
 

 

DAFTAR PUSTAKA 
 

[1] Elisa Londonpudi, “Analisis Kepuasan Penggunaan Website Pemerintah 

Kabupaten Biak Numfor Menggunakan Metode Usability Testing Tahun 

2024,” 2024. 

[2] Risyda Nur Laili, “Pengaruh Visual Merchandising Dan Sales Promotion 

Terhadap Keputusan Pembelian Generasi Z Di Oh!Some Galaxy Mall 

Surabaya,” vol. 05, no. 02, pp. 140–150, 2025. 

[3] Yunita Purwaningsih, “The Effect of E-Service Quality And Service Quality 

on Customer Satisfaction Mediated by Customer Trust in the PLN Mobile 

Application ( Case Study on PLN Customer Service Unit in Samboja District 

, Kutai Kartanegara Regency ),” vol. 2, no. 3, pp. 1283–1297, 2025. 

[4] Andi Setia, Ersa Mustuka, Audry Divara, and Maria Rosario, “TIN : Terapan 

Informatika Nusantara Analisis Kualitas Layanan Pada Akun Instagram 

Sebagai Media Informasi Bagi Siswa / i dengan Metode E Servqual TIN : 

Terapan Informatika Nusantara,” vol. 4, no. 9, pp. 571–580, 2024, doi: 

10.47065/tin.v4i9.4881. 

[5] N. B. Nababan, M. Ayoe, and E. Nst, “Metode Importance Performance 

Analysis ( IPA ) Untuk Mengukur Kualitas Kinerja Produk,” vol. 14, pp. 

2826–2839, 2025. 

[6] Bayu Rakasiwie and Sri Rejeki Ekasasi, “Pengaruh E-Service Quality 

terhadap Kepuasan Penjual Online pada Situs Bukalapak.Com,” 

Cakrawangsa Bisnis J. Ilm. Mhs., vol. 2, no. 2, p. 173, 2022, doi: 

10.35917/cb.v2i2.258. 

[7] Deva Agustina and Dwi Fatrianto Suyatno, “Integrasi Metode E-Service 

Quality dan Importance Performance Analysis ( IPA ) Terhadap Kepuasan 

Pengguna Aplikasi BTN Mobile,” J. Emerg. Inf. Syst. Bus. Intell., vol. 05, 

no. 03, pp. 90–100, 2024. 

[8] Muhammad Zulfansyah Maulana Isnoe and Anton Mulyono Azis, “Analisis 

E-Service Quality Aplikasi DANA dalam Memenuhi Customer Satisfaction 

dengan Menggunakan Dimensi E-Servqual,” E-Bisnis  J. Ilm. Ekon. dan 



 

 

Bisnis, vol. 17, no. 2, pp. 199–214, 2024, doi: 10.51903/e-bisnis.v17i2.2067. 

[9] Dewi Kurniasih, Yudi Rusfiana, Subagyo Agus, and Rira Nuradhawati, 

Teknik Analisa Data. Bandung, 2021. 

[10] Rida Haniyah Siregar and Meyniar Albina, “MENJELASKAN CARA 

MENGANALISIS DATA DALAM,” vol. 3, no. 6, 2025. 

[11] Akil Rahman, Manajemen Kualitas Suatu Pengantar, vol. 4, no. 1. Sulewesi 

Selatan, 2021. 

[12] Anugrah Krishna and Wayan Sudarmayasa, Buku-Kualitas-Pelayanan-Jasa-

Akomodasi.pdf. Kota Gorontolo, 2020. 

[13] Teddy Chandra, Stefani Chandra, and Layla Hafni, Service Quality, 

Customer Satisfaction, Dan Consumer Loyality. Kota Malang, 2020. 

[14] Wiwik Sulistiyowati, Kualitas Layanan: Teori Dan Aplikasi. Sidoarjo, 2018. 

