[1]

(2]

3]

[4]

5]

(6]

[7]

(8]

[9]

[10]

[11]

[12]

[13]

DAFTAR PUSTAKA

APIJII, “Survei APJII Pengguna Internet di Indonesia Tembus 215 Juta Orang,” APJIL
Accessed: Sep. 21, 2023. [Online]. Available: https://apjii.or.id/berita/d/survei-apjii-
pengguna-internet-di-indonesia-tembus-215-juta-orang

P. Tiwari, S. Kant Tiwari, and T. P. Singh, “Measuring The Effect Of E-Service Quality
In Online Banking,” Prestige International Journal of Management & IT - Sanchayan,
vol. 06, no. 01, pp. 43-52, Jun. 2017, doi: doi: 10.37922/pijmit.2017.v06i01.003.

A. Setiawan, B. Maria, F. E. Endriyati, M. F. Wijanarko, and S. Marliya, “Model
Kepuasan Pengguna Aplikasi E-Wallet Dana,” Jurnal Kewarganegaraan, vol. 6, no. 4,
2022,

InsightAsia, “Consistency that Leads E-Wallet Industry Outlook 2023,” insightasia.com.
Accessed: Feb. 06, 2024. [Online]. Available: https://insightasia.com/wp-
content/uploads/2022/12/Appendix-InsightAsia-Presentation-2023-E-Wallet-Industry-
Outlook.pdf

Kompas.com, “Ini 5 Dompet Digital yang Paling Banyak DIpakai Warga RI, Siapa
Juaranya? ,” money.kompas.com. Accessed: Sep. 25, 2023. [Online]. Available:
https://money.kompas.com/read/2022/07/21/203000626/ini-5-dompet-digital-yang-
paling-banyak-dipakai-warga-ri-siapa-juaranya-?page=all

Dana, “Syarat Dan Ketentuan Aplikasi Dana,” Dana.ld. Accessed: Sep. 26, 2023.
[Online]. Available: https://www.dana.id/terms

kontan.co.id, “Punya Potensi Besar, DANA Sebut Pengguna dan Transaksinya Tumbuh
pada 2023,” Kontan.co.id. Accessed: Sep. 26, 2023. [Online]. Available:
https://keuangan.kontan.co.id/news/punya-potensi-besar-dana-sebut-pengguna-dan-
transaksinya-tumbuh-pada-2023

A. Rosyidta Pratiwi Octasylva, N. Nurida, and T. Mustika, “Analisis Pengaruh
Kesesuaian Harga, Promosi, dan Layanan Terhadap Keputusan Pembelian PT XYZ (The
Effect of Price Suitability, Promotions, and Services on PT XYZ Purchasing Decisions
Analysis),” Aug. 2021.

S. Ismulyaty, M. Roni, and Nurmaini, “Pengaruh Kualitas Layanan Dan Kepuasan
Pengguna Internet Banking Terhadap Loyalitas Nasabah Bank Syariah Indonesia (BSI
KALIREJO),” Jurnal Nishah, vol. 8, no. 1, pp. 66-75, 2022.

M. Larasati and H. Irawan, “Analisis E-Service Quality Menggunakan Metode
Importance Performance Analysis (IPA) Pada Pengguna Aplikasi Dompet Digital Dana
Di Kota Bandung,” e-Proceeding of Management, vol. 8, no. 2, 2021.

Santos, “E-service quality: a model of virtual service quality dimensions,” Managing
Service Quality: An International Journal, vol. 13, no. 3, pp. 233-246, 2003.

J. A. Martilla and J. C. James, “Importance-Performance Analysis: An Easily applied
tevhnique for measuring attribute importance and performance can further the
development of effective marketing programs,” J Mark, 1977.

A. A. Prihatiningrum and E. Zuraidah, “Analisa Kualitas Layanan Aplikasi Mobile
Banking pada Nasabah Bjb Cabang Tangerang Menggunakan Metode Servqual,”
Journal of Information System Research (JOSH), vol. 3, no. 4, pp. 367-373, 2022.

