DAFTAR PUSTAKA

Alotaibi, R. S. (2021). Understanding Customer Loyalty of M-Commerce
Applications in Saudi Arabia. International Transaction Journal of
Engineering, 12(6), 1-12. https://doi.org/10.14456/ITJEMAST.2021.115

Amir, A., Mandey, S. L., & Tawas, H. N. (2021). Pengaruh Perceived Value, Brand
Image Terhadap Customer Loyalty Melalui Customer Engagement Sebagai
Variabel Mediasi (Studi Pada Pelangan Indihome Pt. Telkom Manado). JMBI
UNSRAT (Jurnal llmiah Manajemen Bisnis Dan Inovasi Universitas Sam
Ratulangi)., 7(3), 612—627. https://doi.org/10.35794/jmbi.v7i3.31526

Anmur. (2024). Jumlah Pengguna Internet di Indonesia per Januari (2014-2024).
https://databoks.katadata.co.id/datapublish/2024/02/27/ada-185-juta-
pengguna-internet-di-indonesia-pada-januari-2024.

Arslan, 1. K. (2020). the Importance of Creating Customer Loyalty in Achieving
Sustainable Competitive Advantage. Eurasian Journal of Business and
Management, 8(1), 11-20. https://doi.org/10.15604/ejbm.2020.08.01.002

Asyifa, R. D., Soleh, A. M., & Sartono, B. (2021). Evaluasi Faktor yang
Memengaruhi Usability Aplikasi Thymun Menggunakan Structural Equation
Model-Partial Least Square. Xplore: Journal of Statistics, 10(3), 214-225.
https://doi.org/10.29244/xplore.v10i3.743

Azizan, N. S., & Yusr, M. M. (2019). THE INFLUENCE OF CUSTOMER
SATISFACTION , BRAND TRUST AND BRAND IMAGE TOWARDS
CUSTOMER. International Journal of Entrepreneurship and Management
Practices, 2(7), 93-108. https://doi.org/10.35631/ijemp.270010

Azlan, A., & Farid, M. (2020). Why customer satisfaction in important to business?
Social Science & Technology, 2(1), 2710-6918. www.jusst.abrn.asia

Baskara, R. F., Anastasia, M. B. D., & Argo, J. G. (2021). Analisis Pengaruh
Kualitas Pelayanan Terhadap Pembelian Ulang Melalui Kepuasan Pelanggan
Pada Aplikasi Traveloka. Korelasi, 2, 1645-1659.

Bernarto, I., & Patricia. (2019). Pengaruh Perceived Value , Customer Satisfaction

104
Analisis Faktor-Faktor..., Calvin, Universitas Multimedia Nusantara



dan Trust Terhadap Customer Loyalty (Studi pada Restoran XYZ di

Tangerang). Journal of  Business  Studies, 04(1), 82-98.

journal.utad45jakarta.ac.id/index.php/jbsuta

Cha, S. S., & Seo, B. K. (2020). The effect of food delivery application on customer

loyalty in restaurant. Journal of Distribution Science, 18(4), 5-12.

https://doi.org/10.15722/jds.18.4.20204.5

Daassi, M., & Debbabi, S. (2021). Intention to reuse AR-based apps: The combined
role of the sense of immersion, product presence and perceived realism.
Information and Management, 58(4), 103453.
https://doi.org/10.1016/j.im.2021.103453

Darmaastawan, K., & Buana, I. M. S. and P. W. (2019). LINE Messenger as a
Transport Layer to Distribute Messages to Partner Instant Messaging.

International Journal of Modern Education and Computer Science, 11(3), 1-
9. https://doi.org/10.5815/ijmecs.2019.03.01

ERDOGAN, G. (2024). Antecedents of Customer Loyalty in Mobile Hotel
Reservation Applications. OPUS Toplum Arastirmalart Dergisi, 21(1), 5-16.
https://doi.org/10.26466/opusjsr.1288512

Esmaeili, A., Haghgoo, I., Davidaviciene, V., & Meidute-kavaliauskiene, I. (2021).
Customer Loyalty in Mobile Banking : Evaluation of Perceived Risk , Relative
Advantages , and Usability Factors. 32(1), 70-81.

