
 

185  

 

DAFTAR PUSTAKA 

Adrian, M. I. K., Susyanti, J., & Bastomi, M. (2023). Pengaruh Brand Image 

Terhadap Customer Satisfaction Dengan Perceived Service Quality 

Dan  Customer Engagement Sebagai Variabel Intervening (Studi Kasus Pada 

Mahasiswa Universitas  Islam Malang Pengguna Aplikasi Grabbike). 

Ajzen, I. (2020). The theory of planned behavior: Frequently asked questions. 

Human Behavior and Emerging Technologies, 2(4), 314–324. 

https://doi.org/10.1002/hbe2.195 

Alghamdi, A. K. H., El-Hassan, W. S., Al-Ahdal, A. A. M. H., & Hassan, A. A. 

(2021). Distance education in higher education in saudi arabia in the post-

covid-19 era. World Journal on Educational Technology: Current Issues, 

13(3), 485–501. https://doi.org/10.18844/wjet.v13i3.5956 

Amsal, A. A., Putri, S. L., Rahadi, F., & Fitri, M. E. Y. (2021). Perceived 

Satisfaction and Perceived Usefulness of E-Learning: The Role of Interactive 

Learning and Social Influence. 

Andiati, A., & Oktaviana, S. R. (2022). Analisis Kualitas Dan Kepuasan Pengguna 

Website Istyle.id Dengan Metode Webqual 4.0 (Vol. 16, Issue 2). 

Anugerah, S., & Retnowardhani, A. (2022). Measuring Student Satisfaction in 

Using Learning Management System at Ed-Tech Company. In Jurnal Mantik 

(Vol. 6, Issue 1). 

Ardini, S. F., Lubis, N. W., Eliani, N., Tarigan, B., Mesya, K., Siburian, Y., & 

Sitindaon, N. (2024). Building Customer Loyalty Through Experiential 

marketing. Jurnal Nasional Holistic Science, 4(3), 373–379. 

Arghashi, V., & Yuksel, C. A. (2022). Interactivity, Inspiration, and Perceived 

Usefulness! How retailers’ AR-apps improve consumer engagement through 

flow. Journal of Retailing and Consumer Services, 64. 

https://doi.org/10.1016/j.jretconser.2021.102756 

Athaya Gusfi, D., Widodo, A., Dewi, C. K., Rubiyanti, N., & Silvianita, A. (2024). 

Pengaruh User experience Terhadap Customer Satisfaction dengan E-service 

quality Sebagai Mediator pada Blibli: A Conceptual Paper. In Jurnal 



 

186  

Indonesia : Manajemen Informatika dan Komunikasi (JIMIK) (Vol. 5, Issue 

2). https://journal.stmiki.ac.id 

Awaludin, M., Gani, A. G., & Gardenia, Y. (2024). PENERAPAN METODE 

SERVQUAL DALAM ANALISIS POLA KEPUASAN  PELANGGAN PADA 

KUALITAS PELAYANAN BANK X. 

Azad, S. M. A. M., & Sikandar, M. A. (2022). THE RISE OF EDTECH START-

UPS IN INDIA. In Recent Trends in Management & Social Sciences (Issue 2). 

https://www.researchgate.net/publication/358939954 

Badrudin, B., Khusnuridlo, M., & El Wahyu, M. Z. (2022). The influence of 

learning management information system and service quality on the customer 

satisfaction of Ruangguru application. Cypriot Journal of Educational 

Sciences, 17(1), 148–158. https://doi.org/10.18844/cjes.v17i1.6692 

Baki, R., Birgoren, B., & Aktepe, A. (2018). A META ANALYSIS OF FACTORS 

AFFECTING PERCEIVED USEFULNESS AND PERCEIVED EASE OF 

USE IN THE ADOPTION OF E-LEARNING SYSTEMS. In Turkish Online 

Journal of Distance Education. 

Baldominos, A., & Quintana, D. (2019). Data-driven interaction review of an ed-

tech application. Sensors (Switzerland), 19(8). 

https://doi.org/10.3390/s19081910 

Bascur, C., & Rusu, C. (2020). Customer experience in retail: A systematic 

literature review. Applied Sciences (Switzerland), 10(21), 1–18. 

https://doi.org/10.3390/app10217644 

Bramantiyo, O. :, Putro, E., & Firdaus, W. H. (2024). ANALYSIS OF CUSTOMER 

SATISFACTION AND QUALITY OF VILLA RENTAL SERVICES (CASE 

STUDY: CV. SINDANGRESTU). 4(1). 