117
Manajemen-ITI



[14]

[15]

[16]

[17]

[18]

[19]

[20]

[21]

[22]

[23]

[24]

[25]

[26]

[27]

G. S. S. Bakti and N. Rubiyanti, “Pengaruh Kualitas Pelayanan Terhadap Kepuasan
Konsumen Di PT. Surya Energi Indotama,” e-Proceeding of Management, vol. 8, no. 6,
pp. 8702-8718, Dec. 2021.

D. L. Goetsch and S. M. Davis, “Introduction to Total Quality: Quality, Productivity,
Competitiveness (Merrill’s international series in engineering technology),” in Prentice
Hall International Inc., Englewood Cliffs: Macmillan Coll Div , 1994.

A. Kumar and P. Sikdar, “Retail servicequality assessment-a scale validation study in
indian perspective,” AIMA Journal of Management and Research, vol. 8, no. 1/4, 2014.

K. Philip and A. Gary, Principles of Marketing Sixteenth edition. England: Pearsin
Education Limited, 2016.

A. P. Vindiana, “Pengaruh Kualitas Pelayanan, Kepercayaan, dan Harga terhadap
Kepuasan Konsumen Pengguna Go-Ride di Kota Tangerang Selatan Pada Masa Pandemi
Covid-19,” Jurnal IPTEK, vol. 7, no. 1, pp. 9-17, Feb. 2023, doi: 10.31543/jii.v7i1.216.

Y. Septiani, E. Arribe, and R. Diansyah, “Analisis Kualitas Layanan Sistem Infromasi
Akademik Universitas Abdurrab Terhadap Kepuasan Pengguna Menggunakan Metode
SEVQUAL (Studi Kasus: Mahasiswa Universitas Abdurrab Pekanbaru),” JURNAL
TEKNOLOGI DAN OPEN SOU, vol. 3, no. 1, pp. 131-143, Jun. 2020.

P. Kotler and K. L. Keller, “Marketing Management (13th Edition ed),” 13Th ed., New
Jersey : Pearson Prentice Hall, 2009, p. 138.

E. H. H. Tobing and A. Adrian, “FINTECH ERA AND GOVERNMENT
REGULATION,” Jurnal Manajemen & Bisnis Jayakarta, vol. 1, no. 2, pp. 121-126, Jan.
2020, doi: 10.53825/jmbjayakarta.v1i2.25.

S. Rizka and A. Miftah, “Analisis Penerimaan Teknologi Keuangan (Fintech) Terhadap
Penggunaan Aplikasi Fintech Ovo,” Jurnal Mitra Manajemen, vol. 4, no. 4, pp. 538-
549, Apr. 2020, doi: 10.52160/ejmm.v4i4.369.

Bank Indonesia, ‘“Peraturan Bank Indonesia Nomer 19/12/PBI/2017 Tentang
Penyelenggaran Teknologi Finansial ,” Bank Indonesia. Accessed: Sep. 21, 2023.
[Online]. Available:
https://www.bi.go.id/id/publikasi/peraturan/Documents/PBI_191217.pdf

Otoritas Jasa Keuangan, “FAQ: Kategori Umum,” 2019. Accessed: Sep. 21, 2023.
[Online]. Available: https://www.ojk.go.id/id/kanal/iknb/data-dan-
statistik/direktori/fintech/Documents/FAQ%20Fintech%20Lending.pdf

M. Narastri, “Financial Technology (Fintech) di Indonesia Ditinjau dari Perspektif
Islam,” Indonesian Interdisciplinary Journal of Sharia Economics (I1JSE), vol. 2, no. 2,
pp. 155-170, Feb. 2020, doi: 10.31538/iijse.v2i2.513.

R. Franedya and T. Bosnia, “Ini Dia Empat Jenis Fintech Di Indonesia,” CNBC
Indonesia. Accessed: Sep. 21, 2023. [Online]. Available:
https://www.cnbcindonesia.com/tech/20180110145800-37-1126/ini-dia-empat-jenis-
fintech-di-indonesia

S. Megadewandanu, Suyoto, and Pranowo, “Exploring mobile wallet adoption in
Indonesia using UTAUT2: An approach from consumer perspective,” 2nd International

118
Manajemen-ITI



(28]

[29]

[30]

(31]

[32]

[33]

[34]

[35]

[36]

[37]

[38]

Conference on Science and Technology-Computer (ICST), pp. 11-16, Oct. 2016, doi:
10.1109/ICSTC.2016.7877340.

