DAFTAR PUSTAKA

Aditiya. (2023). Layanan Transportasi Online Paling Aman di Indonesia.
GoodStats. https://goodstats.id/infographic/layanan-transportasi-online-
paling-aman -di-indonesia-RB28U

Aditiya. (2023). Layanan Ojek Online Pilihan Masyarakat Indonesia. GoodStats.
https://goodstats.id/infographic/layanan-ojek-online-pilihan-masyarakat-
indonesia-jbPbU

Advertorial. (2022). inDrive Utamakan Negosiasi, Layanan Aman Sampai Tujuan
Sumber Artikel berjudul "inDrive Utamakan Negosiasi, Layanan Aman
Sampai Tujuan”, https://www.pikiran-rakyat.com/ekonomi/pr-015868195/in
drive-uta ma kan-negosiasi-layanan-aman-sampai-tujuan?page=all

Aini, Z. (2018). Pengaruh Service Quality Dan Customer Trust Terhadap Customer
Satisfaction Serta Dampaknya Pada Customer Loyalty Perbankan Syariah.
https://osf.io/preprints/pzm73/.

Akbar, J. F. (2024). Transportasi Online Sebagai Teman Setia Anak Muda di Era
Modern. GoodStats. https://goodstats.id/article/transportasi-online-sebagai-
teman -setia-anak-muda-di-era-modern-FSQTI

Alaan, Y. (2016). Pengaruh service quality (tangible, empathy, reliability,
responsiveness dan assurance) terhadap customer satisfaction: Penelitian
pada Hotel Serela Bandung. Jurnal Manajemen Maranatha, 15(2).
https://journal.maranatha.edu/index.php/jmm/arti cle/view/18.

Alshibly, H. H. 2015. Customer Perceived Value in Social Commerce: An
Exploration of Its Antecedents and Consequences. Journal of
ManagementResearch, 7(1), 17-37

Annur, C. M. (2022). Nilai Transaksi Ojek Online di Indonesia Diproyeksi Sebesar
Rp124 Triliun pada 2022. databoks.katadata.co.id. https://databoks.
katadata.co.id/teknologi-telekomunikasi/statistik/afa087025f5c6bd/nilai-
transaksi-ojek-online-di-indonesia-diproyeksi-sebesar-rp124-triliun-pada-
2022

Ardiansyah, W. M. (2023). Peran Teknologi dalam Transformasi Ekonomi dan
Bisnis di Era Digital. JMEB Jurnal Manajemen Ekonomi & Bisnis, 1(1), 12-
16.https://pdfs.semanticscholar.org/6dd0/879293fdd48556e88b2c0623a7ead

95ea420.pdf

Arinni, R. W., & Suyanto, A. M. (2023). Positioning Analysis of Online
Transportation Companies in Indonesia Based on Marketing Mix Aspects.

116

Pengaruh Service Quality.... Yonathan Susanto, Universitas Multimedia Nusantara


https://goodstats.id/infographic/layanan-transportasi-online-paling-aman-di-indonesia-RB28U
https://goodstats.id/infographic/layanan-transportasi-online-paling-aman-di-indonesia-RB28U
https://goodstats.id/infographic/layanan-ojek-online-pilihan-masyarakat-indonesia-jbPbU
https://goodstats.id/infographic/layanan-ojek-online-pilihan-masyarakat-indonesia-jbPbU
https://www.pikiran-rakyat.com/ekonomi/pr-015868195/indrive-utamakan-negosiasi-layanan-aman-sampai-tujuan?page=all
https://www.pikiran-rakyat.com/ekonomi/pr-015868195/indrive-utamakan-negosiasi-layanan-aman-sampai-tujuan?page=all
https://osf.io/preprints/pzm73/
https://goodstats.id/article/transportasi-online-sebagai-teman-setia-anak-muda-di-era-modern-FSQTl
https://goodstats.id/article/transportasi-online-sebagai-teman-setia-anak-muda-di-era-modern-FSQTl
https://journal.maranatha.edu/index.php/jmm/article/view/18
https://databoks.katadata.co.id/teknologi-telekomunikasi/statistik/afa087025f5c6bd/nilai-transaksi-ojek-online-di-indonesia-diproyeksi-sebesar-rp124-triliun-pada-2022
https://databoks.katadata.co.id/teknologi-telekomunikasi/statistik/afa087025f5c6bd/nilai-transaksi-ojek-online-di-indonesia-diproyeksi-sebesar-rp124-triliun-pada-2022
https://databoks.katadata.co.id/teknologi-telekomunikasi/statistik/afa087025f5c6bd/nilai-transaksi-ojek-online-di-indonesia-diproyeksi-sebesar-rp124-triliun-pada-2022
https://databoks.katadata.co.id/teknologi-telekomunikasi/statistik/afa087025f5c6bd/nilai-transaksi-ojek-online-di-indonesia-diproyeksi-sebesar-rp124-triliun-pada-2022
https://pdfs.semanticscholar.org/6dd0/879293fdd48556e88b2c0623a7ead95ea420.pdf
https://pdfs.semanticscholar.org/6dd0/879293fdd48556e88b2c0623a7ead95ea420.pdf

International Journal of Scientific Research and Management (IJSRM), 5505-
5515. 10.18535. https://ijsrm.net/index.php/ijsrm

Azizah, A., & Adawia, P. R. (2018). Analisis perkembangan industri transportasi
online di era inovasi disruptif (Studi Kasus PT Gojek Indonesia). Cakrawala-
Jurnal Humaniora, 18(2), 149-156. http://ejournal.bsi.ac.id/ejurnal/ index.
php/cakrawala/article/view/4117.

