DAFTAR PUSTAKA

Badan Ekonomi Kreatif dan Badan Pusat Statistik. (2019). Data Statistik dan Hasil

Survei Ekonomi Kreatif. Jakarta: Badan Ekonomi Kreatif.

Bandyopadhyay, N. (2015). Classification of service quality attributes using Kano’s
model (A study in the context of the Indian banking sector). International
Journal of Bank Marketing, 457-470.

Berger, C., Blauth, R., Boger, D., Bolster, C., Burchill, G., DuMouchel, W., . . .
Walden, D. (1993). Kano's Methods for Understanding Customer-defined
Quality. Center for Quality od Management Journal, Vol. 2, No. 4, 4-8.

Brandt, D. (2004). Outside-In” Approach to Determining Customer Driven
Priorities for Improvement and Innovation. White Paper Series, Vol. 5, Issue
1.

Bressolles, G., Durrieu, F., & Senecal, S. (2014). A Consumer Typology Based on
E-Service Quality and e-Satisfaction. Journal of Retailing and Consumer
Services. doi:doi:10.1016/j.jretconser.2014.07.004

Daryanti, P., & Shihab, M. S. (2019). ANALISIS TINGKAT KEPUASAN
PELANGGAN DENGAN MENGGUNAKAN KONSEP E-SERVQUAL
(STUDI KASUS PELANGGAN SHOPEE). Journal of Entrepreneurship,
Management, and Industry (JEMI) Vol. 2, No. 2, 79-89.

Davis, F. D. (1989). Perceived Usefulness, Perceived Ease of Use, and User
Acceptance of Information Technology. IT Usefulness and Ease of Use,
319-340.

Etikan, 1., Musa, S. A., & Alkassim, R. S. (2016). Comparison of Convenience
Sampling and Purposive Sampling Comparison of Convenience Sampling
and Purposive Sampling. American Journal of Theoretical and Applied
Statistics 5 (January 2016), 1-5. doi:doi:10.11648/j.ajtas.20160501.11.

Faradila, R. N., & Soesanto, D. (2016). Analisis Pengaruh Persepsi Kemudahan

Penggunaan dan Persepsi Manfaat terhadap Minat Beli dengan

99



Kepercayaan Sebagai Variabel Intervening (Studi pada Pengunjung Toko
Online berrybenka.com di Kalangan Mahasiswa Universitas Diponegoro).
DIPONEGORO JOURNAL OF MANAGEMENT Vol. 5, No. 3, 1-12.

Grey, B. (2020, May 26). 41 Website Speed Statistics Important to Google.
Retrieved from Official Bryan Grey:
https://www.officialbryangrey.com/website-load-time-statistics/

Id CloudHost. (2020, June 16). Mengenal Lebih Jauh Tentang Bandwidth Hosting.
Retrieved from Id CloudHost: https://idcloudhost.com/mengenal-lebih-
jauh-tentang-bandwidth-hosting/

Kasmir. (2005). Etika Customer Service. Jakarta: PT. Raja Grafindo Persada.

Kha'irunnisa, A., Rohayati, Y., & Kusmayanti, I. N. (2019). PERANCANGAN
KEBUTUHAN PELANGGAN TERHADAP LAYANAN PENYEWAAN
GUDANG BERBASIS WEBSITE INAVENTORY MENGGUNAKAN
PENDEKATAN INTEGRASI ELECTRONIC SERVICE QUALITY DAN
MODEL REFINED KANO. 1-11.

Kim, L. (2019, August 23). What's a Good Conversion Rate? (It's Higher Than You
Think). Retrieved from WordStream:
https://www.wordstream.com/blog/ws/2014/03/17/what-is-a-good-

conversion-rate

Kosasi, S. (2015). Perancangan Sistem E-Commerce Untuk Memperluas Pasar
Produk Oleh-Oleh Khas Pontianak. Conference Paper ResearchGate, 110-
119.

Ladhari, R. (2010). Developing e-service quality scales: A literature review.
Journal of Retailing and Consumer  Services, 464-477.
doi:doi:10.1016/j.jretconser.2010.06.003

Lai, H.-J., & Wu, H.-H. (2013). Using refined Kano's model in Evaluating
Kaohsiung Rapid Transit System service quality. Journal of Information

and Optimization Sciences, 201-224.

100



Lee, G.-G., & Lin, H.-F. (2005). Customer perceptions of e-service quality in online
shopping. International Journal of Retail & Distribution Management Vol.
33 No. 2, 161-176. doi:doi.org/10.1108/09590550510581485

Li, H., & Suomi, R. (2009). A Proposed Scale for Measuring E-Service Quality.

International Journal of U- and e-Service, Science and Technology.

Mazur, G. (1996). Voice of Customer Analysis: A Modern System of Front-End
QFD Tools, With Case Studies. Michigan: The Fifth Symposium on Quality
Fuction., 1-9.

