DAFTAR PUSTAKA

Ahmad, S., Bhatti, S. H., & Hwang, Y. (2020). E-service quality and actual use of
e-banking: Explanation through the Technology Acceptance Model.
Information Development, 36(4), 503-519.
https://doi.org/10.1177/0266666919871611

Andrayani, K. F., & Solekah, N. A. (2021). Determinasi Kepuasan Nasabah
Elektronik Mobile Banking Bank Syariah Indonesia (Pendekatan E-Service
Quality). Widyagama National Conference On Economics and Business, 1—
10. https://infobanknews.com

Annur, C. M. (2022). Ada 204,7 Juta Pengguna Internet di Indonesia Awal 2022.
Databoks Katadata.
https://databoks.katadata.co.id/datapublish/2022/03/23/ada-2047-juta-
pengguna-internet-di-indonesia-awal-2022

Astuti, N. F. (2022). 8 Manfaat Internet bagi Kehidupan Manusia, Perhatikan
Penggunaannya Secara Bijak. Merdeka.Com.
https://www.merdeka.com/jabar/8-manfaat-internet-bagi-kehidupan-
manusia-perhatikan-penggunaannya-secara-bijak-kin.htmi

bankmandiri.co.id. (2021, November 10). Living a Lively Life With Livin’ by
Mandiri. PT Bank Mandiri (Persero) Tbk.

Basri, A. I. (2019). Pengaruh Kualitas Layanan Terhadap Kepuasan dan Loyalitas
Nasabah Bank Pengguna E-Banking. Bisman, 2, 1-19.

Bordoloi, S., & Fitzsimmons, J. A. (2019). Service management : operations,
strategy, information technology / Sanjeev Bordoloi, Associate Professor of
Operations Management, University of St. Thomas, Minnesota, James A.
Fitzsimmons, Seay Professor of Business Emeritus, University of Texas at
Aust.

Budiman, A., Yulianto, E., & Saifi, M. (2020). Pengaruh E-Service Quality
Terhadap E-Satisfaction Dan E- Loyalty Nasabah Pengguna Mandiri Online.
Profit, 14(01), 1-11. https://doi.org/10.21776/ub.profit.2020.014.01.1

cnnindonesia.com. (2022). Aplikasi Livin Mandiri Error, Manajemen Angkat
Suara. https://www.cnnindonesia.com/ekonomi/20220225181450-78-
764239/aplikasi-livin-mandiri-error-manajemen-angkat-suara

Della Prisanti, M., Suyadi, I., & Arifin, Z. (2017). Pengaruh E- Service Quality Dan
E-Trust Terhadap E-Customer satisfaction Serta Implikasinya E-customer
loyalty (Studi pada Nasabah PT Bank Rakyat Indonesia (Persero) Tbk Kantor
Cabang Pembantu Lawang). Journal of Business Studies, 19(1), 2443-3837.
http://keuangan.kontan.co.id

Deng, J., & Pierskalla, C. D. (2018). Linking importance-performance analysis,
satisfaction, and loyalty: A study of Savannah, GA. Sustainability
(Switzerland), 10(3). https://doi.org/10.3390/su10030704

detik.com. (2021, May 6). Wow! Ini Mobile Banking Terbaik Se-Indonesia.
Detik.Com.

114



Didin, F., & Anang, F. (2019). Pemasaran Jasa. In Angewandte Chemie
International Edition, 6(11), 951-952. (Cetakan Pe). deepublish.

Ferry Cahaya, Y., & Siswanti, I. (2020). Internet Banking Service Quality In
Indonesia And Its Impact On E-Customer Satisfaction And E-Customer
Loyalty. In Management Research Studies Journal: Vol. I (Issue 1).

Google Playstore. (2022). Livin’ by Mandiri - Apps on Google Play. Google
Playstore. https://play.google.com/store/apps/details?id=id.bmri.livin

Hair, J. F., Hult, G. T., Ringle, C., & Sarstedt, M. (2017). A Primer on Partial Least
Squares Structural Equation Modeling (PLS-SEM) - Joseph F. Hair, Jr., G.
Tomas M. Hult, Christian Ringle, Marko Sarstedt. In Sage.

Hair Jr, J. F., Ortinau, D. J., & Harrison, D. E. (2021). Essentials of marketing
research. In Australasian Marketing Journal AMJ (Fifth Edit, Vol. 12, Issue
2). McGraw Hill Education. http://hdl.handle.net/10034/11485

Halim, F., Kurniullah, A. Z., Butarbutar, M., Sudarso, A., Purba, B., Lie, D.,
Mangiring, H., Simarmata, P., Permadi, L. A., Novela, V., & Menulis, Y. K.
(2021). Manajemen Pemasaran Jasa. yayasan kita menulis.