M. Salah Uddin and A. Yesmin Akhi, “E-Wallet System for Bangladesh an Electronic
Payment System,” International Journal of Modeling and Optimization, vol. 4, no. 3, pp.
216-219, Jun. 2014, doi: 10.7763/IJIM0.2014.V4.376.

A. Parasuraman, V. A. Zeithaml, and A. Malhotra, “E-S-QUAL a multiple-item scale for
assessing electronic service quality,” J Serv Res, vol. 7, no. 3, pp. 213-233, Feb. 2005,
doi: 10.1177/1094670504271156.

C. Yen and H. Lu, “Effects of e-service quality on loyalty intention: an empirical study in
online auction,” Managing Service Quality: An International Journal, vol. 18, no. 2, pp.
127-146, Mar. 2008, doi: 10.1108/09604520810859193.

A. Parasuraman, V. A. Zeithaml, and L. L. Berry, “A Conceptual Model of Service
Quality and Its Implications for Future Research,” J Mark, vol. 49, no. 4, pp. 41-50,
1985, doi: 10.2307/1251430.

G. D. Saraswati and F. Agustina, “Analisis Kualitas Layanan Aplikasi Indodax Dengan
Menggunakan Metode E-Serqual Dan Importance Performance Analysis (IPA),” Jurnal
Ilmiah Komputasi, vol. 20, no. 3, Sep. 2021, doi: 10.32409/jikstik.20.3.2735.

M. E. Puspita, E. S. Tampubolon, A. Indriyani, and R. T. Julia, “Analisis Kepuasan
Pengguna Platform Learnwise Dalam Pembinaan Keirahusaan Di Institut Teknologi
Indonesia Pada Masa Pandemi,” Jurnal IImiah Akuntasi dan Keuangan, vol. 4, no. 5, pp.
1924-1932, Dec. 2021.

J. Supranto, Pengukuran Tingkat Kepuasan Pelanggan untuk Menaikkan Pangsa Pasar.
Jakarta: Rineka Cipta, 2006.

E. A. J. Mamangkey, J. D. D. Massie, and H. N. Tawas, “Analisa Kualitas Layanan
Dengan Menggunakan Metode Servqual (Service Quality), Ipa (Importance Performance
Analysis) Dan PGCV (Potential Gain Customer Value) Terhadap Kinerja Pt. Pegadaian
(Persero) Cabang Megamas Manado,” Jurnal EMBA, vol. 9, no. 2, pp. 348-358, Apr.
2021.

P. Resindra Widya and Elisabet, “Pengaruh E-service quality Terhadap Kepuasan
Pelanggan Pengguna E-commerce di Kalimantan Barat,” Business and Economics
Conference in Utilization of Modern Technolog, 2022.

Z. Putlely, Y. A. Lesnussa, A. Z. Wattimena, and M. Y. Matdoan, “Structural Equation
Modeling (SEM) untuk Mengukur Pengaruh Pelayanan, Harga, dan Keselamatan
terhadap Tingkat Kepuasan Pengguna Jasa Angkutan Umum Selama Pandemi Covid-19
di Kota Ambon,” Indonesian Journal of Applied Statistics, vol. 4, no. 1, p. 1, May 2021,
doi: 10.13057/ijas.v4i1.45784.

C. N. Wattimena, “Pengaruh citra merek dan kualitas pelayanan terhadap kepuasan
dalam membentuk loyalitas konsumen Go-ride (studi kasus pada konsumen Go-jek
pengguna layanan Go-ride di Kota Yogyakarta),” Skripsi , Sanata Dharma University,
Yogyakarta, = 2018.  Accessed:  Oct. 17, 2023. [Online].  Available:
http://repository.usd.ac.id/id/eprint/30923

119
Manajemen-ITI



[39]

[40]

[41]

[42]

[43]

[44]

[45]

[46]

[47]

[48]

[49]

[50]

[51]

[52]

J. F. Hair, G. T. M. Hult, C. M. Ringle, and M. Sarstedt, A Primer on Partial Least
Squares Structural Equation Modeling (PLS-SEM) Second Edition, Second Edition.
Thousand Oaks, California: Sage Publications Inc, 2017.