Garcia-Fernandez, J., Galvez-Ruiz, P., Fernandez-Gavira, J., Vélez-Colon, L., Pitts,
B., & Bernal-Garcia, A. (2018). The effects of service convenience and

perceived quality on perceived value, satisfaction and loyalty in low-cost

fitness  centers.  Sport Management Review, 21(3), 250-262.

https://doi.org/10.1016/j.smr.2017.07.003

Ghozali, 1. (2018). Aplikasi Analisis Multivariate dengan Program IBM SPSS 25.
Badan Penerbit Universitas Diponegoro.

Gustia, D., & Hayuningtias, K. A. (2024). DAMPAKNYA PADA NIAT BELI

ULANG ( Studi Pada Pengguna Smartphone Samsung ). Jurnal Ekonomi &
Ekonomi Syariah, 7(1), 210-225.

Hair, Black, Babin, & Anderson. (2017). Multivariate Data Analysis. Pearson

105

Analisis Faktor-Faktor..., Calvin, Universitas Multimedia Nusantara



Education Limited.

Hasan, A. A., Sumon, S. M., & Hossain, M. S. (2021). Factors influencing online
shopping intentions: The mediating role of perceived enjoyment. Turkish
Journal of Marketing, 6, 239-253.

HASRAN, M. (2018). PENGARUH SOCIALITY, ENTERTAINMENT,
ENJOYMENT, DAN PERCEIVED RISK TERHADAP LOYALITAS PADA
GAME ONLINE PERFECT WORD PRIVATE SERVER YANG DI MEDIASI
OLEH FLOW EXPERIENCE. Universitas Airlangga.

Houston, D. D. (2020). Adopsi Penerimaan Digital Payment Pada Kalangan
Milenial. Medium, 7(2), 55-67.
https://doi.org/10.25299/medium.2019.vol7(2).4094

Ismanova, D. (2019). Students’ loyalty in higher education: The mediating effect
of satisfaction, trust, commitment on student loyalty to Alma Mater.
Management Science Letters, 9(8), 1161-1168.
https://doi.org/10.5267/j.msl.2019.4.024

Khan, 1., Hollebeek, L. D., Fatma, M., Islam, J. U., & Riivits-Arkonsuo, I. (2020).
Customer experience and commitment in retailing: Does customer age matter?
Journal of Retailing and Consumer Services, 57(July), 102219.
https://doi.org/10.1016/j.jretconser.2020.102219

Khan, R. U., Salamzadeh, Y., Igbal, Q., & Yang, S. (2022). The Impact of Customer
Relationship Management and Company Reputation on Customer Loyalty:
The Mediating Role of Customer Satisfaction. Journal of Relationship
Marketing, 21(1), 1-26. https://doi.org/10.1080/15332667.2020.1840904

Khosasih, M. M., & Lisana, L. (2023). Intention to Adopt Online Food Delivery
Using Augmented Reality Mobile Apps: A Perspective of SOR Framework.
International Journal on Advanced Science, Engineering and Information
Technology, 13(2), 618-624. https://doi.org/10.18517/ijaseit.13.2.17245

Kim, H., Kang, S., Song, C., & Lee, M. J. (2020). How Hotel Smartphone
Applications Affect Guest Satisfaction in Applications and Re-use Intention?
An Experiential Value Approach. Journal of Quality Assurance in Hospitality
and Tourism, 21(2), 209-233.

106
Analisis Faktor-Faktor..., Calvin, Universitas Multimedia Nusantara



https://doi.org/10.1080/1528008X.2019.1653242

Kolonio, J., & Soepono, D. (2019). Pengaruh Service Quality, Trust, dan Customer
Satisfaction terhadap Customer Loyalty pada CV. Sarana Marine Fiberglass.
Jurnal EMBA, 7(1), 831-840.