Beru, D. (2022). Indonesia: Ekonomi Berbagi (Sharing Economy) sebagai Tren
Pasar Baru. HUMANIS (Humanities, Management and Science
Proceedings), Vol. 2 No. 2, 477 - 485.
https://openjournal.unpam.ac.id/index.php/SNH/article /view/21117

Cakranegara, P. A., & Rahadi, D. R. (2019). Pertumbuhan Pengguna Internet dan
Kemajuan Indonesia. Konferensi Nasional IImu Administrasi, 3(1).
http://knia. stialanbandung.ac.id/index.php/knia/article/view/66.

Christina H, Usep S, Mohamad R. 2018. Analisis penerimaan dan penggunaan
teknologi ojek online dengan TAM. Jurnal Pendidikan Ekonomi Dan Bisnis
(JPEB) 6(1): 34-44. https://doi.org/10.21009/JPEB.006.1.4.

Crystrie, D. A., & Adhianur, S. (2022). Pengaruh Inovasi Ojek Menjadi Ojek
Online Pada Ekonomi Kreatif Di Era Revolusi Industri 4.0:(Studi Kasus Pada
Masyarakat Kota Tasikmalaya). PARTA: Jurnal Pengabdian Kepada
Masyarakat, 3(1), 52-509.
https://journal.undiknas.ac.id/index.php/parta/article/view/3573

Darjanto, M. S. (2024, November). PERSEPSI PENGGUNA TERHADAP
KELEBIHAN DAN KELEMAHAN INDRIVER DALAM KONTEKS
PERSAINGAN TRANSPORTASI ONLINE DI KOTA SURABAYA. In
Seminar Nasional Ilmu Terapan (Vol. 8, No. 1, pp. E10-E10).
https://ojs.widyakartika. ac.id/index.php/sniter/article/view/764.

El-Adly, M. I. (2019). Modelling the relationship between hotel perceived value,
customer satisfaction, and customer loyalty. Journal of Retailing and
Consumer Services, 50, 322-332.
https://www.sciencedirect.com/science/article/abs/pii/S09 69698918305538

Fetrick, D. (2022). Analisis Faktor yang Mempengaruhi Pelanggan dalam
Menggunakan  Jasa  Ride-Hailing  Saat  Pandemi Covid-109.
https://library.univers itaspertamina.ac.id/xml ui/handle/123456789/6403

GENTIANA, N. 1. (2023). PENGARUH KUALITAS PELAYANAN DAN
HARGA TERHADAP KEPUASAN PELANGGAN PENGGUNA JASA
TRANSPORTASI ONLINE INDRIVER DI KOTA MEDAN.
https://repository.uhn.ac.id/handle/123456789/8605

117

Pengaruh Service Quality.... Yonathan Susanto, Universitas Multimedia Nusantara


https://ijsrm.net/index.php/ijsrm
http://ejournal.bsi.ac.id/ejurnal/index.php/cakrawala/article/view/4117
http://ejournal.bsi.ac.id/ejurnal/index.php/cakrawala/article/view/4117
https://openjournal.unpam.ac.id/index.php/SNH/article/view/21117
http://knia.stialanbandung.ac.id/index.php/knia/article/view/66
http://stialanbandung.ac.id/index.php/knia/article/view/66
https://doi.org/10.21009/JPEB.006.1.4
https://journal.undiknas.ac.id/index.php/parta/article/view/3573
https://ojs.widyakartika.ac.id/index.php/sniter/article/view/764
https://www.sciencedirect.com/science/article/abs/pii/S0969698918305538
https://library.universitaspertamina.ac.id/xmlui/handle/123456789/6403
https://repository.uhn.ac.id/handle/123456789/8605

Gong, T., & Yi, Y. (2018). The effect of service quality on customer satisfaction,
loyalty, and happiness in five Asian countries. Psychology & Marketing,
35(6), 427-442. https://id. z-lib.gs/book/100878038/e2ch9e/the-effect-of-
service-quality -on-customer-satisfaction-loyalty-and-happiness-in-five-
asian-countri.html

Gronroos, C. (1982), Strategic Management and Marketing in Service Sector,
Marketing Science Institute, Cambridge, MA. https://www.ida.liu.se/~st
eho87/und/htdd01/10801040 1.pdf

Gultom, D. K., Arif, M., & Fahmi, M. (2020). Determinasi kepuasan pelanggan
terhadap loyalitas pelanggan melalui kepercayaan. Maneggio: Jurnal Iimiah
Magister Manajemen, 3(2), 171-180. https://jurnal.um su.ac.id/index.php/
MA NEGGIO/article/view/5290

Guo, Y., Li, X., & Zeng, X. (2019). Platform competition in the sharing economy:
Understanding how ride-hailing services influence new car purchases.
Journal of Management Information Systems, 36(4), 1043-1070.
https://www.tandfonline.co m/doi/abs/10.1080/07421222.2019.1661087

Gunawan, R., Aulia, S., Supeno, H., Wijanarko, A., Uwiringiyimana, J. P., &
Mahayana, D. (2021). Adiksi media sosial dan gadget bagi pengguna internet
di indonesia. Techno-Socio Ekonomika, 14(1), 1-14. https://jurnal.usbypkp.
ac.id/index.php/techno-socio- ekonomika/article/view/544.

