

J. W. Creswell and J. D. Creswell, “Research Design: Qualitative,

Quantitative, and Mixed Methods Approaches,” vol. 4, no. 11, pp. 485—
485, 2022, doi: 10.1128/microbe.4.485.1.

Winanti and E. Fernando, “The Role of Brand Image and Trust in the
Adoption of FinTech Digital Payment for Online Transportation,” Journal

101

Mengukur Kesuksesan Implementasi..., Michael, Universitas Multimedia Nusantara



[42]

[43]

[44]

[45]

[46]

[47]

[48]

[49]

[50]

[51]

of Information Systems Engineering and Business Intelligence, vol. 10, no.
1, pp. 126-138, 2024, doi: 10.20473/jisebi.10.1.126-138.

M. A. Fauzi, “Partial least square structural equation modelling (PLSSEM)
in knowledge management studies: Knowledge sharing in virtual
communities,” Knowledge Management and E-Learning, vol. 14, no. 1, pp.
103-124, 2022, doi: 10.34105/j.kmel.2022.14.007.

R. D. Rogge, J. S. Daks, B. A. Dubler, and K. J. Saint, “It’s all about the
process: Examining the convergent validity, conceptual coverage, unique
predictive validity, and clinical utility of ACT process measures,” J
Contextual Behav Sci, vol. 14, no. March, pp. 90-102, 2019, doi:
10.1016/j.jcbs.2019.10.001.

M. Ronkko and E. Cho, An Updated Guideline for Assessing Discriminant
Validity, vol. 25, no. 1. 2022. doi: 10.1177/1094428120968614.

G. Franke and M. Sarstedt, “Heuristics versus statistics in discriminant
validity testing: a comparison of four procedures,” Internet Research, vol.
29, no. 3, pp. 430-447, 2019, doi: 10.1108/IntR-12-2017-0515.

A. Afthanorhan, P. L. Ghazali, and N. Rashid, “Discriminant Validity: A
Comparison of CBSEM and Consistent PLS using Fornell & Larcker and
HTMT Approaches,” J Phys Conf Ser, vol. 1874, no. 1, 2021, doi:
10.1088/1742-6596/1874/1/012085.

Q. P. Lu Qin, Jihong Zhang, Xinya Liang, “R-squared of a Latent
Interaction in Structural Equation Model: A Tutorial of Using R,” Int J Stat
Probab, vol. Vol. 10, N, 2021.

M. S. Zamanan, M. H. Alkhaldi, A. S. Almajroub, A. D. S. Alajmi, J. M.
Alshammari, and O. J. Aburumman, “The influence of HRM practices and
employees’ satisfaction on intention to leave,” Management Science
Letters, vol. 10, no. 8, pp. 1887-1894, 2020, doi:
10.5267/j.msl.2019.12.030.

J. Cohen, “Statistical Power Analysis for the Behavioral Sciences,” p.
13084609, 2014.

T. P. Value, “Review Article The P Value and Statistical Significance :,”
pp. 210-215, 2019, doi: 10.4103/IJPSYM.IJPSY M.

J. Ho, T. Tumkaya, S. Aryal, H. Choi, and A. Claridge-Chang, “Moving
beyond P values: data analysis with estimation graphics,” Nat Methods,
vol. 16, no. 7, pp. 565-566, 2019, doi: 10.1038/s41592-019-0470-3.

102

Mengukur Kesuksesan Implementasi..., Michael, Universitas Multimedia Nusantara