Davis, F. D., & Granić, A. (2024). SpringerBriefs in Human-Computer Interaction 

The Technology Acceptance Model 30 Years of TAM. 

Dayanti, S. R. (2021). PENGARUH E-LEARNING SERVICE QUALITY 

TERHADAP E-LEARNING STUDENT LOYALTY MELALUI E-LEARNING 

STUDENT SATISFACTION PADA UNIVERSITAS DI JAWA TIMUR. 

Dhawan, S. (2020). Online Learning: A Panacea in the Time of COVID-19 Crisis. 



 

187  

Journal of Educational Technology Systems, 49(1), 5–22. 

https://doi.org/10.1177/0047239520934018 

Ekawijaya, A. B., Rahayu, A., & Dirgantari, P. D. (2023). Strategi Penetapan Harga 

Layanan Education Technology (Edtech) Indonesia. In Jurnal Ilmu 

Manajemen dan Bisnis (Vol. 14, Issue 1). 

Ergün, E., & Adıbatmaz, F. B. K. (2020). Exploring the Predictive Role of E-

Learning Readiness and E-Learning Style on Student Engagement. Open 

Praxis, 12(2), 175–189. https://doi.org/10.5944/openpraxis.12.2.1072 

Fahmi, S. (2023). PENGARUH NILAI, MANFAAT DAN KEPUASAN 

KONSUMEN  TERHADAP NIAT UNTUK BERALIH  (Studi Pada Pengguna 

Uang  Elektronik di Jawa Timur). 

Faizi, N., & Febrilia, I. (2022). Analisis Pengaruh Customer Experience dan E-

Service Quality terhadap Customer Satisfaction pada Pengguna Transportasi 

Online di Jakarta (Vol. 3, Issue 2). 

Fauziyah, H., Iskandar, & Wachjuni. (2023). The Effect of Customer Engagement 

on Customer Loyalty Through Customer Satisfaction at Shopee. 

https://journal.uniku.ac.id/index.php/ijbe 

Feronica, Margery, E., & Seri. (2024). PENGARUH ATRIBUT PRODUK DAN 

RELATIONSHIP  MARKETING TERHADAP KEPUASAN PELANGGAN  PT 

DAMAI ABADI MEDAN. 

Fishbein, M., & Ajzen, I. (2011). Predicting and Changing Behavior The Reasoned 

Action Approach-Psychology Press. 

Gusni, Hurriyati, R., & Dirgantari, P. D. (2020). Pengaruh Perceived Usefulness 

dan Perceived Ease of Use terhadap Attitude dan Actual Usage Go-Pay. 

Hair, J. F., Hult, G. T. M., Ringle, C. M. , & Sarstedt, M. (2022). A Primer on 

Partial Least Squares Structural Equation Modeling (PLS-SEM) Third 

Edition. 

Harijanto, F. R., Lawrence, J., & Aprilia, A. (2024). Pengaruh Experiential 

Marketing Terhadap Kepuasan Konsumen di Welabajo Hotel Labuan Bajo. 

Jurnal Manajemen Perhotelan, 10(2), 91–105. 

https://doi.org/10.9744/jmp.10.2.91-105 



 

188  

Harmeling, C. M., Moffett, J. W., Arnold, M. J., & Carlson, B. D. (2017). Toward 

a theory of customer engagement marketing. Journal of the Academy of 

Marketing Science, 45(3), 312–335. https://doi.org/10.1007/s11747-016-

0509-2 

Hayani, N., & Alsukri, S. (2021). Dimensi E-Servqual dan Dampaknya Terhadap 

E-Satisfaction Layanan Mobile Banking. Jurnal Ilmiah Ekonomi Islam, 7(2). 

https://doi.org/10.29040/jiei.v7i2.2275 

Hernita, S. J., Sidik, W., & Sanjaya, V. F. (2020a). Pengaruh E-Service dan Kualitas 

Sistem terhadap Kepuasan Pengguna Sistem E-Learning dengan Moderasi 

Perceived Value. Target : Jurnal Manajemen Bisnis, 2(2), 257–264. 

https://doi.org/10.30812/target.v2i2.1001 

Hernita, S. J., Sidik, W., & Sanjaya, V. F. (2020b). Pengaruh E-Service dan Kualitas 

Sistem terhadap Kepuasan Pengguna Sistem E-Learning dengan Moderasi 

Perceived Value. Target : Jurnal Manajemen Bisnis, 2(2), 257–264. 

https://doi.org/10.30812/target.v2i2.1001 

Hidayat, V. R., & Nuzil, N. R. (2023). PENGARUH CUSTOMER EXPERIENCE, 

E-SERVICE QUALITY DAN CUSTOMER ENGAGEMENT TERHADAP 

CUSTOMER SATISFACTION PADA  KONSUMEN MOBILE APLLICATION 

E-COMMERCE SHOPPE. 

