
IR-PERPUSTAKAAN UNIVERSITAS AIRLANGGA 

SKRIPSI USULAN PERBAIKAN E-SERVICE QUALITY ... SALMA SARAHANA P 

 

 

 

 

DAFTAR PUSTAKA 

 

Abdul-Muhmin, A. G. (2010). Repeat purchase intentions in online shopping: the 

role of satisfaction, attitude, and online retailers’ performance. Journal of 

International Consumer Marketing, Vol. 23 No, 5–20. 
 

Ade Heryana, S.St, M. K. (2018). Informan dan Pemilihan Informan dalam 

Penelitian Kualitatif. 
 

Akao, Y. (1990). History of quality function deployment in Japan, The best on 

quality. International Academy for Book Series, 3, hanser, 83-96. 
 

Alsaadi, M. R., Ahmad, S. Z., & Hussain, M. (2019). Improving the quality of 

mobile government services in the Gulf Cooperation Council: A quality- 

function-deployment approach. Journal of Systems and Information 

Technology, 21(1), 146–164. https://doi.org/10.1108/JSIT-11-2017-0116 
 

Andronikidis, A., Georgiou, A. C., Gotzamani, K., & Kamvysi, K. (2009). The 

application of quality function deployment in service quality management. 

TQM Journal, 21(4), 319–333. https://doi.org/10.1108/17542730910965047 
 

Bauer, H.H., Falk, T., Hammerschmidt, M. (2006). ETransQual: a transaction 

processbased approach for capturing service quality in online shopping. 

Journal of Business Research, 59, 866–875. 
 

Cai, S., Jun, M. (2003). Internet users’ perceptions of online service quality: a 

Service, comparison of online buyers and information searchers. Managing 

Quality, 13 (6), pp 504–519. 
 

Camgöz-Akdag, H., _, & Imer, H.P. and Ergin, K. . (2016). Internal customer 

satisfaction improvement with QFD technique. Business Process 

Management Journal, Vol. 22 No, 957–968. 
 

Carter, N., Bryant-Lukosius, D., Dicenso, A., Blythe, J., & Neville, A. J. (2014). 

The use of triangulation in qualitative research. Oncology Nursing Forum, 

41(5), 545–547. https://doi.org/10.1188/14.ONF.545-547 
 

Chan, L. K., & Wu, M. L. (2002). Quality function deployment: A comprehensive 

review of its concepts and methods. Quality Engineering, 15(1), 23–35. 

https://doi.org/10.1081/QEN-120006708 
 

Chang, E., Chen, Y. and Dobbs, R. (2013). China’s e-tail revolution. McKinsey 

Quarterly, No. 3 pp. 70-77. 
 

China E-commerce Research Centre (CERC). (2012). The monitoring report on 

the experience and complaints of the Chinese e-commerce users in 2011. 

www.100ec.cn 
 

 

 

79 

http://www.100ec.cn/


IR-PERPUSTAKAAN UNIVERSITAS AIRLANGGA 

SKRIPSI USULAN PERBAIKAN E-SERVICE QUALITY ... SALMA SARAHANA P 

 

 

 

 

China E-commerce Research Centre (CERC). (2014). Monitoring report on the e- 

commerce market data of China in 2013. www.100ec.cn 
 

Clark, E. (2011). China e-commerce seen spiking. Women’s Wear Daily, Vol. 202 

N. 
 

Collier, J.E. and Bienstock, C. C. (2006). Measuring service quality in e-retailing. 

Journal of Service Research, Vol. 8, No, 260–275. 
 

Creveling, C.M., Slutsky, J.L., Antis, D. J. (2003). Design for six sigma. Prentice 

Hall. 
 

Cristobal, E., Flavian, C., Guinaliu, M. (2007). Perceived e-service quality 

(PeSQ): Site, measurement validation and effects on consumer satisfaction 

and web loyalty. Managing Service Quality, 17 (3), pp 317–340. 
 

Crow, K. (2000). Performing QFD Step by Step. DRM Associates. 
 

Darna, N., & Herlina, E. (2018). Memilih Metode Penelitian Yang Tepat: Bagi 

Penelitian Bidang Ilmu Manajemen. Jurnal Ilmu Manajemen, 5(1), 287–292. 

https://doi.org/10.2827/jeim.v5i1.1359 
 

Deb, M., & Lomo-David, E. (2014). Evaluation of retail service quality using 

analytic hierarchy process. International Journal of Retail and Distribution 

Management, 42(6), 521–541. https://doi.org/10.1108/IJRDM-12-2013-0217 
 

Dennis, C., Fenech, T., & Merrilees, B. (2004). (2004). E-retailing. 
 

