DAFTAR PUSTAKA

Abbasi, A. Z., Qummar, H., Bashir, S., Aziz, S., & Ting, D. H. (2024). Customer
engagement in Saudi food delivery apps through social media marketing:
Examining the antecedents and consequences using PLS-SEM and NCA.
Journal of Retailing and Consumer Services, 81(July), 104001.
https://doi.org/10.1016/j.jretconser.2024.104001

Abdillah, W., & Hartono, J. (2015). Partial least square (PLS): alternatif
structural equation modeling (SEM) dalam penelitian bisnis. Andi.

Abror, A., & Patrisia, D. (2020). Service quality, religiosity, customer satisfaction
, customer engagement and Islamic bank ' s customer loyalty. 11(6), 1691—
1705. https://doi.org/10.1108/JIMA-03-2019-0044

Ajzen, |. (1985). From intentions to actions: a theory of planned behavior. Action
Control, 11-39.

Ajzen, . (1991). The Theory of Planned Behavior, Organizational Behavior and
Human Decision Processes. 179-211. https://doi.org/10.1016/0749-
5978(91)90020-T

Al-dmour, H. H., Ali, W. K., & Al-dmour, R. H. (2019). The Relationship
Between Customer Engagement , Satisfaction , and Loyalty. 10(2), 35-60.
https://doi.org/10.4018/lIICRMM.2019040103

Alzagladi, D. A., Yohana, C., & Fidhyallah, N. F. (2018). Peran Price dan
Promotion terhadap Purchase Decision dalam Menggunakan Layanan
Online Foad Delivery. 2(1), 53-54.

Alzaydi, Z. (2024). Examining the mediating effect of multi-channel integration
quality in the relationship with service quality, customer satisfaction and
customer loyalty in the Saudi banking sector. Management and
Sustainability:, 3(2), 132-149. https://doi.org/10.1108/MSAR-12-2022-0061

Anderson, R. E., & Srinivasan, S. S. (2003). E-Satisfaction and E-Loyalty: A
Contingency Framework. Psychology and Marketing, 20(2), 123-138.
https://doi.org/10.1002/mar.10063

Annur, C. M. (2024, February 7). Nilai Barang Bruto Online Food Delivery di

57



58

Asia  tenggara.  Databoks.  https://databoks.katadata.co.id/teknologi-
telekomunikasi/statistik/ffb024a74faa9ac/indonesia-rajai-pasar-online-food-
delivery-di-asia-tenggara-pada-2023

Anugrah, F. T. (2020). Effect of Promotion and Ease of Use on Customer
Satisfaction and Loyalty on OVO Application Users. Quantitative Economics
and Management Studies, 1(2), 44-50.
https://doi.org/10.35877/454ri.qems77

Bello, K. B., Jusoh, A., & Md Nor, K. (2021). Relationships and impacts of
perceived CSR; service quality,.customer satisfaction and consumer rights
awareness. - Social Responsibility . Journal,  17(8), 1116-1130.
https://doi.org/10.1108/SRJ-01-2020-0010

Blom, A., Lange, F., & Hess, R. L. (2021). Omnichannel promotions and their
effect on ‘customer satisfaction. European Journal-of Marketing, 55(13),
177-201. https://doi.org/10.1108/EIJM-12-2018-0866

Boulding, W., Kalra, A., Staelin, R., & Zeitham!, V. A. (1993). A Dynamic
Process Model of Service Quality: From Expectations to Behavioral
Intentions A dynamie process model of service quality : From expectations to
behavioral intentions. February. https://doi.org/10.2307/3172510

Brodie, R. J., Hollebeek, L. D., Jurié, B., & Ili¢, A. (2011). Customer engagement:
Conceptual domain, fundamental propositions, and implications for research.
Journal of Service Research, 14(3), 252-271.
https://doi.org/10.1177/1094670511411703

Busalim, A., Hollebeek, L. D., & Lynn, T. (2023). The effect of social commerce
attributes on customer engagement: an empirical investigation. Internet
Research. https://doi.org/10.1108/INTR-03-2022-0165

Cheung, M. L., Pires, G., Rosenberger, P. J., & De Oliveira, M. J. (2020). Driving
consumer—brand engagement and co-creation by brand interactivity.
Marketing Intelligence and Planning, 38(4), 523-541.
https://doi.org/10.1108/MIP-12-2018-0587

Chiu, C. M., Chang, C. C., Cheng, H. L., & Fang, Y. H. (2009). Determinants of

customer repurchase intention in online shopping. Online Information



59

Review, 33(4), 761-784. https://doi.org/10.1108/14684520910985710

Churchill, G. A., & Surprenant, C. (1982). Linked references are available on
JSTOR for this article : An Investigation Into the Determinants of Customer
Satisfaction. 19(4), 491-504.