S. Z. Zein, L. Y. Yasyifa, R. G. Ghozi, E. Harahap, F. H. Badruzzaman, and D.
Darmawan, ““Pengolahan Dan Analisis Data Kuantitatif Menggunakan Aplikasi SPSS,”
Teknologi Pembelajaran, vol. 4, no. 2, 2019.

V. H. Pranatawijaya, W. Widiatry, R. Priskila, and P. B. A. A. Putra, “Penerapan Skala
Likert dan Skala Dikotomi Pada Kuesioner Online,” Jurnal Sains dan Informatika, vol.
5, no. 2, pp. 128-137, Dec. 2019, doi: 10.34128/jsi.v5i2.185.

Sugiyono, “Metode Penelitian Kuantitatif, Kualitatif, dan R&D,” Bandung: Alfabeta,
2019.

J. F. Hair Jr, W. C. Black, B. J. Babin, R. E. Anderson, and R. L. Tathan, Multivariate
Data Analysis. United Sate of America, 2010.

E. R. Ramadhanty, S. Wulandari, and I. N. Kusmayanti, “Analisis Kebutuhan
Penggunaan E-commerce Cotton.go Menggunakan Integrasi E-servqual Dan Model
Kano (studi Kasus Pada Pelanggan Cotton.go Di Kota Bandung),” 2020.

L. Hongxiu and S. Reima, Electronic Service Quality: A Transaction Process Based
Evaluation Model. Academic Conferences, 2007.

A. Wardhana, “Pengaruh Kualitas Layanan Mobile Banking (M-Banking) Terhadap
Kepuasan Nasabah di Indonesia,” DeReMa (Development Research of Management)
Jurnal Manajemen, vol. 10, no. 2, pp. 273-284, Sep. 2015, doi:
10.19166/derema.v10i2.164.

I. Safi’i, “Klasifikasi Atribut Pelayanan Mobile Banking dengan Kano Model
Berdasarkan Dimensi E-Servqual,” Jurnal Sistem dan Manajemen Industri, vol. 2, no. 2,
p. 77, Dec. 2018, doi: 10.30656/jsmi.v2i2.696.

C. K. Rahmawati and B. A. Fianto, “Analisis Deskriptif Pada Dimensi Kualitas Layanan
Mobile Banking (M-Banking) Terhadap Kepuasan Nasabah Perbankan Syariah,” Jurnal
Ekonomi Syariah Teori dan Terapan, vol. 7, no. 6, p. 1118, Jul. 2020, doi:
10.20473/vol7iss20206pp1118-1127.

A. Gunawan, N. Wahyuni, and V. N. Sheka, “Kualitas Pelayanan Aplikasi DANA
Terhadap Kepuasan Konsumen Quality Of ‘DANA’ Application Services On Consumer
Satisfaction.”

P. G. E. Deo, R. Sanjaya, and Linda, “Analisis Kualitas Layanan Lazada Dengan
Menggunakan Metode E-Servqual Dan IPA,” Journal of Accounting and Business
Studies, vol. 2, no. 1, Sep. 2017.

T. P. Nugraha, R. Parlyna, and N. Hidayat, “Pengaruh Kualitas Pelayanan dan
Kepercayaan terhadap Kepuasan Pelanggan Pengguna Aplikasi Pembayaran X,” jurnal
Bisnis, Manajemen, dan Keuangan, vol. 2, no. 2, 2021.

D. Indriyani and H. Sartika, ‘“Persepsi Generasi Z pada Penggunaan E-wallet selama
Pandemi Covid-19,” Widya Cipta: Jurnal Sekretari dan Manajemen, vol. 6, no. 1, pp.
6874, Mar. 2022, [Online]. Available:
http://ejournal.bsi.ac.id/ejurnal/index.php/widyacipta

120
Manajemen-ITI



[53]

[54]

[55]

[56]

[57]

[58]

[59]

[60]

[61]

[62]

[63]

R. Milatalata and A. Hartono, “Peran Ekuitas Merek Dan Persepsi Nilai Yang Dirasakan
Sebagai Mediasi Hubungan Aktivitas Pemasaran Media Sosial Terhadap Niat Membeli
Kembali (Studi Pada Instagram Erigo),” Jurnal Ilmiah Indonesia, vol. 7, no. 11, pp.
15607-15625, Nov. 2022.