Hair, J. F., Anderson, R. E., Tatham, R. L., & Black, W. C. (2019). Multivariate
Data Analysis, Multivariate Data Analysis. In Multivariate Data Analysis,
Multivariate Data Analysis B2 - Multivariate Data Analysis, Multivariate
DataAnalysis (Vol. 87, Issue 4).

Hair Jr, J. F., Hult, G. T. M., Ringle, C. M., Sarstedt, M., Danks, N. P., Ray, S., ...
& Ray, S. (2021). Evaluation of reflective measurement models. Partial least
squares structural equation modeling (PLS-SEM) using R: A workbook, 75-
90.

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2017). A Primer on Partial
Least Squares Structural Equation Modelling (PLS-SEM). SAGE
Publication.

Hamidi, H., & Moradi, S. (2017). Analysis of consideration of security parameters
by vendors on trust and customer satisfaction in e-commerce. Journal of
Global Information Management (JGIM), 25(4), 32-45. https://www.igi-
global .com/article/analysis-of-consideration-of-security-parameters-by-
vendors-on-trust-and-customer-satisfaction-in-e-commerce/186811

Haron, R., Abdul Subar, N., & Ibrahim, K. (2020). Service quality of Islamic banks:
satisfaction, loyalty and the mediating role of trust. Islamic Economic Studies,

118

Pengaruh Service Quality.... Yonathan Susanto, Universitas Multimedia Nusantara


https://id.z-lib.gs/book/100878038/e2cb9e/the-effect-of-service-quality-on-customer-satisfaction-loyalty-and-happiness-in-five-asian-countri.html
http://z-lib.gs/book/100878038/e2cb9e/the-effect-of-service-quality-on-customer-satisfaction-loyalty-and-happiness-in-five-asian-countri.html
http://z-lib.gs/book/100878038/e2cb9e/the-effect-of-service-quality-on-customer-satisfaction-loyalty-and-happiness-in-five-asian-countri.html
http://z-lib.gs/book/100878038/e2cb9e/the-effect-of-service-quality-on-customer-satisfaction-loyalty-and-happiness-in-five-asian-countri.html
https://www.ida.liu.se/~steho87/und/htdd01/1080140401.pdf
https://www.ida.liu.se/~steho87/und/htdd01/1080140401.pdf
https://jurnal.umsu.ac.id/index.php/MANEGGIO/article/view/5290
http://su.ac.id/index.php/
https://jurnal.umsu.ac.id/index.php/MANEGGIO/article/view/5290
https://jurnal.umsu.ac.id/index.php/MANEGGIO/article/view/5290
https://www.tandfonline.com/doi/abs/10.1080/07421222.2019.1661087
https://jurnal.usbypkp.ac.id/index.php/techno-socio-ekonomika/article/view/544
https://jurnal.usbypkp.ac.id/index.php/techno-socio-ekonomika/article/view/544
https://www.igi-global.com/article/analysis-of-consideration-of-security-parameters-by-vendors-on-trust-and-customer-satisfaction-in-e-commerce/186811
https://www.igi-global.com/article/analysis-of-consideration-of-security-parameters-by-vendors-on-trust-and-customer-satisfaction-in-e-commerce/186811
https://www.igi-global.com/article/analysis-of-consideration-of-security-parameters-by-vendors-on-trust-and-customer-satisfaction-in-e-commerce/186811

28(1), 3-23. https://www.emerald.com/insight/content/doi/10.1108/ies-12-
2019-0041/full/ntml

Hutabarat, W. M., & Prabawani, B. (2020). Pengaruh experiential marketing dan
sales promotion terhadap loyalitas pelanggan dengan kepuasan pelanggan
sebagai variabel intervening pada pelanggan Go-Ride Semarang. Jurnal limu
Administrasi Bisnis, 9(2), 12-22.
https://ejournal3.undip.ac.id/index.php/jiab/article/view/27155

Hutapea, D. P. (2024). Pengaruh E-Service Quality dan Brand Trust terhadap Brand
Preferences pada layanan transportasi online Indriver. https://repository.
unpar.ac.id/ handle/123456789/19259

Joseph F. Hair, William C. Black, Barry J. Babin, R. E. A. (2019). Multivariate
Data Analysis, Multivariate Data Analysis (8th, illustr ed.). Cengage.

Kaiser, H. . F. . (1974). An index of factorial The Miscitation Story Begins.
Psychometrika, 39(1974), 31-36.

Kotler, P. 2009. Manajemen Pemasaran. Edisi 13: Erlangga.Jakarta
https://jurnalmahasiswa.stiesia.ac.id/index.php/jirm/article/view/2253/2257

Kurnianti, A. W. (2017). Komunikasi Pemasaran Transportasi Online NGuberJEK.
Jurnal Komunikasi Dan Kajian Media, 1(1), 69-84.https://jurna
l.untidar.ac.id/index.php/komu nikasi/article/view/392.

Kundu, S., & Datta, S. K. (2015). Impact of trust on the relationship of e-service
quality and customer satisfaction. EuroMed Journal of Business, 10(1), 21-
46.