Fassnacht, M., Koese, I. (2006). Quality of electronic services: conceptualizing 

and testing a hierarchical model. Journal of Service Research, 9 (1), 19–37. 
 

Ficalora, J.P., Cohen, J. (2010). Quality Function Deployment and six sigma. 

Pearson Education. 
 

Franceschini, F. and Rossetto, S. (1995). QFD: the problem of comparing 

technical/engineering design requirements. Research in Engineering Design, 

Vol. 7 No., 270-278. 
 

Ganesan, S., Gorge, M., Jap, S., Palmatier, R.W. and Weitz, B. (2009). Supply 

chain management and retailer performance: emerging trends, issues, and 

implications for research and practice. Journal of Retailing, Vol. 85 No, 84– 

94. 
 

Grewal, D. and Levy, M. (2009). Emerging issues in retailing research. Journal of 

Retailing, Vol. 85 No, 522–526. 
 

Ho, C.-I., Lee, Y.-L. (2007). The development of an e-travel service quality scale. 

Tourism Management, 26, 1434–1449. 
 

 

80 

http://www.100ec.cn/


IR-PERPUSTAKAAN UNIVERSITAS AIRLANGGA 

SKRIPSI USULAN PERBAIKAN E-SERVICE QUALITY ... SALMA SARAHANA P 

 

 

 

 

Holloway, B.B., Beatty, S. E. (2003). Service failure in online retailing: a 

recovery opportunity. Journal of Service Research, 6 (1), 92–105. 
 

Hsu, S.-H. (2008). Developing an index for online customer satisfaction: 

adaptation 34, of American customer satisfaction index. Expert Systems with 

Applications, 3033–3042. 
 

Hussain, M., Tsironis, L. and Ajmal, M. M. (2011). A QFD strategy for 

improving customer satisfaction: case study of telecom companies of 

Pakistan. Asian Journal on Quality, Vol. 12 No, pp 282-295. 
 

Hussain, M., Tsironis, L., & Ajmal, M. M. (2011). A QFD strategy for improving 

customer satisfaction: case study of telecom companies of Pakistan. Asian 

Journal on Quality, 12(3), 282–295. 

https://doi.org/10.1108/15982681111187119 
 

Ida, R. (2018). Etnografi Virtual Sebagai Teknik Pengumpulan Data Dan Metode 

Penelitian. The Journal of Society and Media, 2(2), 130–145. 
 

Jack, E. P., & Raturi, A. S. (2006). Lessons learned from methodological 

triangulation in management research. Management Research News, 29(6), 

345–357. https://doi.org/10.1108/01409170610683833 
 

Kampus, M. (2010.-a). About Manna Kampus Online. Manna Kampus. 

https://www.mirotakampus.com/id/About-us 
 

Kampus, M. (2010.-b). Profile Mirota Kampus. Manna Kampus. 

https://www.mannakampus.com/allprofil.html 
 

Karakaya, F. (2001). Electronic commerce: current and future practices. 

Managerial Finance, Vol. 27 No, 42–53. 
 

Kim, J.K., Han, C.H., Choi, S.H. and Kim, S. H. (1998). A knowledge-based 

approach to the quality function deployment. Computers and Industrial 

Engineering, Vol. 35 No, 233-236. 
 

Kim, J. H., & Kim, C. (2010). E-service quality perceptions: A cross-cultural 

comparison of american and Korean consumers. Journal of Research in 

Interactive Marketing, 4(3), 257–275. 

https://doi.org/10.1108/17505931011070604 
 

Kominfo.go.id. (2019). Kemkominfo: Pertumbuhan e-Commerce Indonesia Capai 

78 Persen. Kominfo.Go.Id. 

https://kominfo.go.id/content/detail/16770/kemkominfo-pertumbuhan-e- 

commerce-indonesia-capai-78-persen/0/sorotan_media 
 

Ladhari, R. (2010). Developing e-service quality scales: A literature review. 

Journal of Retailing and Consumer Services, 17(6), 464–477. 
 
 

81 

http://www.mirotakampus.com/id/About-us
http://www.mirotakampus.com/id/About-us
http://www.mannakampus.com/allprofil.html
http://www.mannakampus.com/allprofil.html


IR-PERPUSTAKAAN UNIVERSITAS AIRLANGGA 

SKRIPSI USULAN PERBAIKAN E-SERVICE QUALITY ... SALMA SARAHANA P 

 

 

 

 

https://doi.org/10.1016/j.jretconser.2010.06.003 
 

Lam, J. S. L., & Bai, X. (2016). A quality function deployment approach to 

improve maritime supply chain resilience. Transportation Research Part E: 

Logistics and Transportation Review, 92, 16-27. 
 