[15] Afrizal Zein et al., Konsep Dasar Rekayasa Perangkat Lunak. kota batam, 

2023. 

[16] Fitria Nur and Rahmania Sri, Rekayasa Perangkat Lunak. Sidoarjo, 2020. 

[17] Agung Budi Santoso, APLIKASI KOMPUTER. Kota Manado: IAIN Manado 

Press, 2021. 

[18] Komang Widhya Sedana Putra, Made Apriani Setianingsih, Nia Putu Nina 

Eka Lestari, and Made Mulyadi, “PERAN SHOPPING ENJOYMENT 

DALAM MEMEDIASI PENGARUH PERCEIVED QUALITY DAN 

STORE ATMOSPHERE TERHADAP IMPULSIVE BUYING 

KONSUMEN OH ! SOME,” vol. 5, no. 5, pp. 1375–1384, 2025, doi: 

10.53866/jimi.v5i5.1039. 

[19] Rizan Machmud, Kepuasan Penggunaan Sistem Informasi. Gorontalo, 2018. 

[20] Widyastuti, Donny Satria Bhuana, and Rindang Cahyaning, Analisis Hasil 

Survei Kepuasan Pengguna, A Marsha A. Surabaya, 2017. 

[21] Khamdan Rifai, Kepuasan Konsumen. jawa timur, 2023. 

[22] Zulfani Arizky, Nurdin Brasit, Muhammad Sabranjamil, and Sherry Adelia, 

“Analisis Peningkatan Kualitas Layanan Mobile banking dengan Pendekatan 

Metode E-Servqual,” vol. 19, no. I, pp. 61–79, 2023, doi: 

10.26487/jbmi.v19i1.21337. 



 

 

[23] Glaudensius Whimpie and Eka Sudarusman, “Pengaruh Kualitas Layanan 

Elektronik (E-Servqual) Terhadap Kepuasan Konsumen Pada Marketplace 

Shopee Di Sleman DIY,” vol. 18 No.1, pp. 42–25, 2021. 

[24] Cempaka Paramita, Sharon Gabriella Kresteno, and Ketut Indraningrat, 

“Interdisciplinary Explorations in Research Increasing Grab Customer 

Satisfaction Through E- Servqual : Efficiency , System Availability ,” vol. 3, 

pp. 390–408, 2025. 

[25] Anggi Rahma Dani, Dwi Krisbiantoro, and A. Azis, “Evaluasi Kualitas 

Layanan Website SMA Negeri 1 Wangon Menggunakan Metode E- Govqual 

dan Importance Performance Analysis,” vol. 16, no. 2, pp. 151–162, 2022. 

[26] Intan Arista, Sindi Rustilawati, Muhammad Hibar, Wirasena Rukasah, Dewi 

Lestari, and Khoirul Aziz, “Analisis Keinginan dan Kepuasan Konsumen 

Terhadap Produk Inovasi Mochi Crackers dengan Menggunakan Pendekatan 

CSI dan IPA,” J. Rimba  Ris. Ilmu Manaj. Bisnis dan Akunt., vol. 3, no. 1, 

pp. 01–16, 2024, doi: 10.61132/rimba.v3i1.1404. 

[27] Rahmat Hidayat, “PENGARUH KUALITAS PRODUK DAN 

PELAYANAN TERHADAP KEPUASAN KONSUMEN DI TINJAU 

DARI ETIKA BISNIS ISLAM PADA GRAND TOSERBA MAKASSAR,” 

2025. 

[28] Zainuddin iba and Aditya Wardhana, Pengolahan Data Dengan SMART-

PLS, no. July. Kabupaten Purbalingga, Jawa Tengah, 2023. 

[29] Hatta Setiabudhi, Suwono, Yudi Agus Setiawan, and Syahrul Karim, 

Analisis Data Kuantitatif dengan SmartPLS. Balikpapan, 2024. 

[30] Tiolina Evi and Widarto Rachbini, Partial Least Squares. Sukoharjo, Jawa 

Tengah, 2022. 