Laras, A. (2023). Mengenal inDrive, Aplikasi Ojol Asal Rusia yang Bisa Tawar
Harga.entrepreneur.bisnis. https://entrepreneur.bisnis.com/read/20230328/52
/164 1483/mengenal-indrive-aplikasi-ojol-asal-rusia-yang-bisa-tawar-harga

Lestari, A. A. D., & Merthayasa, A. (2022). Peran teknologi dalam perubahan bisnis
di era globalisasi. Syntax Literate; Jurnal limiah Indonesia, 7(11), 16706-
16711. https://pdfs. semanticscholar.org/fc70/f56054022e234a0fd17c246d
a39262299793.pdf.

Listari, A. A. (2022). Effects of Product Quality, Service Quality, Price Perception,
and Reputation on Purchase Intention: The Mediating and Moderating Roles
of Trust in Shopee as an Online Shopping E-Commerce.
https://dspace.uii.ac.id/handle/1234567 89/39075

Malhotra, N. K. (2020). Marketing Research: An Applied Orientation. In Journal
of Marketing Research (Vol. 31, Issue 1). https://doi.org/10.2307/3151953.

119

Pengaruh Service Quality.... Yonathan Susanto, Universitas Multimedia Nusantara


https://www.emerald.com/insight/content/doi/10.1108/ies-12-2019-0041/full/html
https://www.emerald.com/insight/content/doi/10.1108/ies-12-2019-0041/full/html
https://ejournal3.undip.ac.id/index.php/jiab/article/view/27155
https://repository.unpar.ac.id/handle/123456789/19259
https://repository.unpar.ac.id/handle/123456789/19259
https://jurnalmahasiswa.stiesia.ac.id/index.php/jirm/article/view/2253/2257
https://jurnal.untidar.ac.id/index.php/komunikasi/article/view/392
https://jurnal.untidar.ac.id/index.php/komunikasi/article/view/392
https://entrepreneur.bisnis.com/read/20230328/52/1641483/mengenal-indrive-aplikasi-ojol-asal-rusia-yang-bisa-tawar-harga
https://entrepreneur.bisnis.com/read/20230328/52/1641483/mengenal-indrive-aplikasi-ojol-asal-rusia-yang-bisa-tawar-harga
https://dspace.uii.ac.id/handle/123456789/39075
https://doi.org/10.2307/3151953

Nasution, H. C. (2024). Peranan Hukum Perlindungan Konsumen Terhadap
Pengguna Transportasi Online InDriver di Kota Medan. Jurnal Visi Ekonomi
Akuntansi Dan Manajemen, 6(2), 100-109. https://stieibmi.ac.id/ojs/ojsibmi/i
ndex.php/JIBMI/article/vie /222.

Natanael, S. (2019). Pengaruh service quality, brand image terhadap brand loyalty
dengan brand trust sebagai mediasi. Jurnal Manajemen Bisnis Dan
Kewirausahaan, 3(3), 39-46. https://www.academia.edu/download/7899806

3/3008.pdf
Oktaviani, T., & Nailufar, N. N. (2022). Tarif Ojol di Jabodetabek 2022 (Gojek,
Grab Bike, Maxim, Anterin). Kompas.com.

https://megapolitan.kompas.com/re  ad/2022/05/25/00300091/tarif-ojol-di-
jabodetabek-2022-gojek-grab-bike-maxim-an terin

Payne, A., & Holt, S. (2001). Diagnosing Customer Value: Integrating The Value
Process And Relationship Marketing. British Journal Of Management, 12(2),
159-182.Https://D0i.0Org/10.1111/1467-8551.00192

Politis, Y., Giovanis, A., & Binioris, S. (2014). Logistics service quality and its
effects on customer satisfaction in the manufacturing companies’ supply
chains: Empirical evidence from Greece. Journal of Modelling in
Management, 9(2), 215-237. https://www.emerald.co
m/insight/content/doi/10.1108/jm2-05-2012-00 16/full/html

Prabowo Y. 2018. Uber, Go-Jek, Grab: What do people in Indonesia actually want
from ride-hailing apps? EcommercelQ. https://ecommerceiq.asia/cp-ride-
hailing-apps-in-indon esia/

Rahayu, N., Supriyono, I. A., Mulyawan, E., Nurfadhillah, F., Yulianto, D. R., &
Ramadhan, A. Z. (2023). Pembangunan ekonomi Indonesia dengan tantangan
transformasi digital. ADI Bisnis Digital Interdisiplin Jurnal, 4(1), 1-4.
https://ww w.adi-journal.org/index.php/abdi/article/view/823.

Rahma, N. Z. C., & Handayeni, K. D. M. E. (2024). Pola Mobilitas Pelajar Kampus
dengan Layanan On-Demand Ride-Hailing di Surabaya Timur Berbasis
Spatio-Temporal. Jurnal Teknik ITS, 13(2), E100-
E107.https://journal.ithb.ac.id/ index.php/El1S/article/view/659

Renaldi, R., & Pradana, M. (2023). Analisis Ekspektasi Penggunaan Aplikasi
Transportasi Online Menggunakan Pendekatan Importance Performance
Analysis (IPA). SEIKO: Journal of Management & Business, 6(1), 887-
897.https://ww __ w.journal.stieamkop.ac.i _d/index.php/seiko/article/view/
4114,

Resika, Y., Wahab, Z., & Shihab, M. S. (2019). Customer perceived value dan
customer trust: Identifikasi kepuasan dan loyalitas konsumen Go-Car.