Hikmah, A. N., & Riptiono, S. (2020). PENGARUH CUSTOMER ENGAGEMENT 

DAN E-SERVICE QUALITY TERHADAP  ONLINE REPURCHASE 

INTENTION DENGAN CUSTOMER SATISFACTION  SEBAGAI VARIABEL 

INTERVENING PADA MARKETPLACE SHOPEE. 

Iqbal, M., & Tantra, T. (2023). PENGARUH DESIGN WEBSITE QUALITY DAN 

E-SERVICE QUALITY TERDAHAP REPURCHASE INTENTION YANG 

DIMEDIASI OLEH CUSTOMER SATISFACTION. 7(2), 2023. 

www.katadata.com, 

Kadek Suryani, N., & Sugianingrat Widani, I. A. P. (2021). Student E-Learning 

Satisfaction During The Covid-19 Pandemic in Bali, Indonesia. 

https://journal.uny.ac.id/index.php/economia 

Kotler, Philip., Keller, K. Lane., Tan, C. Tiong., Ang, S. Hoon., & Leong, S. Meng. 



 

189  

(2016). Marketing management : an Asian perspective. Pearson Education 

Limited. 

Krishna, P., Wedanta, W., & Seminari, N. K. (2024). PERAN KEPUASAN 

PELANGGAN DALAM  MEMEDIASI PENGARUH 

EXPERIENTIAL  MARKETING TERHADAP LOYALITAS  PELANGGAN 

STUDI PADA PENGGUNA APLIKASI BALIPAY DI KOTA DENPASAR. 

Kristanto, S. P., Hakim, L., & Hariyati, F. (2020). Usability Evaluation In Ruang 

Guru Applications Using User Experience Questionnaire (UEQ) (Vol. 4, Issue 

36). https://iocscience.org/ejournal/index.php/mantik/index 

Kurniawati, D., & Ariyani, V. (2021). PERAN MEDIASI CUSTOMER 

ENGAGEMENT DALAM CUSTOMER EXPERIENCE DAN CUSTOMER 

LOYALTY (Studi Empiris pada Pelanggan 3 Coffee Madiun). http://ojs.unik-

kediri.ac.id/index.php/jimek©2021JIMEK:JurnalEkonomiUniversitasKadiri.

Semuahakciptadilindungiundang-undangTersediaonlinedihttp://ojs.unik-

kediri.ac.id/index.php/jimek 

Kuswanadji, A., Kuswardani, D. C., Utaminingsih, A., & Semarang, U. (2024). 

Analyzing The Effects Of Customer Satisfaction As An Intervening Variable 

On The Perceived Usefulness And Ease Of Use On The Intention To Reuse 

(Study On The Use Of The New Sakpole Application). In Management Studies 

and Entrepreneurship Journal (Vol. 5, Issue 2). 

http://journal.yrpipku.com/index.php/msej 

Lathifah Vitram, K., & Iqbal Rasa, M. (2023). CUSTOMER INTIMACY, 

CUSTOMERS EXPERIENCE, CUSTOMER SATISFACTION, CUSTOMER 

BONDING DAN CUSTOMER VALUE DALAM LOYALITAS NASABAH DI 

BANK SYARIAH. 

Leoparjo, F., Harianto, E., Bata, G., Management, I., Makasar, A., Yulia, I., & 

Hasanah, N. (2023). ASSESSING THE EFFECT OF ONLINE LEARNING 

SERVICE QUALITY ON CUSTOMER RETENTION THROUGH CUSTOMER 

SATISFACTION AS A MEDIATION VARIABLE IN THE CULINARY STUDY 

PROGRAM BACHELOR DEGREE DURING THE COVID-19 PANDEMIC. 

21. https://doi.org/10.21776/ub.jam.2023 



 

190  

Mavilinda, H. F., & Nazaruddin, A. (2022). Analisis Website Quality, Customer 

Satisfaction dan Repurchase Intention pada Bisnis E-Commerce di Indonesia. 