Mohapatra, S. (2013). E-Commerce Strategy: Text and Cases. New York: Springer.

Musyaffi, M. A., Suhendra, A. A., & Wulandari, S. (2019). PERANCANGAN
ATRIBUT KEBUTUHAN LAYANAN PADA WEBSITE APPLECOAST
MENGGUNAKAN INTEGRASI E-SERVICE QUALITY DAN MODEL
REFINED KANO. 1-8.

Nemati, B., Gazor, H., Mirashafi, N., & Ameleh, K. N. (2012). Management
Science Letters Analyzing E-Service Quality in Service-Based Website by
E-SERVQUAL Analyzing e-Service Quality in Service-Based Website by
E-SERVQUAL. Management  Science  Letter 2,  727-734.
doi:doi.10.5267/j.msl.2011.12.002

Nurhayati, S. (2009). Analisis Kebutuhan Proses Bisnis Menggunakan Metode
Kano. Tesis Teknik Komputer, UNIKOM Bandung.

Park, C. H., & Kim, Y. G. (2006). The Effect of Information Satisfaction and
Relational Benefit on Consumers’ Online Shopping Site Commitments.

Journal of Electronic Commerce in Organizations Vol. 4, No. 1, 70-90.

Preece, J., Rogers, Y., & Sharp, H. (2002). Interaction Design Beyond Human-

Computer Interaction. New York: John Wiley & Sons, Inc.

Prihastono, E. (2012). Pengukuran Kepuasan Konsumen pada Kualitas Pelayan
Customer Service Berbasis Web. Dinamika Teknik Vo. IV, No. 1, 14-24.

101



Puspitasari, N. B., Suliantoro, H., & Kusumawardani, L. (2014). Analisis
Peningkatan Kualitas Pelayanan Pelanggan PT. POS Indonesia Persero
Kantor Wilayah Surabaya Selatan dengan Metode Servqual, Metode Model
Kano, dan Quality Function Development (QFD). Prosiding Seminar
Nasional Manajemen Teknologi XXI 9161, 1-9.

Sears, A., & Jacko, J. A. (2008). The Human Computer Interaction Handbook.
Fundamentals, Envolving Technologies and Emerging Applications. New

York: Lawrence Erlbaum Associates.

Sekaran, U. (2006). Research Methods for Business A Skill-Building Approach.
New York: John Wiley & Sons, Inc.

Shahin, A., Pourhamidi, M., Antony, J., & Park, S. (2012). Typology of Kano
models: a critical review of literature and proposition of a revised model.

Typology of Kano models, 341-355.

Shofianah, E., Fauzi, A., & Sunarti. (2014). Pengaruh Atribut Produk Terhadap
Keputusan Pembelian. Jurnal Administrasi Bisnis Vol.9, No.1, 1-8.

SixSigma Institute. (2020, May 8). SixSigma Institute. Retrieved from Six Sigma
DMAIC Process - Define Phase - Capturing Voice of Customer (VOC):
https://sixsigma-
institute.org/Six_Sigma_DMAIC_Process_Define_Phase_Capturing_Voic
e_Of Customer_VOC.php

Sugiyono. (2010). Statistika Untuk Penelitian. Bandung: Penerbit Alfabeta.
Sugiyono. (2014). Statistika Untuk Penelitian. Bandung: Penerbit Alfabeta.

Sukwadi, R., Yang, C.-C., & Liu, F. (2011). Towards an Identification and
Classification of Service Quality Attributes in Higher Education.

International Journal of e-Education, 163-168.

Tan, K. C., & Pawitra, T. A. (2011). Integrating SERVQUAL and Kano's Model
Into QFD for Service Excellence Development. Managing Service Quality,
Vol. 11, No. 6, 418-430.

102



Tan, K., Xie, M., & Li, Y. (2003). A Service Quality Framework for Web-based
Information  System. The TQM  Magazine, 15, 164-172.
doi:http://dx.doi.org/10.1108/09544780310469262

Tella, A. (2012). Determinants of E-Payment Systems Success: A User’s
Satisfaction Perspective. International Journal of E-Adoption, Vol.4, No.3,
15-38.

Widyanita, F. A. (2018). ANALISIS PENGARUH KUALIATAS PELAYANAN
E-COMMERCE TERHADAP KEPUASAN KONSUMEN SHOPEE
INDONESIA PADA MAHASISWA FAKULTAS EKONOMI Ull
PENGGUNA SHOPEE. 6.

Yang, C.-C. (2005). The refined Kano's model and its application. Total Quality
Management & Business Excellence, 1127-1137.
doi:https://doi.org/10.1080/14783360500235850

Zeithaml, V. A., Parasuraman, A., & Malhotra, A. (2002). Service Quality Delivery
Through Web Sites: A Critical Review of Extant Knowledge. Journal of the
Academy of Marketing Science Volume 30, No. 4, 362-375.
doi:doi.org/10.1177/009207002236911

103