120

Pengaruh Service Quality.... Yonathan Susanto, Universitas Multimedia Nusantara


https://stieibmi.ac.id/ojs/ojsibmi/index.php/JIBMI/article/view/222
https://stieibmi.ac.id/ojs/ojsibmi/index.php/JIBMI/article/view/222
https://www.academia.edu/download/78998063/3008.pdf
https://www.academia.edu/download/78998063/3008.pdf
https://megapolitan.kompas.com/re%20ad/2022/05/25/00300091/tarif-ojol-di-jabodetabek-2022-gojek-grab-bike-maxim-an%20terin
https://megapolitan.kompas.com/re%20ad/2022/05/25/00300091/tarif-ojol-di-jabodetabek-2022-gojek-grab-bike-maxim-an%20terin
https://doi.org/10.1111/1467-8551.00192
https://www.emerald.com/insight/content/doi/10.1108/jm2-05-2012-0016/full/html
https://www.emerald.com/insight/content/doi/10.1108/jm2-05-2012-0016/full/html
https://ecommerceiq.asia/cp-ride-hailing-apps-in-indonesia/
https://ecommerceiq.asia/cp-ride-hailing-apps-in-indonesia/
https://www.adi-journal.org/index.php/abdi/article/view/823
https://www.adi-journal.org/index.php/abdi/article/view/823
https://www.adi-journal.org/index.php/abdi/article/view/823
https://journal.ithb.ac.id/index.php/EIS/article/view/659

Journal of Management and Business Review, 16(1), 1-22.
https://scholar.archive.org/wo rk/
eogwubzovva3dpbewtouz3eby6i/access/wayback/https://jmbr.ppm-
school.ac.id/index.p hp/jmbr/article/download/138/artikel2VVol16nolpdf.

Rigopoulou, 1.D., Chaniotakis, I.E., Lymperopoulos, C., Siomkos, G.I., 2008.
After-sales service quality as an antecedent of customer satisfaction. Manag.
Serv. Qual.: Int. J. 18 (5), 512-527. https://sci-
hub.st/uptodate/S0969698921002873.pdf

Ritter, M., & Schanz, H. (2019). The sharing economy: A comprehensive business
model framework. Journal of cleaner production, 213, 320-
331.https://www.sci __encedirect.com/science/article/abs/pii/S09596526183
38642

Rizti, F. (2024). 185,3 Juta Pengguna Internet Tercatat di Indonesia pada 2024.
Goodstat.ld. https://data.goodstats.id/statistic/1853-juta-pengguna-internet-
tercatat -di-indonesia-pada-2024-JFNoa

Rizki, M., Prasetyanto, D., Maulana, A., & Purwanti, O. (2020). Analisis Aspek
Keselamatan Dan Keamanan Ojek Online Berdasarkan Presepsi Pengguna
Muda Di Kota Bandung. http://eprints.itenas.ac.id/1906/.

Sahulata, R. A., Tampubolon, E. R., & Sela, G. T. (2023). Analisis UX dan
Usability pada aplikasi indrive menggunakan metode heuristic evaluation.
Prosiding CORISINDO 2023. https://www.stmikpontianak.org/ojs/ind
ex.php/cor isindo/article/vie w/35.

Saputro, P. D. (2019). Pemanfaatan e-commerce malltronik dalam proses bisnis
bagi pelaku ikm. Jurnal Bisnis & Teknologi Politeknik NSC Surabaya, 2356-
2544 https://www.academia.edu/download/60382546/160-37-360-1-10-
2019082420190824-40164-10ndvfu.pdf.

Salistia, F., Riyanto, R., Junaedi, D., & Amalia, R. S. (2023). Ekosistem SDM dan
inovasi ekonomi digital di Indonesia. Sci-Tech Journal, 2(1), 11-31.
https://www. mes-bogor.com/journal/index.php/stj/article/view/60

Setiawan, C., Cakranegara, P. A., Ganiarto, E., & Johan, S. (2023). Advokasi
Persaingan Usaha untuk Petani Kecil dan Usaha Mikro, Kecil, dan Menengah.
Madaniya, 4(2), 838-844. https://madaniya.pustaka.my.id/journals/cont
ents/a rticl e/view/480.

Sijabat, R. (2019). Sharing economy: A study on the factors influencing users’
motivation to use ride sharing platforms. DeReMa Jurnal Manajemen, 14(1),
65-87.  https://scholar.googleusercontent.com/scholar?g=cache:vPaTplM-
GOUJ :scholar.google.com/+konsep+sharing+economy&hl=id&as_sdt=0,5