Hamid, R. S., & Anwar, S. M. (2019). Structural Equation Modeling (SEM)
Berbasis Varian (1st ed.). instititpenulis.

Hardani, H, J. A., Ustiawaty, J., & Utami, E. F. (2020). Metode Penelitian Kualitatif
dan Kuantitatif (Issue April). Pustaka lImu.

Ibrahim, A., Elisa, F. S., Fernando, J., Salsabila, L., Anggraini, N., & Arafah, S. N.
(2021). Pengaruh E-Service Quality Terhadap Loyalitas Pengguna Aplikasi
MyTelkomsel. Building of Informatics, Technology and Science (BITS), 3(3),
302-311. https://doi.org/10.47065/bits.v3i3.1076

Indrasari, M. (2019). Pemasaran & Kepuasan Pelanggan (1st ed.). Unitomo Pass.

Juhria, A., Meinitasari, N., Fauzi, F. I., & Yusuf, A. (2021). Pengaruh e-service
quality terhadap kepuasan pelanggan di aplikasi e-commerce shopee. Jurnal
Manajemen, 13(1), 55-62.

Kartono, R. A., & Halilah, I. (2018). Pengaruh E-Trust Terhadap E-Loyalty (Studi
Pada Seller Di Bukalapak). Polban IRWNS, 1(1), 1204-1213.

Khadafi, M. (2021). Ternyata Ini Penyebab Aplikasi Livin Mandiri Online Error -
Harianjogja.com.
https://ekbis.harianjogja.com/read/2021/03/20/502/1066743/ternyata-ini-
penyebab-aplikasi-livin-mandiri-online-error

Khan, M. A., Zubair, S. S., & Malik, M. (2019). An assessment of e-service quality,
e-satisfaction and e-loyalty: Case of online shopping in Pakistan. South Asian
Journal of Business Studies, 8(3), 283-302. https://doi.org/10.1108/SAJBS-
01-2019-0016

Kotler, P., & Keller, K. L. (2016). Marketing Management (15th.ed). In Marketing-
Management (15th ed.). Pearson. https://doi.org/10.1515/9783486801125

Krejcie, R. v. (1970). Determining Sample Size For Research Activities (Vol. 30).

Kumra, P., & Singh, M. (2018). Impact Of E- Service Quality Factors On Customer
Satisfaction: A Study of Indian Tourism industry. New Delhi Recognized

115



Journal, 6(11), 10.
https://doi.org/10.1016/j.gecco.2019.e00539%0Ahttps://doi.org/10.1016/j.for
€c0.2018.06.029%0Ahttp://www.cpsg.org/sites/cbsg.org/files/documents/Su
nda Pangolin National Conservation Strategy and Action Plan
%28L0Res%29.pdf%0Ahttps://doi.org/10.1016/j.forec

Latan, H., & Noonan, R. (2017). Partial least squares path modeling: Basic
concepts, methodological issues and applications. In Partial Least Squares
Path Modeling: Basic Concepts, Methodological Issues and Applications.
Springer International Publishing. https://doi.org/10.1007/978-3-319-64069-3

Magdalena, A., & Jaolis, F. (2019). Analisis Antara E-Service Quality, E-
Satisfaction, Dan E-Loyalty Dalam Konteks E-Commerce Blibli.

Nababan, C. N. (2020). Layanan Online Bank Mandiri Dikeluhkan Error.
https://www.cnnindonesia.com/ekonomi/20200925101732-78-
550808/layanan-online-bank-mandiri-dikeluhkan-error

Ndun, L. A. (2019). Analisis Pengaruh E-Service Quality Dan Perceived Value
Terhadap Kepuasan Pelanggan Dan Loyalitas Pelanggan Layanan Internet
Indihome. Jurnal Manajemen Bisnis Dan Kewirausahaan, 03(1), 78-85.

Nurdin, 1., & Hartati, S. (2019). Metodologi Penelitian Sosial.

Nurhidayat, D. (2022). Aplikasi Bank Mandiri Logo Kuning Bermasalah, Alasan
Pemeliharaan Sistem. 1.
https://mediaindonesia.com/ekonomi/474038/aplikasi-bank-mandiri-logo-
kuning-bermasalah-alasan-pemeliharaan-sistem

Paramita, R. W., Rizal, N., & Sulistyan, R. B. (2021). Metode Penelitian Kuantiatif
Buku Ajar Perkuliahan Metodologi Penelitian Bagi Mahasiswa Akuntansi &
Manajemen (Edisi 3). Widyagama.