Jurnal Bisnis Dan Manajemen, 9(1), 130–141. 

https://doi.org/10.26905/jbm.v9i1.7455 

Melandri, M. F. (2024). Analysis Of Customer Experience And Customer 

Engagement In Online Shopping At Shopee Which Impact Customer 

Satisfaction And Loyalty (Vol. 03). 

Muhammad, T. J. (2018). ANALISIS PENGARUH WEBSITE QUALITY DAN 

EWOM TERHADAP PURCHASE DECISION MELALUI ONLINE TRUST 

PADA SITUS TIKET TRAVEL DAN RESERVASI HOTEL ONLINE DI 

INDONESIA (STUDI KASUS PADA TRAVELOKA.COM, TIKET.COM DAN 

PEGIPEGI.COM). 

Mulyono, S. H., & Tjahjono, D. M. B. A. (2018). THE INFLUENCE OF 

CUSTOMER EXPERIENCE TO  CUSTOMER SATISFACTION AT 

TOKOPEDIA. 

Naufaldi, I., & Tjokrosaputro, M. (2020). Pengaruh Perceived Ease Of Use, 

Perceived Usefulness, dan Trust terhadap Intention To Use. 

Ng, S. C., Sweeney, J. C., & Plewa, C. (2020). Customer engagement: A systematic 

review and future research priorities. Australasian Marketing Journal, 28(4), 

235–252. https://doi.org/10.1016/j.ausmj.2020.05.004 

Ningsih, A., & Hurnis, D. (2023). PENGARUH CUSTOMER EXPERIENCE, 

CUSTOMER EXPECTATION TERHADAP CUSTOMER SATISFACTION 

DAN CUSTOMER LOYALTY D′ BESTO CHICKEN & BURGER. Jesya, 

6(2), 2219–2229. https://doi.org/10.36778/jesya.v6i2.1240 

Nurdin Hasibuan, A., Limakrisna, N., Moeins, A., & Author, C. (2023). Model of 

Customer Loyalty in the Electric Word of Mouth, Celebrity Endorser and 

Payment System with Trust as Mediation Variable. 1(2). 

https://doi.org/10.38035/sijdb.v1i2 

Ohliati, J., & Abbas, B. S. (2019). Measuring Students Satisfaction in Using 

Learning Management System Measuring Students Satisfaction in Using 

Learning Management System. https://doi.org/10.3991/ijet.v14.i04.9427 



 

191  

Oliver, & Richard L. (2010). Satisfaction: A Behavioral Perspective on the 

Consumer: A Behavioral Perspective on the Consumer. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1990). Delivering Quality 

Service Balancing Customer Perceptions and Expectations. 

Pasianus, O., & Agus Kana, A. (2021). PENGARUH KUALITAS LAYANAN 

TERHADAP LOYALITAS PELANGGAN MELALUI KEPUASAN 

SEBAGAI VARIABEL INTERVENING PADA SWALAYAN PAMELLA 

ENAM YOGYAKARTA. In Pasianus & Any Agus Kana (Vol. 2, Issue 2). 

Pawirosumarto, S. (2016). PENGARUH KUALITAS SISTEM, KUALITAS 

INFORMASI, DAN KUALITAS LAYANAN TERHADAP KEPUASAN 

PENGGUNA SISTEM E-LEARNING: Vol. VI (Issue 3). 

Prameswari, R. N., Wulandari, S. A., Ishaq, A., & Firdaus, M. R. (2024). Analisis 

Kepuasan Pengguna Tiktok Menggunakan Metode Tam Pada Masyarakat 

Pondok Labu. 

Prayoga, D., Tingkat Kepuasan Mahasiswa, P., Nurisusilawati, I., & Yanyan 

Ramdhani, A. (2022). PENGUKURAN TINGKAT KEPUASAN 

MAHASISWA TERHADAP LEARNING MANAGEMENT SYSTEM 

(LMS) ITTP MEASUREMENT OF STUDENT’S SATISFACTION LEVEL 

TO THE ITTP’S LEARNING MANAGEMENT SYSTEM (LMS). In JIEOM 

(Vol. 05, Issue 02). https://ojs.uniska-bjm.ac.id/index.php/jieom/index 

Purnomo, B. S., & Nurhadi, N. (2023). Pengaruh Customer Experience, Customer 

Knowledge, dan Customer Satisfaction Terhadap Minat Penggunaan Ulang 

Layanan GrabFood di Surabaya. Al-Kharaj : Jurnal Ekonomi, Keuangan & 

Bisnis Syariah, 6(3), 1291–1304. https://doi.org/10.47467/alkharaj.v6i3.3745 

Purwandani, I., & Syamsiah, N. O. (2021). Analisis Kualitas Website 

Menggunakan Metode Webqual 4.0 Studi Kasus: MyBest E-learning System 

UBSI. Jurnal Sistem Dan Teknologi Informasi (Justin), 9(3), 300. 

https://doi.org/10.26418/justin.v9i3.47129 

Putra, A. A., & Hayuningtias, K. A. (2023). The Influence Of Perceived Usefulness, 

Perceived Ease Of Use, And Perceived Trust On Customer Satisfaction. In 

Management Studies and Entrepreneurship Journal (Vol. 4, Issue 6). 



