DAFTAR PUSTAKA

Akram, W., & Kumar, R. (2017). A Study on Positice and Negative Effects of.
Social Media on Society. International Journal of Management, 1-23.

Amalia. (2009). Consumer Insight via Ethnography. Jakarta: Erlangga.

Bovee, C., Houston, M. J., & Thill, J. V. (1995). Marketing, 2 nd Total Quality.
Management. Jakarta: Gramedia Pustaka.

Chamlertwat, W. B., & Rungkasiri, T. (2012). Discovering Consumer Insight from
Twitter via Sentiment Analysis. Journal of Universal Computer Science, 8.

Chen, N., Lin, J., Hoi, S., Xiao, X., & Zhang, B. (2014). AR-Miner: Mining
Informative Reviews for Developers from Mobile App Marketplace. ICSE,
767-778.

Chevalier, J., & Mayzlin, D. (2006). The Effect of Word of Mouth on Sales:Online
Book Reviews. Journal of Marketing Research, 345-354.

liImawan, L. B., & Winarko, E. (2015). Aplikasi Mobile untuk Analisis Sentimen
pada Google Play Store. Indonesian Journal of Computing and Cybernetics
Systems, 53-64.

Indrawati. (2015). Metode Penelitian Manajemen dan Bisnis Konvergensi .
Bandung: Aditama.

Ireland, R., & Liu, A. (2018). Application of Data analytics for product design:
Sentiment Analysis of online product reviews. CIRP Journal of
Manufacturing Science and Technology, 50-62.

Kotler, P., & Keller, K. L. (2000). Manajemen Pemasaran: Analisis Perencanaan,
Impelemental, dan Pengendalian , Jilid Pertama Edisi Millenium. Jakarta:
PT. Prehalindo.

Kotler, P., & Keller, K. L. (2009). Manajemen Pemasaran. Jakarta: Erlangga.

Li, H., & Suomi., R. (2009). A Proposed Scale for Measuring E-Service Quality.
International Journal of Science and Technology, 1-11.

Lin, & Hsieh. (2006). The Impacts Of Perceived Organizational Support And

Psychological Empowerment On Job Performance: The Mediating Effects

95



Of Organizational Citizenship Behavior. International Journal Of
Hospitality Management, 180-190.

Lupiyoadi, & Hamdani. (2006). Manajemen Pemasaran jasa Edisi kedua. Jakarta:
Salemba Empat.

Maalej, W., & Nabil, H. (2015). Bug Report, Feature Request, or Simply Praise?
On Automatically Classifying App Reviews. IEEE International
Requirements Engineering, 116-125.

Mahrens, W. I. (1979). Measurment and Evaluation in Education . New York:
McGrown Hill.

Marleni, D. (2019). Analisis Pengaruh Kualitas Pelayanan, Kualitas Produk, dan
Harga Terhadap Loyalitas Pelanggan pada Waroeng Spesial Sambal
Cabang Gonilan — Sukoharjo Dengan Kepuasan Pelanggan Sebagai
Variabel Intervening. Journal Manajemen UMS, 81-94.

O’Hern, & Kalbe. (2013). The Empowered Customer: User Generated Content and
the Future of Marketing. Global Economics and Management, 22-30.

O'reilly. (2003). Manajemen Sumber Daya Manusia. Jakarta: Prestasi Pustaka.

Panichella, S., Sorbo, A., Guzman, E., Visaggio, C., Canfora, G., & Gall, H. (2015).
How Can | Improve My App? Classifying User Reviews for Software
Maintenance and Evolution. ICSME, 28-64.

Parasuraman. (2005). E-S-Qual: A Multiple-ltem Scale for Assessing Electronic
Service Quality. Journal of Service Research, 213-233.

Rangkuti. (2006). Teknik Mengukur dan Strategi Meningkatkan Kepuasan. Jakarta:
Gramedia.

Rust, R., Lemon, K., & Zeithaml, V. (2004). Return on Marketing Using Customer
Equity to Focus Marketing Strategy. American Marketing Association, 109-
127.

Santos, & Jessica. (2003). E-service quality: a model of virtual service quality
dimensions. Managing Service Quality: An International Journal, 233-246.

Satria, A. R., Adinugroho, S., & Suprapto. (2020). Analisis Sentimen Ulasan
Aplikasi Mobile menggunakan Algoritma Gabungan Naive Bayes dan C4.5

96



berbasis Normalisasi Kata Levenshtein Distance. Jurnal Manajemen
Pemasaran, 154-163.

Shakshuki, E. M. (2016). Mining Collective Opinions for Comparison of Mobile
Apps. Procedia Computer Science, 168-175.

Sujarweni, V. W. (2015). Metodologi Penelitian Bisnis Dan Ekonomi. Yogyakarta:
Pustaka Baru Press.

Tjiptono. (2014). Service, Quality & Satisfaction. Edisi 3. Yogyakarta: Penerbit
Andi.

Wijanarto, Seviana, & Brilianti, P. (2020). Peningkatan Performa Analisis
Sentimen Dengan Resampling dan Hyperparameter Pada Ulasan Aplikasi
BNI Mobile. Jurnal Manajemen Pemasaran, 140-153.

Zeithaml. (2009). A Conceptual Framework for Understanding E-Service Quality:
Implications for Future research and Managerial Practice. Singapore:

Marketing Science Institute.

97