Pertiwi, W. K. (2021). Pengguna Internet Indonesia Tembus 200 Juta, Hampir
Semua “Online” dari Ponsel. Kompas.Com.
https://tekno.kompas.com/read/2021/02/24/07020097/pengguna-internet-
indonesia-tembus-200-juta-hampir-semua-online-dari-ponsel

Prasasti, G. D. (2022). Penjelasan Bank Mandiri Atas Keluhan Warganet Soal
Livin’ By Mandiri Error - Tekno Liputan6.com.
https://www.liputan6.com/tekno/read/4897349/penjelasan-bank-mandiri-
atas-keluhan-warganet-soal-livin-by-mandiri-error

Priyatno, D. (2018). SPSS Panduan Mudah Olah Data Bagi Mahasiswa & Umum.
C.V Andi Offset.

PT Bank Mandiri (Persero) Tbk. (2021). Annual Reports PT Bank Mandiri
(Persero) Tbk.

Puriwat, W., & Tripopsakul, S. (2017). The Impact Of E-Service Quality On
Customer Satisfaction And Loyalty In Mobile Banking Usage: Case Study Of
Thailand. Polish Journal of Management Studies, 15(2), 183-193.
https://doi.org/10.17512/pjms.2017.15.2.17

Rahmawati. (2017). Manajemen Pemasaran. University Mulawarman, 4.

116



Raza, S. A., Umer, A., Qureshi, M. A., & Dahri, A. S. (2020). Internet banking
service quality, e-customer satisfaction and loyalty: the modified e-
SERVQUAL model. TQM Journal, 32(6), 1443-1466.
https://doi.org/10.1108/TQM-02-2020-0019

Sahir, S. H. (2022). Metodologi Penelitian (Cetakan 1). KBM Indonesia.

Sekaran, U., & Boungie, R. (2016). Research Method For Business (7th editio).
John Wiley & Sons Ltd.

sikapiuangmu.ojk.go.id. (2021, November 10). Yuk! Ketahui Perkembangan
Layanan Perbankan Di Era Serba Digitak. Otoritas Jasa Keuangan.

Sugiyono. (2018). Metode Penelitian Kuantitatif. Alfabeta.

Susanto, S. A. (2018). Pengaruh E-Satisfaction dan E-Trust Konsumen Hotel
Terhadap Online Repurchase Intention di Traveloka. Journal of Chemical
Information and Modeling, 53(9), 1689-1699.

Tiffani, T., & Mulyandi, M. R. (2019). Pengaruh E-Service Quality Terhadap E-
Customer Satisfaction Pada Pengguna Aplikasi Mobile. Prosiding Seminar
Dan Lokakarya Kualitatif Indonesia 2019, 1-6.
https://doi.org/10.33510/slki.2019.

Top Brand Index. (2022). Top Brand Index Beserta Kategori Lengkap | Top Brand
Award. Top Brand Index. https://www.topbrand-award.com/top-brand-
index/?tbi_index=Top Brand&tbi_year=2021

Ulum, F., & Muchtar, R. (2018). Pengaruh E-Service Quality Terhadap E-Customer
Satisfaction Website Start-Up Kaosyay. Jurnal Tekno Kompak, 12(2), 68.
https://doi.org/10.33365/jtk.v12i2.156

VO, N. T., Chovancova, M., & Tri, H. T. (2020). The Impact of E-service Quality
on the Customer Satisfaction and Consumer Engagement Behaviors Toward
Luxury Hotels. Journal of Quality Assurance in Hospitality and Tourism,
21(5), 499-523. https://doi.org/10.1080/1528008X.2019.1695701

Wicaksono, M. B., Triwardhani, D., & Nastiti, H. (2021). Pengaruh Kepercayaan
dan Kualitas Layanan Terhadap Keputusan Penggunaan M- Banking Mandiri
di Jakarta Selatan. Prosiding Konferensi Riset Nasional Ekonomi, Manajemen,
Dan Akuntansi, 2, 1090-1103.

Widowati, & Hapsari. (2016). Analisis Faktor Pembentuk E-Loyalty. Ajie, 1(2),
115-130. https://doi.org/10.20885/ajie.voll.iss2.art3

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2018). Services marketing
Integrating Customer Focus Across The Firm. In McGraw Hill Education
(seventh ed, Vol. 51, Issue 3). McGraw Hill Education.
https://doi.org/10.1016/j.bushor.2008.01.008

Zhou, R., Wang, X., Shi, Y., Zhang, R., Zhang, L., & Guo, H. (2019). Measuring
e-service quality and its importance to customer satisfaction and loyalty: an
empirical study in a telecom setting. Electronic Commerce Research, 19(3),
477-499. https://doi.org/10.1007/s10660-018-9301-3

117