W. W. Chin, “The Partial Least Squares Aproach to Structural Equation Modeling.,” in
Modern Methods for Business Research, 1998, pp. 295-336.

I. Ghozali and H. Latan, Partial Least Square: Konsep, Teknik dan Aplikasi. SmartPLS
2.0 M3. Semarang: Badan Penerbit Universitas Diponegoro. Istijanto, 2012.

K. Fiki Andrayani and N. Aslamatis Solekah, “Determinasi Kepuasan Nasabah
Elektronic Mobile Banking Bank Syariah Indonesia (pendekatan E Service Quality ),”
Call for Papers WNCEB 2021, 2021, Accessed: Dec. 21, 2023. [Online]. Available:
https://v2.publishing-widyagama.ac.id/index.php/WNCEB/article/view/3175/1677

Y. A. Kau, E. Mus Abdul, O. Ishak, and W. Panigoro, ‘“Pengaruh E-Service Quality
Terhadap Kepuasan Pelanggan Sebagai Pengguna Aplikasi PLN Mobile,” vol. 2, no. 2,
pp. 74-83, 2023, [Online]. Available: https://jurnal.unigo.ac.id/index.php/jemai

R. N. Halimah, Y. T. Mursityo, and A. N. Rusydi, “Analisis Pengaruh Kualitas Layanan
BCA MOBILE terhadap Tingkat Kepuasan Dan Loyalitas Nasabah Berdasarkan Model
E-S-QUAL dan E-RECS-QUAL,” Jurnal Teknologi Informasi dan Ilmu Komputer
(JTHK), vol. 9, no. 6, pp. 1219-1228, 2022, doi: DOI: 10.25126/jtiik.202294660.

N. Hayani and S. Al sukri, “Dimensi E-Servqual dan Dampaknya Terhadap E-
Satisfaction Layanan Mobile Banking,” Jurnal Ilmiah Ekonomi Islam, vol. 7, no. 2, pp.
679-686, Jun. 2021, doi: 10.29040/jiei.v7i2.2275.

A. T. Liem, I. Reghuella Chrisanti, A. Sandag, D. Divakara, and P. Purwadaria, “Analisis
Kepuasan Pelanggan Terhadap Pelayanan Mobile Banking PT. Bank XYZ Wilayah
Airmadidi Menggunakan E-Servqual Customer Satisfaction Analysis of PT Bank XYZ
Mobile Banking Service in Airmadidi Area Using E-Servqual,” Cogito Smart Journal |,
vol. 6, no. 2, 2020.

R. Komala and A. Firdaus, “Analisis Kualitas Layanan Mobile JKN Terhadap Kepuasan
Peserta Badan Penyelenggara Jaminan Sosial Kesehatan,” At-Tijaroh : Jurnal Ilmu
Manajemen dan Bisnis Islam, vol. 6, no. 2, pp. 188-199, 2020, [Online]. Available:
http://jurnal.iain-padangsidimpuan.ac.id/index.php/attijaroh

B. A. Fianto, C. K. Rahmawati, and I. Supriani, “Mobile banking services quality and its
impact on customer satisfaction of Indonesian Islamic banks,” Jurnal Ekonomi &
Keuangan Islam, vol. 7, no. 1, pp. 59-76, Jan. 2021, doi: 10.20885/JEK]I.vol7.is.

H. J. Astuti, “Analisis Kepuasan Konsumen (SERVQUAL Model dan Important
Performance Analysis Model),” Media neliti, 2012, [Online]. Available:
https://media.neliti.com/media/publications/29587-1D-analisis-kepuasan-konsumen-
servgual-model-dan-important-performance-analysis-mod.pdf

121
Manajemen-ITI