[31] Naufal Brilianto, Ahmad Fauzi, Artika Surniandari, and Hilda Rachmi, 

“Measuring the Quality of the General Election Commission Website in 

Central Jakarta Using the WebQual 4.0 Method,” J. Teknol. Dan Open 

Source, vol. 7, no. 2, pp. 145–158, 2024, doi: 10.36378/jtos.v7i2.3876. 

[32] Ulfa Febdiayanti Tanamal, “Analisis Kepuasan Pengguna Aplikasi Livin by 

Mandiri Menggunakan Metode E-Servqual dan Importance Performance 



 

 

Analysis (IPA),” J. Pendidik. dan Teknol. Indones., vol. 5, no. 2, pp. 547–

568, 2025, doi: 10.52436/1.jpti.664. 

[33] Dwi Anastasya, Ahmad Husaein, and Lies Aryani, “Analisis Pengaruh 

Kualitas Layanan Aplikasi Mobile JKN Menggunakan Metode E-Servqual 

Untuk Pengguna Di Kota Jambi Jurnal Manajemen Teknologi dan Sistem 

Informasi ( JMS ),” J. Manaj. Teknol. dan Sist. Inf., vol. 4, no. September, 

pp. 793–802, 2024, doi: https://doi.org/10.33998/jms.v4i2. 

[34] Arief Algiffary and Tata Sutabri, “ANALISIS TINGKAT KUALITAS 

LAYANAN E-LAPKIN,” vol. 5, no. 1, pp. 21–31, 2023. 

[35] Andini Roeke and Siti Nurlela, “Analisis Kualitas Aplikasi Shopee 

Menggunakan Metode Importance Performance Analysis ( IPA ),” vol. 5, no. 

1, 2023. 

[36] Rani Oktarina and Fransiska Prihatini Sihotang, “Penggunaan Metode I 

mportance Performance Analysis ( IPA ) dan Customer Satisfaction Index ( 

CSI ) Dalam Menganalisis Pengaruh Sistem E-Service Terhadap Tingkat 

Kepuasan Pelanggan,” vol. 3, no. 1, pp. 1–12, 2022. 

[37] Chanuan Uakarn, Kajohnsak Chaokromthong, and Nittaya Sintao, “Sample 

Size Estimation using Yamane and Cochran and Krejcie and Morgan and 

Green Formulas and Cohen Statistical Power Analysis by G*Power and 

Comparisons,” vol. 10. No.2, pp. 76–88, 2021. 

[38] Reni Vianggraini and Jojok Dwiridotjahjono, “the Influence of Visual 

Merchandising, Store Atmosphere, and One Stop Shopping on Impulse 

Buying in Consumers of Oh! Some (Kkv) Galaxy Mall Surabaya,” Indones. 

Interdiscip. J. Sharia Econ., vol. 8, no. 2, pp. 1–23, 2025. 

[39] Valen Zidana Erlita and Aries Dwi Indriyanti, “Evaluation of Enterprise 

University Website Service Quality using E-Servqual and IPA Methods,” 

2025. 

[40] Ovie Julian Trivani, Muhammad Luthfi Hamzah, Zarnelly, and Anofrizen, 

“ANALYSIS OF SERVICE QUALITY ON USER SATISFACTION 

USING THE E-SERVQUAL , IPA AND CSI METHODS ANALISA 

KUALITAS LAYANAN TERHADAP KEPUASAN PENGGUNA 



 

 

MENGGUNAKAN METODE E-SERVQUAL , IPA,” vol. 10, no. 1, pp. 

250–261, 2025. 

[41] Muhammad iqbal Hafish Setiawan, Riza Akhsani Setyo Prayoga, and Aris 

Kusumawati, “ANALISIS KUALITAS LAYANAN E-HEALTH 

SURABAYA : PENDEKATAN INTEGRATIF E-SERVQUAL DAN 

IMPORTANCE PERFORMANCE ANALYSIS ( IPA ) Jumlah Frekuensi 

Pengguna e-Health,” vol. 7, no. 2, pp. 255–267, 2024. 