 

192  

http://journal.yrpipku.com/index.php/msej 

Ramadan, C. S., & Efnita, Y. (2024). Pengaruh Technology Acceptance Model 

(TAM) terhadap Customer Satisfaction dalam Bertransaksi menggunakan 

Layanan Mobile Payment Dana (Studi Kasus: Seluruh Pengguna Dana di Kota 

Pekanbaru). Al Qalam: Jurnal Ilmiah Keagamaan Dan Kemasyarakatan, 

18(1), 193. https://doi.org/10.35931/aq.v18i1.2993 

Ramadhan, H. A., Purwaamijaya, B. M., & Guntara, R. G. (2023). Pengaruh User 

Experience terhadap Customer Satisfaction pada Aplikasi Seluler Streaming 

Vidio. JTIM : Jurnal Teknologi Informasi Dan Multimedia, 5(2), 122–133. 

https://doi.org/10.35746/jtim.v5i2.367 

Rather, R. A., & Hollebeek, L. D. (2021). Customers’ service-related engagement, 

experience, and behavioral intent: Moderating role of age. Journal of Retailing 

and Consumer Services, 60. https://doi.org/10.1016/j.jretconser.2021.102453 

Roz, K. (2020). Analisis Pengaruh Website Quality terhadap Kepuasan Pengguna 

dengan Menggunakan Metode WebQual 4.0. www.similarweb.com 

Ruhamak, M. D., & Rahmadi, A. N. (2022). Pengaruh E-Wom, Reputasi dan 

Webqual Terhadap Keputusan Konsumen pada Pengguna Lembaga Kursus 

Bahasa Inggris. Warmadewa Economic Development Journal (WEDJ), 5(2), 

54–66. https://doi.org/10.22225/wedj.5.2.2022.54-66 

Safitri, A., Zahroh, F., Naufaliadi, R., Nugroho, R. T., Sofyan, M., Rahmawati, N. 

F., & Maulina, A. (2022). PENGARUH KUALITAS PRODUK, KUALITAS 

PELAYANAN, DAN CUSTOMER EXPERIENCE TERHADAP 

KEPUASAN PELANGGAN SOFYAN FROZEN. Bussman Journal : 

Indonesian Journal of Business and Management, 2(2), 470–478. 

https://doi.org/10.53363/buss.v2i2.99 

Sastika, W. (2018). ANALISIS KUALITAS LAYANAN DENGAN MENGGUNAKAN 

E-SERVICE QUALITY UNTUK MENGETAHUI KEPUASAN PELANGGAN 

BELANJA ONLINE SHOPPE (STUDI KASUS : PELANGGAN SHOPEE DI 

KOTA BANDUNG 2017). 

Schmitt, B. H. (1999). EXPERIENTIAL MARKETING How to Get Customers to 

SENSE, FEEL, THINK, ACT, and RELATE to Your Company and Brands. 



 

193  

Sinnun, A. (2017). Analisis Kepuasan Pengguna LMS Berbasis Web Dengan 

Metode Servqual, IPA dan CSI. JURNAL INFORMATIKA, 4(1). 

Sudirman, A., Alaydrus, S., Rosmayati, S., Syamsuriansyah, Nugroho, L., Arfudin, 

O., Hanika, I. M., Haerany, A., Rusmana, F. D., & Rijal, K. (2020). Perilaku 

Konsumen dan Perkembangannya di Era Digital. 

Sugiyono. (2013). METODE PENELITIAN KUANTITATIF. 