Lee, G. G., & Lin, H. F. (2005). Customer Perception of E-service Quality in 

Online Shopping. International Journal of Retail and Distribution 

Management, 161-176. 
 

Li, H. and Dinlersoz, E. (2012). Quality-based price discrimination: evidence 

from internet retailers’ shipping options. Journal of Retailing, Vol. 88 No, 

276–290. 
 

Li, Y.N., Tan, K.C., Xie, M. (2002). Measuring web-based service quality. Total 

Quality Management and Business Excellence, 13 (5), pp 685–700. 
 

Liao, S., Chen, Y. and Lin, Y. (2011). Mining customer knowledge to implement 

online shopping and home delivery for hypermarkets. Expert Systems with 

Applications, Vol. 38 No, 3982–3991. 
 

Lionello, R. L., Slongo, L. A., & Matos, C. A. de. (2020). Electronic service 

quality: a meta-analysis. Marketing Intelligence and Planning, 38(5), 619– 

635. https://doi.org/10.1108/MIP-06-2019-0340 
 

Liu, N. (2012). The foreign invested e-tailers meet difficulty to adapt to local 

environment Newegg might follow the same fate of Rakutien. 

www.techweb.com.cn/%0A2014)., internet/2012-07-09/1211843.shtml 
 

Masui, K.; Sakao, T.; Kobayashi, M.; and Inaba, A. (2003). Applying quality 

function deployment to environmentally conscious design. International 

Journal of Quality and Reliability Management, 20(1), 90–106. 

Moleong, L. J. (2004). Metodologi Penelitian Kualitatif. PT. Remaja Rosdakarya. 

Mulhern, F. J. (1997). Retail marketing: from distribution to integration. 

International Journal of Research in Marketing, 14 (2), 103–124. 
 

O’Neill, M., Wright, C., Fitz, F. (2001). Quality evaluation in on-line service 

Measurement, environments: an application of the importance–performance 

technique. Managing Service Quality, 11 (6), pp 402–417. 
 

Parasuraman, A., Zeithaml, V.A., Malhotra, A. (2005). E-S-Qual: a multiple-item 

(3), scale for assessing electronic service quality. Journal of Service 

Research 7, 213–233. 
 

Parasuraman, A. (1998). Customer service in business-to-business market: an 

agenda for research. Journal of Business & Industrial Marketing, Vol. 13 No, 
 

 

82 

http://www.techweb.com.cn/%0A2014)


IR-PERPUSTAKAAN UNIVERSITAS AIRLANGGA 

SKRIPSI USULAN PERBAIKAN E-SERVICE QUALITY ... SALMA SARAHANA P 

 

 

 

 

309–321. 
 

Park, M. and Regan, A. (2004). Issues in emerging home delivery operations. 

Research Paper University of California Transportation Center, Los 

Angeles, CA. 
 

Patton, M. Q. (1999). Enhancing the quality and credibility of qualitative analysis. 

Health Sciences Research, 34, 1189–1208. 
 

Polit, D.F., & Beck, C. T. (2012). Nursing Evidence, research: Generating and 

assessing for nursing practice. PA: Wilkins., Lippincott Williams and 

Wilkins. 
 

Pradana, M. (2016). Klasifikasi Bisnis E-Commerce Di Indonesia. Modus, 27(2), 

163. https://doi.org/10.24002/modus.v27i2.554 
 

Prof. Dr. H. Mudjia Rahardjo, M. S. (2010). Triangulasi dalam Penelitian 

Kualitatif. UIN Maulana Malik Ibrahim Malang. https://www.uin- 

malang.ac.id/r/101001/triangulasi-dalam-penelitian-kualitatif.html 
 

Rao, S., Goldsby, T.J., Griffis, S.E. and Iyengar, D. (2011). Electronic logistics 

service quality (e-LSQ): its impact on the customer’s purchases. 
 

Rejikumar, G., Asokan Ajitha, A., Nair, M. S., & Sreedharan V, R. (2019). 

Healthcare service quality: a methodology for servicescape re-design using 

Taguchi approach. TQM Journal, 31(4), 600–619. 

https://doi.org/10.1108/TQM-10-2018-0136 
 

Robinson, L. Jr, Neeley, S. E. and W. K. (2011). Implementing service recovery 

through customer relationship management: identifying the antecedents. 

Journal of Services Marketing, Vol. 25 No, 90–100. 
 

Rotem-Mindali, O., & Salomon, I. (2007). The impacts of E-retail on the choice 

of shopping trips and delivery: Some preliminary findings. Transportation 

Research Part A: Policy and Practice, 41(2), 176–189. 
 