121

Pengaruh Service Quality.... Yonathan Susanto, Universitas Multimedia Nusantara


https://scholar.archive.org/work/eogwu6zovva3pbewtouz3eby6i/access/wayback/https:/jmbr.ppm-school.ac.id/index.php/jmbr/article/download/138/artikel2Vol16no1pdf
https://scholar.archive.org/work/eogwu6zovva3pbewtouz3eby6i/access/wayback/https:/jmbr.ppm-school.ac.id/index.php/jmbr/article/download/138/artikel2Vol16no1pdf
https://jmbr.ppm-school.ac.id/index.php/jmbr/article/download/138/artikel2Vol16no1pdf
https://jmbr.ppm-school.ac.id/index.php/jmbr/article/download/138/artikel2Vol16no1pdf
https://sci-hub.st/uptodate/S0969698921002873.pdf
https://sci-hub.st/uptodate/S0969698921002873.pdf
https://www.sciencedirect.com/science/article/abs/pii/S0959652618338642
http://encedirect.com/science/article/abs/pii/S0959652618338642
http://encedirect.com/science/article/abs/pii/S0959652618338642
https://data.goodstats.id/statistic/1853-juta-pengguna-internet-tercatat-di-indonesia-pada-2024-JFNoa
https://data.goodstats.id/statistic/1853-juta-pengguna-internet-tercatat-di-indonesia-pada-2024-JFNoa
http://eprints.itenas.ac.id/1906/
https://www.stmikpontianak.org/ojs/ind%20ex.php/cor%20isindo/article/vie%20w/35
https://www.stmikpontianak.org/ojs/ind%20ex.php/cor%20isindo/article/vie%20w/35
https://www.academia.edu/download/60382546/160-37-360-1-10-2019082420190824-40164-10ndvfu.pdf
https://www.academia.edu/download/60382546/160-37-360-1-10-2019082420190824-40164-10ndvfu.pdf
https://www.mes-bogor.com/journal/index.php/stj/article/view/60
https://madaniya.pustaka.my.id/journals/cont%20ents/a%20rticl%20e/view/480
https://madaniya.pustaka.my.id/journals/cont%20ents/a%20rticl%20e/view/480
https://scholar.googleusercontent.com/scholar?q=cache:vPaTp1M-GOIJ:scholar.google.com/+konsep+sharing+economy&hl=id&as_sdt=0,5
https://scholar.googleusercontent.com/scholar?q=cache:vPaTp1M-GOIJ:scholar.google.com/+konsep+sharing+economy&hl=id&as_sdt=0,5

Sitorus, P. R. (2021). Analisis Sentimen Data Ulasan Aplikasi Indriver pada Situs
Google Play Menggunakan Metode Naive Bayes Classifier dan Support
Vector Machine (Doctoral  dissertation,  Universitas  Sumatera
Utara).https://repositori.us u.ac.id/ha ndle/123456789/46908

Susi. (2025). Pelayanan inDrive Mengecewakan. https://mediakonsumen.com/.
https://mediakonsumen.com/2023/12/14/surat-pembaca/pelayanan-indrive-
mengecewakan

Sweeney, J., & Soutar, G. (2001). Consumer Perceived Value: The Development
Of A Multiple Item Scale. Journal Of Retailing, 77(2), 203-220.
Https://Doi.0rg/10.1016/S0022-4359(01)00041-0

Tiza, R., Rifiansyah, D., & Farhan, M. (2023). Dampak Kebijakan Pemerintah
Tentang Kenaikan Harga Bbm Terhadap Pengemudi Ojek Online Di Bandar
Lampung. Jurnal Pro Justitia (JPJ), 4(1). https://jurnal.umitra.ac.id
/index.php/JPJ/article/view/1018.

Thakur, Rakhi., 2016 “Understanding Customer Engagement and Loyalty: A Case
of Mobile Devices for Shopping”, Journal of Retailing and Consumer
Services. Vol. 32 (September). Pp 151-163

Tjiptono. (2002). Strategi Pemasaran. Andi, Yogyakarta.
https://publication.petra.ac.id/index.php/manajemenpemasaran/article/view/
1407

Tjiptono, F. 2015. Strategi Pemasaran. Yogyakarta: Penerbit Andi. Minh, Ngo Vu.,
dan Huu, Nguyen Huan., 2016. The Relationship between Service Quality,
Customer Satisfaction and Customer Loyalty: An Investigation in
Vietnamese Retail Banking Sector. Journal of Competitiveness.Vol. 8, Issue
2, pp. 103 - 116

Uzir, M. U. H., Al Halbusi, H., Thurasamy, R., Hock, R. L. T., Aljaberi, M. A.,
Hasan, N., & Hamid, M. (2021). The effects of service quality, perceived
value and trust in home delivery service personnel on customer satisfaction:
Evidence from a developing country. Journal of Retailing and Consumer
Services, 63, 102721.https://www.sciencedirect.com/science/article/abs
/pii/S0969698921002873

Uzir, M. U. H., Al Halbusi, H., Thurasamy, R., Hock, R. L. T., Aljaberi, M. A.,
Hasan, N., & Hamid, M. (2021). The effects of service quality, perceived
value and trust in home delivery service personnel on customer satisfaction:
Evidence from a developing country. Journal of Retailing and Consumer
Services, 63, 102721.

Uzir, M.U.H., Jerin, 1., Al Halbusi, H., Hamid, A.B.A,, Latiff, A.S.A., 2020. Does
qualitystimulate customer satisfaction where perceived value mediates and

122

Pengaruh Service Quality.... Yonathan Susanto, Universitas Multimedia Nusantara


https://repositori.usu.ac.id/handle/123456789/46908
https://mediakonsumen.com/2023/12/14/surat-pembaca/pelayanan-indrive-mengecewakan
https://mediakonsumen.com/2023/12/14/surat-pembaca/pelayanan-indrive-mengecewakan
https://doi.org/10.1016/S0022-4359(01)00041-0
https://jurnal.umitra.ac.id/index.php/JPJ/article/view/1018
https://jurnal.umitra.ac.id/index.php/JPJ/article/view/1018
https://publication.petra.ac.id/index.php/manajemenpemasaran/article/view/1407
https://publication.petra.ac.id/index.php/manajemenpemasaran/article/view/1407
https://www.sciencedirect.com/science/article/abs%20/pii/S0969698921002873
https://www.sciencedirect.com/science/article/abs%20/pii/S0969698921002873

the wusage ofsocial media moderates? Heliyon 6 (12), e05710.
https://doi.org/10.1016/j.heliyon.20 20.e05710.