Kumar, D. S., Purani, K., & Viswanathan, S. A. (2018). Influences of ‘appscape’
on mobile app adoption and m-loyalty. Journal of Retailing and Consumer
Services, 45(August), 132-141.
https://doi.org/10.1016/j.jretconser.2018.08.012

Kurnia, N. S. (2023). ANTESEDEN PERCEIVED ENJOYMENT DAN
IMPLIKASINYA TERHADAP KONTINUITAS PENGGUNAAN MOBILE
GAME. JURNAL ILMIAH MANAJEMEN BISNIS DAN INOVASI, 10(1), 497—
506.

Ladkoom, K., & Thanasopon, B. (2018). Factors influencing e-payment loyalty in
Thailand. Proceedings of 2018 10th International Conference on Information
Technology and Electrical Engineering: Smart Technology for Better Society,
ICITEE 2018, March, 295-300.
https://doi.org/10.1109/ICITEED.2018.8534881

LEI, T. H. T., & KOT, R. (2019). Mobile App Usage and Its Implications on
Consumer Behavior Toward Consumer Goods 2 . Literature Review &
Hypothesis Development. Zeszyty Naukowe Politechniki Poznanskiej ..., 80.
https://doi.org/10.21008/j.0239-9415.2019.080.18

Malhotra, N. K. (2016). Marketing Research An Applied Orientation (seventh ed).

Malhotra, N. K. (2020). Marketing research : an applied orientation seventh
edition. Pearson Education.

Marakanon, L., & Panjakajornsak, V. (2017). Perceived quality, perceived risk and
customer trust affecting customer loyalty of environmentally friendly
electronics products. Kasetsart Journal of Social Sciences, 38(1), 24-30.
https://doi.org/10.1016/j.kjss.2016.08.012

Mehdi, M. M., Kler, A., & Nafees, L. (2024). Factors influencing m-loyalty and
customer reuse intention toward mobile instant messaging services. Journal of
Business & Industrial Marketing, 39(1).

107
Analisis Faktor-Faktor..., Calvin, Universitas Multimedia Nusantara



https://doi.org/https://doi.org/10.1108/JBIM-01-2023-0021

Meryawan, I. W., Suryawan, T. G. A. W. K., & Handayani, M. M. (2022).
Perceived Value pada Customer Loyalty Peran Mediasi Customer
Engagement. Jurnal Pendidikan Ekonomi Undiksha, 14(2), 339-349.
https://doi.org/10.23887/jjpe.v14i2.52119

Mikalef, P., Giannakos, M. N., Pappas, I. O., Mikalef, P., Giannakos, M. N., &
Pappas, I. O. (2017). Designing social commerce platforms based on
consumers ’ intentions. Behaviour & Information Technology, 0(0), 1-20.
https://doi.org/10.1080/0144929X.2017.1386713

Mufidah, S. Z., Baidlowi, 1., & Kasnowo, K. (2023). Pengaruh Kualitas Pelayanan
dan Kepercayaan Konsumen Terhadap Loyalitas Pelanggan Melalui Kepuasan
Pelanggan Sebagai Variabel Intervening (Studi Kasus pada Konsumen Rinni
Mekeup Gondang). Indo-Fintech Intellectuals: Journal of Economics and
Business, 3(2), 231-243. https://doi.org/10.54373/ifijeb.v3i2.178

Nelwan, J. Z. C., Yasa, N. N. K., Sukaatmadja, I. P. G., & Ekawati, N. W. (2021).
Antecedent behaviour and its implication on the intention to reuse the internet
banking and mobile services. International Journal of Data and Network
Science, 5(3), 451-464. https://doi.org/10.5267/}.ijdns.2021.4.003

Nisza, S. R. (2021). Pengaruh Komitmen Dan Kepercayaan Terhadap Loyalitas
Pelanggan Pada Aplikasi Halodoc Di Rumah Sakit Islam Ibnu Sina Padang.
Jurnal Pundi, 4(3), 417-430. https://doi.org/10.31575/jp.v4i3.329

Oban International. (2024). Does LINE still matter for marketers in Japan?
https://obaninternational.com/blog/why-line-remains-essential-for-marketers-
in-japan/#:~:text=It works with many online,nearly 40%25 using it
exclusively.