[42] Yulia Utami, Pria Muslim Rasmana, and Khairulnnisa, “Uji Validitas dan 

Uji Reliabilitas Instrument Penilaian Kinerja Dosen,” vol. 4, no. 2, pp. 21–

24, 2023. 

[43] Gilang Pratama Hafidz and Vina Sandriana Ulfa, “Identifikasi Model Utaut 

2 Pada Niat Penggunaan Layanan Digital Allo Bank,” J. Bisnis dan Manaj., 

vol. 3, no. 4, pp. 742–752, 2023. 

[44] Djoko Rahardjo and Arifah Bintarti, “Access Behaviour Capacity and Usage 

on Social Media : Exploring Higher Distance Education Students ’ 

Perception,” vol. 8, no. 2, pp. 199–212, 2023. 

[45] Anastasya Meisya Prameswsari and Parlangutan Silitonga, “PENGARUH 

KUALITAS PRODUK, PERSEPSI HARGA DAN PROMOSI 

TERHADAP KEPUTUSAN PEMBELIAN MELALUI CITRAMEREK DI 

MCDONALDS,” vol. 9, no. 1, pp. 3521–3545, 2025. 

[46] Muhammad Isnaini, Amma Idris Abdallah Khater, Muhammad Win Afgani, 

and Muhammad Isnaini, “Penelitian Kuantitatif : Uji Reliabilitas 

Quantitative Research : Data Reliability Test,” vol. 4, no. 3, pp. 1812–1820, 

2024. 

[47] Hendry wijaya, Rully Alamsyah, Emelda, Fery Supriyanto, and 

Anggreliyani Hasana, “Pengaruh Kualitas Sumber Daya Manusia Terhadap 

Kinerja Pegawai Melalui Lingkungan Kerja Pada Dinas Tanaman, Pangan, 

Holtikultura Dan Perternakan Kabupaten Musi Banyuasin Hendry,” vol. 8, 

no. 1, pp. 49–64, 2025. 

[48] Siti Shofiyatus Sa’diyah, Tri Wrahatnolo, Joko Joko, and Yulia Fransisca, 

“Pengujian Validitas dan Reliabilitas Instrumen Resilience Siswa SMK 



 

 

Teknik Ketenagalistrikan menggunakan PLS-SEM,” Jupiter Publ. Ilmu 

Keteknikan Ind. Tek. Elektro dan Inform., vol. 2, no. 4, pp. 223–235, 2024, 

doi: 10.61132/jupiter.v2i4.443. 

[49] Wira Nugraha and Nursari Malueka, “PERAN INTENSITAS 

KOMUNIKASI DAN DUKUNGAN SOSIAL PASANGAN TERHADAP 

KEPUASAN PERKAWINAN SUAMI / ISTRI,” pp. 97–108, 2023. 

[50] D. Suryanto, “The Effect of Leadership And Motivation on Employee 

Performance at PT. Selago Makmur Plantation Palm Factory Unit Incari 

Raya Group Pengaruh Kepemimpinan Dan Motivasi terhadap Kinerja 

Karyawan Pada PT. Selago Makmur Plantation Unit Pabrik Sawit Incari 

Ray,” INVEST  J. Inov. Bisnis dan Akunt., vol. 3, no. 1, pp. 108–118, 2022. 

[51] Mahida Hanifah, Iman Ali, Dzarrin Al Ghifari, and Moch Aburizal Fatwa, 

“Analisis Metode Webqual 4 . 0 dan Importance Performance Analysis ( IPA 

) pada Kualitas Website E-Health Surabaya ( Studi Kasus : E-Health 

Surabaya ),” pp. 83–90, 2022. 

 