Walsh, G., & Mitchell, V. W. (2010). The effect of consumer confusion proneness
on word of mouth, trust, and customer satisfaction. European Journal of
marketing, 44(6), 838-859. https://www.emerald.com/insight/content/do
1/10.1108/0309056101103273 9/full/html

Widagdo, P. B. (2016). Perkembangan electronic commerce (e-commerce) di
Indonesia. Researchgate Article. https://www.academia.edu/dow nload/5089
6905 /revisi_ekoreg_Prasetyo 07 733.pdf.

Wily Mohammad, & Nabilla Ryca Maulidiyah. (2023). PENGARUH AKSES
INTERNET TERHADAP ASPEK KUALITAS KEHIDUPAN
MASYARAKAT INDONESIA. Triwikrama: Jurnal llmu Sosial, 1(2), 211-
221. https://doi.org/ 10.6578/ tjmis.v1i2.66

Woodruff, R.B., Gardial, S.F., 1996. Know Your Customer: New Approaches to
Understanding Customer Value and Satisfaction. Blackwell Publishers, Inc.,
Cambridge, MA.

Yang, Z., & Peterson, R. T. (2004). Customer perceived value, satisfaction, and
loyalty: The role of switching costs. Psychology & marketing, 21(10), 799-
822. https://onlinelib rary.wiley.com/doi/abs/10.1002/mar.20030

Yesitadewi, V. I., & Widodo, T. (2024). The influence of service quality, perceived
value, and trust on customer loyalty via customer satisfaction in deliveree
Indonesia. Quality-Access to Success, 25(198), 418-424.
https://www.academia. edu/downl 0ad/112207875/Vidya_Intan_Yesitadewi

pdf,

Yi, Y., & Nataraajan, R. (2018). Customer satisfaction in Asia. Psychology and
Marketing, 35(6), 387— 391. https://pdfs.semanticscholar.org/7ad3/8ae361
f21a8 576844bcc06d9907 863b21f8e.pdf.

Akbar, M. M., & Parvez, N. (2019). Impact of Service Quality on Customer
Satisfaction and Customer Loyalty: Evidence from Banking Sector. Journal
of Marketing Perspectives.

Akbar, M. M., & Parvez, N. (2019). Impact of Service Quality on Customer
Satisfaction and Customer Loyalty: Evidence from Banking Sector. Journal
of Marketing Perspectives.

Ali, F., Omar, R., & Mustapha, M. (2021). Service Quality in the Digital Age: A
Customer-Centric Perspective. International Journal of Business and
Technology.

Kotler, P., & Keller, K. L. (2019). Marketing Management (15th ed.). Pearson.
123

Pengaruh Service Quality.... Yonathan Susanto, Universitas Multimedia Nusantara


https://doi.org/10.1016/j.heliyon.2020.e05710
https://www.emerald.com/insight/content/do%20i/10.1108/0309056101103273%209/full/html
https://www.emerald.com/insight/content/do%20i/10.1108/0309056101103273%209/full/html
https://www.academia.edu/dow%20nload/5089%206905%20/revisi_ekoreg_Prasetyo_07%20733.pdf
https://www.academia.edu/dow%20nload/5089%206905%20/revisi_ekoreg_Prasetyo_07%20733.pdf
https://doi.org/10.6578/tjmis.v1i2.66
https://onlinelibrary.wiley.com/doi/abs/10.1002/mar.20030
http://rary.wiley.com/doi/abs/10.1002/mar.20030
https://pdfs.semanticscholar.org/7ad3/8ae361%20f21a8%20576844bcc06d9907%20863b21f8e.pdf
https://pdfs.semanticscholar.org/7ad3/8ae361%20f21a8%20576844bcc06d9907%20863b21f8e.pdf

Sweeney, J. C., & Soutar, G. N. (2018). Consumer perceived value: The
development of a multiple item scale. Journal of Retailing and Consumer
Services, 45, 1-11.

So, K. K. F., Kim, H., & Oh, H. (2020). Customer engagement and trust in digital
service environments. Journal of Service Theory and Practice, 30(4), 421—
4309.

Komiak, S. Y. X., & Benbasat, I. (2020). The Effects of Personalization and
Familiarity on Trust and Adoption of Recommendation Agents. MIS
Quarterly, 44(3), 123-147.

Ali, F., Kim, W. G., & Ryu, K. (2020). The effect of perceived value on customer
satisfaction and trust in service industries. International Journal of Hospitality
Management, 85, 102389.

Ebrahim, R. (2021). The role of trust in customer perception of value in online
services. Journal of Retailing and Consumer Services, 58, 102302.

Ali, F., Kim, W. G., & Ryu, K. (2020). The effect of service quality on customer
satisfaction and loyalty in the context of technology-based services.
International Journal of Hospitality Management, 85, 102445.

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2020). Services Marketing:
Integrating Customer Focus Across the Firm (8th ed.). McGraw-Hill
Education.

Ali, F., Kim, W. G., & Ryu, K. (2020). The effect of perceived value on customer
satisfaction and loyalty in the context of technology-based services.
International Journal of Hospitality Management, 85, 102445.

So, K. K. F., Kim, H., & Oh, H. (2022). Customer engagement and loyalty in digital
services: The role of perceived value. Journal of Service Theory and Practice,
32(1), 23-41.