Santos, J. (2003). E-service quality: A model of virtual service quality 

dimensions. Managing Service Quality: An International Journal, 13(3), 

233–246. https://doi.org/10.1108/09604520310476490 
 

Sever, M. M. (2018). Improving Check-In (C/I) Process : An Application of The 

Quality Function Deployment. International Journal of Quality and 

Reliability Management, 35(9), 1907–1919. 
 

Shahin, A. and Nikneshan, P. (2008). Integration of CRM and QFD: a novel 

model for enhancing customer participation in design and delivery. The TQM 

Journal, Vol. 20 No, 68–86. 
 

 

 

83 



IR-PERPUSTAKAAN UNIVERSITAS AIRLANGGA 

SKRIPSI USULAN PERBAIKAN E-SERVICE QUALITY ... SALMA SARAHANA P 

 

 

 

 

Sharma, R. and Rawani, A. M. (2006). Customer driven product development 

through quality function development (QFD). Asia Pacific Business Review, 

Vol. 2 No., 45–54. 
 

Shin, J.S.; Kim, K.J.; and Chandra, M. J. (2002). Consistency check of a house of 

quality chart. International Journal of Quality and Reliability Management, 

19(4), 471-84. 
 

Singh, A. K., & Rawani, A. M. (2019). Application of quality function 

deployment for the prioritization of National Board of Accreditation quality 

parameters. Quality Assurance in Education, 27(1), 127–139. 

https://doi.org/10.1108/QAE-11-2017-0078 
 

Sohn, C., Tadisina, S. K. (2008). Development of e-service quality measure for 

Business, internet-based financial institutions. Total Quality Management 

and Excellence, 19 (9), pp 903–918. 
 

Subadi, T. (2006). Metode Penelitian Kualitatif. 

Sugiyono. (2011). Metode Penelitian Kuantitatif, Kualitatif dan R&D. Afabeta. 

Sugiyono. (2012). Metode Penelitian Pendidikan (Pendekatan Kuantitatif, 

Kualitatif dan R&D). Alfabeta. 
 

Sukidin, D. (2002). Manaiemen Penelitian T’indakan Kelas. Surabaya: Insan 

Cendekia. 
 

Van Riel, A.C.R Liljander, V. and Jurriens, P. (2001). Exploring Customer 

Evaluations od E-service : a portal site. International Jurnal of Service 

Industri Management, 12 no. 
 

Wang, C., Mao, Z., O’Kane, J., & Wang, J. (2016). An exploration on e-retailers’ 

home delivery–strategic elements and their prioritisation. Business Process 

Management Journal. 
 

Wolfinbarger, M., Gilly, M. . (2003). ETailQ: dimensionalizing, measuring and 

predicting retail quality. Journal of Retailing, 79 (3), pp 183–198. 
 

Yang, Z., Cai, S., Zhou, Z., Zhou, N. (2005). Development and validation of an 

Information, instrument to measure user perceived service quality of 

presenting Web portals. Information and Management, 42, pp 575–589. 
 

Yang, Z., Jun, M., Peterson, R. T. (2004). Measuring customer perceived online 

service Journal, quality: scale development and managerial implications. 

International of Operations and Production Management, 21 (11), 1149– 

1174. 
 

Yang, Z., Jun, M. (2002). Consumer perception of e-service quality: form 
 

 

84 



IR-PERPUSTAKAAN UNIVERSITAS AIRLANGGA 

SKRIPSI USULAN PERBAIKAN E-SERVICE QUALITY ... SALMA SARAHANA P 

 

 

 

 

purchaser and non purchaser perspectives. Journal of Business Strategies, 19 

(1), pp 19–41. 
 

Yang, Z. (2001). Consumer perceptions of service quality in Internet-based 

electronic commerce. Proceedings of the 30th EMAC Conference. 
 

Yen, C.-H. and Lu, H.-P. (2008). Effects of e-service quality on loyalty intention: 

an empirical study in online auction. Managing Service Quality, Vol. 18 No, 

127–146. 
 

Yoo, B., Donthu, N. (2001). Developing a scale to measure the perceived quality 

of Commerce, Internet shopping sites (SITEQUAL). Quarterly Journal of 

Electronic, 2 (1), pp 31–47. 
 

Zeithaml, V., Parasuraman, A. and Malhotra, A. (2002). Service quality delivery 

through web sites: a critical review of extant knowledge. Journal of the 

Academy of Marketing Science, Vol. 30 No, 362–375. 
 

Zeithaml, V. (2002). Service excellence in electronic channels. Managing Service 

Quality, Vol. 12 No, 135–139. 
 

Zhang, M., Dai, X., & He, Z. (2015). An empirical investigation of service 

recovery in e-retailing. Journal of Service Theory and Practice. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

85 