Prayoga, Y., & Pohan, M. Y. A. (2022). Electronic Word of Mouth (eWOM):
Menguji Pengaruh Pengalaman Positif, Persepsi Kualitas dan Kepercayaan.
Studi Kasus: Restoran di Labuhanbatu. J-MAS (Jurnal Manajemen Dan
Sains), 7(1), 283. https://doi.org/10.33087/jmas.v7i1.393

Purba, M., Samsir, & Arifin, K. (2020). Pengaruh persepsi kemudahan penggunaan,

persepsi manfaat dan kepercayaan terhadap kepuasan dan niat menggunakan

108
Analisis Faktor-Faktor..., Calvin, Universitas Multimedia Nusantara



kembali aplikasi ovo pada mahasiswa pascasarjana universitas riau. Jurnal
Tepak Manajemen Bisnis, X1(2), 151-170.
https://jtmb.ejournal.unri.ac.id/index.php/JTMB/article/download/7857/6788

Puriwat, W., & Tripopsakul, S. (2017). The impact of e-service quality on customer
satisfaction and loyalty in mobile banking usage: Case study of Thailand.
Journal of Management Studies, 15(2), 183-193.
https://doi.org/10.17512/pjms.2017.15.2.17

Rico, Tecoalu, M., Wahyoedi, S., & Purnama, E. D. (2019). The Effects of Trust,
Service Quality and Perceived Value on Satisfaction and Their Impact on
Loyalty. August, 325-330. https://doi.org/10.5220/0008492603250330

Rouibah, K., Al-girim, N., Hwang, Y., Korea, S., & Pouri, S. G. (2021). The
Determinants of eWoM in Social Commerce: The Role of Perceived Value,
Perceived Enjoyment, Trust, Risks, and Satisfaction. Journal of Global
Information Management, 29(3), 75-102.
https://doi.org/10.4018/JG1M.2021050104

Saehu, M. S., Suhendar, Efendi, B., Sudha, N. L. K. A., Sucandrawati, & Maulana,
A. (2023). PENINGKATAN LOYALITAS PELANGGAN MELALUI
PERCEIVED VALUE DENGAN SWITCHING COSTS SEBAGAI
VARIABEL MODERASI. Edunomika, 08(01), 5-24.

Samara, A., & Metta, S. (2023). Pengaruh Kemudahan Penggunaan, Pengalaman
Pengguna Dan Kepuasan Pelanggan Terhadap Loyalitas Pelanggan Pada
Penggunaan Aplikasi Dompet Digital (E-Wallet) di Kalangan Mahasiswa
Universitas Buddhi Dharma. Jura : Jurnal Riset Akuntansi, 1(2), 249-260.
https://jurnal.itbsemarang.ac.id/index.php/JURA/article/download/700/659

Sari, A. C. M., & Lestariningsih, M. (2021). Pengaruh Promosi Dan Kepercayaan
Konsumen Terhadap Loyalitas konsumen Melalui Kepuasan Pelanggan
Aplikasi Shopee (STUDI PADA MAHASISWA STIESIA SURABAYA).
Jurnal Ilmu Dan Riset Manajemen, Volume 10(5), 1-17.