Suryadiningrat, R. P., & Agustini, P. M. (2023). Website Influence Of Quality On 

E-Satisfaction, E-Trust And E-Loyalty Website Of Tvonenews.Com Users In 

East Jakarta. In Management Studies and Entrepreneurship Journal (Vol. 4, 

Issue 4). http://journal.yrpipku.com/index.php/msej 

Suryani, N. K., & Sugianingrat, I. A. P. W. (2021). Student E-Learning Satisfaction 

During The Covid-19 Pandemic in Bali, Indonesia. 

https://journal.uny.ac.id/index.php/economia 

Susiloadi, P., & Nirmala, V. S. I. (2022). Pengaruh Kualitas Pelayanan dan 

Customer Experience Terhadap Kepuasan Pelanggan Kereta Rel Listrik 

(KRL) Jogja-Solo. Spirit Publik: Jurnal Administrasi Publik, 17(2), 204. 

https://doi.org/10.20961/sp.v17i2.66883 

Syams, K. S., & Kuswanto, A. (2023). PENGARUH WEBSITE QUALITY 

TERHADAP USER SATISFACTION  YANG DIMEDIASI OLEH SERVICE 

QUALITY PADA BLIBLI. 

Tiurida Purba, J., & Desy Surya, E. (2024). Customer Engagement And Customer 

Experience Analysis Of Customer Loyalty Through Emotional Bonding. 

International Journal of Society and Law, 2. https://doi.org/10.61306/ijsl 

Tornikoski, E., & Maalaoui, A. (2019). Critical reflections – The Theory of Planned 

Behaviour: An interview with Icek Ajzen with implications for 

entrepreneurship research. International Small Business Journal: Researching 

Entrepreneurship, 37(5), 536–550. 

https://doi.org/10.1177/0266242619829681 

Tuti, M., & Sulistia, V. (2022). The Customer Engagement Effect on Customer 

Satisfaction and Brand Trust and Its Impact on Brand Loyalty. Jurnal 

Manajemen Bisnis, 13(1), 1–15. https://doi.org/10.18196/mb.v13i1.12518 



 

194  

Vinerean, S., & Opreana, A. (2021). Measuring customer engagement in social 

media marketing: A higher-order model. Journal of Theoretical and Applied 

Electronic Commerce Research, 16(7), 2633–2654. 

https://doi.org/10.3390/jtaer16070145 

Wanyoike, J. M., Wachira, A., Mwenda, L., & Owaga, E. (2018). Effect of Holistic 

Marketing on Performance of Dairy Processors in Kenya. In International 

Journal of Management and Commerce Innovations (Vol. 6). 

www.researchpublish.com 

Wijaya, S., Kusuma, R. T., & Hardianto, B. (2023). Online Food Delivery: 

Pengaruh Faktor Adopsi Teknologi,  Kepercayaan Digital dan Kepuasan 

Terhadap Penggunaan  Kembali. 

Wilson, N., Keni, K., Henriette, P., & Tan, P. (2021). The Role of Perceived 

Usefulness and Perceived Ease-of-Use Toward Satisfaction and Trust which 

Influence Computer Consumers’ Loyalty in China. Gadjah Mada 

International Journal of Business, 23(3), 262–294. 

http://journal.ugm.ac.id/gamaijb 

Winata, I. G. K. A., Sanjaya, N. M. W. S., & Astana, I. G. M. O. (2020). 

ENTREPRENEURSHIP ORIENTATION AND HOLISTIC MARKETING MIX 

IN CREATING COMPETITIVE ADVANTAGES BUMDES. 

Wulandari, Sudirman, M., & Astuti, S. (2023). Kepuasan pelanggan sebagai 

mediasi relationship marketing dan penetapan harga terhadap loyalitas 

pelanggan (Vol. 3, Issue 2). https://eksishum.untara.ac.id/index.php/eksishum 

Zaid, S., & Patwayati, P. (2021). Impact of Customer Experience and Customer 

Engagement on Satisfaction and Loyalty: A Case Study in Indonesia. Journal 

of Asian Finance, Economics and Business, 8(4), 983–992. 

https://doi.org/10.13106/jafeb.2021.vol8.no4.0983 

Zhafira, T., Kinasih, D. D., & Hardilawati, W. L. (2023). PENGARUH 

CUSTOMER ENGAGEMENT DAN CUSTOMER EXPERIENCE 

TERHADAP LOYALITAS PELANGGAN PADA ESL EXPRESS 

CABANG SOEKARNO HATTA PEKANBARU. Jurnal Ilmiah Mahasiswa 

Merdeka EMBA, 2(1). 



 

195  

Zuriati, Kania Widyawati, D., Sukaesih Sitanggang, I., & Buono, A. (2018). 

Analisis Kepuasan Penggunaan E-Learning Politeknik Negeri  Lampung. 

http://jurnal.polinela.ac.id/index.php/PROSIDING 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