Ebrahim, R. (2020). The role of perceived value in customer satisfaction and
loyalty: Evidence from e-commerce platforms. Journal of Retailing and
Consumer Services, 54, 102003.

Raza, S. A., Umer, A., & Qureshi, M. A. (2021). Impact of perceived value on
satisfaction and loyalty in mobile app-based ride-hailing services. Journal of
Consumer Behaviour, 20(3), 640—652.

Chen, C. F., & Chen, P. C. (2018). The impact of customer perceived value on

customer satisfaction: A study of high-speed rail services in Taiwan.
Transport Policy, 63, 137-144.

124

Pengaruh Service Quality.... Yonathan Susanto, Universitas Multimedia Nusantara



Hafidhuddin, M., & Azizah, N. (2023). Analisis Pengaruh Kualitas Layanan
Terhadap Kepuasan Pelanggan dan Loyalitas Pengguna Aplikasi InDrive di
Surabaya.  Jurnal Manajemen  dan  Bisnis,  10(1), 45-56.
https://doi.org/10.31219/osf.io/jg2yt

Idpal, R., Pradana, R., & Syamsir, A. (2024). Analisis Kualitas Layanan
Menggunakan Metode SERVQUAL pada Pengguna Aplikasi InDrive di
Palembang. Jurnal Teknik Industri & Sistem Informasi, 8(1), 55-63.

Mubarok, R., & Asri, N. (2024). Pengaruh Kualitas Layanan dan Harga terhadap
Kepuasan Konsumen Aplikasi InDrive di Bandung. Jurnal Ekonomi dan
Digitalisasi, 5(2), 22-31.

Sakinah, M., & Saragih, F. (2024). Pengaruh Perceived Usefulness, Harga, dan
Kepercayaan terhadap Kepuasan Pengguna InDrive di Pematangsiantar.
Jurnal Ekonomi & Teknologi, 6(1), 88-97.

Ali, F., Kim, W. G., & Ryu, K. (2020). The effect of customer experience on brand
attitude and loyalty: The moderating role of perceived risk. Journal of
Hospitality Marketing & Management, 29(5), 519-538.
https://doi.org/10.1080/19368623.2020.1685057

Fadilah, R., & Kurniawan, H. (2021). Building trust through consistent service
quality: A study on digital transportation. Journal of Business Research and
Management, 10(2), 122-130.

Hasanah, S., & Putra, M. A. (2023). Determinants of customer satisfaction in
transportation apps in Indonesia. Journal of Consumer and Business Studies,
5(1), 45-56.

Lien, C. H., Wen, M. J., Huang, L. C., & Wu, K. L. (2021). The impact of customer
perceived value on trust in sharing economy platforms. Asia Pacific
Management Review, 26(1), 18-27.
https://doi.org/10.1016/j.apmrv.2020.02.003

Nguyen, N., Leclerc, A., & LeBlanc, G. (2020). The role of customer perceived
value in building consumer trust in e-services. International Journal of Bank
Marketing, 38(4), 798-818. https://doi.org/10.1108/1JBM-02-2019-0066

Ningsih, P. D., & Yusuf, M. A. (2023). Impact of perceived value on ride-hailing
satisfaction in urban Indonesia. Journal of Marketing Perspectives, 7(1), 33—
42.

Prasetyo, H., Handayani, P. W., & Avrifin, Z. (2020). Analyzing customer value
perception in digital transportation. International Journal of Technology,
11(4), 695-705. https://doi.org/10.14716/ijtech.v11i4.3360

125

Pengaruh Service Quality.... Yonathan Susanto, Universitas Multimedia Nusantara


https://doi.org/10.31219/osf.io/jq2yt
https://doi.org/10.1080/19368623.2020.1685057
https://doi.org/10.1016/j.apmrv.2020.02.003
https://doi.org/10.1108/IJBM-02-2019-0066
https://doi.org/10.14716/ijtech.v11i4.3360

Sari, L. A., & Ramadhan, F. (2022). Customer trust and satisfaction in digital
services: A mediating analysis. Journal of Digital Business and Innovation,
4(3), 55-68.

Setiawan, D., & Sari, D. (2019). The effect of service quality on customer trust in
ride-hailing applications. Journal of Business and Management Research,
12(2), 88-94.

Wahyuni, A. N., & Pranata, B. (2023). Examining the influence of perceived value
on consumer trust in mobile apps. Journal of Mobile Marketing Research,
9(1), 17-29.

Widjaja, L., & Tandyonomanu, D. (2022). Customer perceived value and trust in
online transportation services. Journal of Digital Marketing Research, 8(2),
101-114.

Data.ai. (2024). The State of Mobile 2024. Diakses dari
https://www.data.ai/en/qo/state-of-mobile-2024

Sensor Tower. (2024). Worldwide App Downloads 2023. Diakses dari
https://sensortower.com

GoodStats. (2023). Layanan transportasi online paling sering digunakan
masyarakat Indonesia tahun 2023. Diakses dari_https://goodstats.id

SimilarWeb. (2024). inDrive App Analytics and Traffic Overview. Diakses dari
https://www.similarweb.com

126

Pengaruh Service Quality.... Yonathan Susanto, Universitas Multimedia Nusantara


https://www.data.ai/en/go/state-of-mobile-2024
https://www.data.ai/en/go/state-of-mobile-2024
https://sensortower.com/
https://sensortower.com/
https://goodstats.id/
https://www.similarweb.com/
https://www.similarweb.com/