Singh, V., Sharma, M. P., Jayapriya, K., Kiran Kumar, B., Raj, M. A., Chander, N.,
& Kumar, B. R. (2023). Service Quality, Customer Satisfaction And Customer

Loyalty: A Comprehensive Literature Review. Journal of Survey in Fisheries

109
Analisis Faktor-Faktor..., Calvin, Universitas Multimedia Nusantara



Sciences, 10(4S), 3457-3464. https://doi.org/10.53555/sfs.v10i4S.2218

Stocchi, L., Michaelidou, N., & Micevski, M. (2019). Drivers and outcomes of
branded mobile app usage intention. Journal of Product and Brand
Management, 28(1), 28-49. https://doi.org/10.1108/JPBM-02-2017-1436

Sudiarsa, W., & Wiraditya, G. B. (2020). Heuristic Evaluation Usability Analisys
on Information and Tracking Covid-19 Application Peduli Lindungi Using
Heuristic Evaluation. Journal of Information Technology and Computer
Science (INTECOMS), 3(2), 354-364.

Sugiyono. (2019). Statistika untuk Penelitian (CV. Alfabe).

Sugiyono. (2020). Metodologi Penelitian Kualitatif, Kuantitatif dan Kombinasi
(Mix Methods) (Revisi, p. 632). Alfabeta. CV.

Sulle, Y. (2022). PENGARUH KEPERCAYAAN , KUALITAS PELAYANAN
DAN KASUS PADA BANK PAPUA CABANG KEPI ). Jurnal lImu Hukum
Humaniora Dan Politik, 2(1), 101-109.

Supriyanto, A., Wiyono, B. B., & Burhanuddin, B. (2021). Effects of service quality
and customer satisfaction on loyalty of bank customers. Cogent Business and
Management, 8(1). https://doi.org/10.1080/23311975.2021.1937847

Susanto, E. F., & Pandjaitan, D. R. H. (2024). The Effect of Trust on Customer
Loyalty through Customer Satisfaction. Jurnal Ilmiah Manajemen Kesatuan,
12(1), 203-210. https://doi.org/10.37641/jimkes.v12i1.2404

Tangsoc, J., & Bernardo, E. (2020). Explanatory Modelling of Factors Influencing
Loyalty on Smartphone Shopping Application: A Modification of the
Shopping Application Adoption Model. In Joint Conference on Asian Council
and Ergonomics and Design (ACED) and South East Asian Network of
Ergonomics Societies (SEANES) 2020. http://www.springer.com/series/11156

Thuy, N., Loan, Q., & Hung, N. G. O. Q. (2018). Factors Affecting Satisfaction and
Reuse Intention of Customers Using Online. 8(3), 25-38.

Tzavlopoulos, 1., Gotzamani, K., Andronikidis, A., & Vassiliadis, C. (2019).
Determining the impact of e-commerce quality on customers’ perceived risk,
satisfaction, value and loyalty. International Journal of Quality and Service
Sciences, 11(4), 576-587. https://doi.org/10.1108/1JQSS-03-2019-0047

110
Analisis Faktor-Faktor..., Calvin, Universitas Multimedia Nusantara



Wang, Y., Zhang, Z., Zhu, M., & Wang, H. (2020). The Impact of Service Quality
and Customer Satisfaction on Reuse Intention in Urban Rail Transit in Tianjin,
China. SAGE Open, 10(1). https://doi.org/10.1177/2158244019898803

Wantara, P., & Tambrin, M. (2019). The Effect of Price and Product Quality
Towards Customer Satisfaction and Customer Loyalty on Madura Batik.
International  Tourism and  Hospitality  Journal, 2(1), 1-9.
https://rpajournals.com/ithj:https://rpajournals.com/ithj

Wong, A., & Haque, M. (2022). Understanding the brand and website effects of
online loyalty: a mediation perspective. Journal of Marketing Management,
38(3-4), 333-368. https://doi.org/10.1080/0267257X.2021.1949378

111
Analisis Faktor-Faktor..., Calvin, Universitas Multimedia Nusantara