Do, Q. H., Kim, T. Y., & Wang, X. (2023). Effects of logistics service quality and
price fairness on customer repurchase intention: The moderating role of
cross-border e-commerce_experiences. Journal of Retailing and Consumer
Services, 70(August 2022), 103165.
https://doi.org/10.1016/j.jretconser.2022.103165

Dovaliene, A., Masiulyte, A., & Piligrimiene, Z. (2015). The Relations between
Customer Engagement, Perceived Value and Satisfaction: The Case of
Mobile Applications. Procedia - Social and Behavioral Sciences, 213, 659—
664. https://doi.org/10.1016/j.sbspro.2015.11.469

Erkmen, E., & Hancer, M. (2019). Building brand relationship for restaurants.
31(3), 1469-1487. htips://doi.org/10.1108/IJCHM-08-2017-0516

Fauzi, A., Sarlo, K., Kenny, K., Hutagaol, J., & Samvara, M. A. (2019). Pengaruh
Promosi dan Kualitas Pelayanan terhadap Kepuasan Konsumen pada
Pembelian Tiket Pesawat Garuda pada PT. Hamsa Tour and Travel. Jesya
(Jurnal Ekonomi & Ekonomi Syariah), 2(2), 278-391.
https://doi.orgl10.36778/jesya.v2i2.112

Ferdinand, A. (2014). Metode Penelitian Manajemen. Badan Penerbit Universitas
Diponegoro.

Garzaro, D. M., Varotto, L. F., & Pedro, S. de C. (2021). Internet and mobile
banking: the role of engagement and experience on satisfaction and loyalty.
International Journal of  Bank  Marketing, 39(2), 1-23.
https://doi.org/10.1108/1JBM-08-2020-0457

Ghozali, 1. (2006). Structural Equation Modeling Metode Alternatif dengan
Partial Least Square (PLS). Badan Penerbit-Undip.

Ghozali, 1. (2015). Partial Least Squares Konsep, Teknik Dan Aplikasi
Menggunakan Program SmartPLS 3.0. Badan Penerbit-Undip.

Ghozali, 1. (2018). Aplikasi analisis multivariate dengan program IBM SPSS 25



60

(9th ed.). Badan Penerbit Universitas Diponegoro.

Ghozali, 1., & Kusumadewi, K. A. (2023). Partial Least Squares Konsep , Teknik
dan Aplikasi Menggunakan Program SmartPLS 4.0 (1st ed.). Yoga Pratama.

GoTo. (2023). Siaran Pers GoTo Kinerja Kuartal Pertama 2023.
https://content.goinfra.co.id/asts/Siaran Pers - GoTo Sampaikan Kinerja
Kuartal Pertama 2023 .pdf

GoTo. (2024). Laporan Kinerja Tahun 2023.

Gummerus, J., Liljander, V., Weman, E., Pihlstrém, M., Gummerus, J., Liljander,
V., & Pihlstro, M. (2012). Customer engagement in a Facebook brand
community. https://doi.org/10.1108/01409171211256578

Han, H., Lee; K.*S.;»Song, H: J., Lee, S.,, & Chua, B. L. (2019). Role of
coffeehouse brand experiences (sensory/affective/intellectual/behavioral) in
forming patrons’ repurchase intention: lmpact of switching costs. Journal of
Hospitality and Tourism Insights, 3(1), 17-35. https://doi.org/10.1108/JHTI-
03-2019-0044

Harrigan, P., Evers, U., Miles, M., & Daly, T. (2017). Customer engagement with
tourism social media brands. 59.

Hatta, I. H., & Rachbini, W. (2018). Brand Image Analysis , Promotion,
Satisfaction and Customer Loyalty. Journal of Business and Management,
20(12), 50-55. https://doi.org/10.9790/487X-2012055055

Hernani-merino, Martin Fernando Libaque-saenz, C., & Davalos, J. (2023).
Antecedents.and. consequences.of - customer.inspiration.: a framework in the
context of electronic device ~brands. = 7(March), 1093-1107.
https://doi.org/10.1108/JPBM-12-2021-3799

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. Jurnal
lImiah Mahasiswa Manajemen, Bisnis Dan Akuntansi (JIMMBA), 2(1), 89—
100. https://doi.org/10.32639/jimmba.v2i1.447

Ho, M. H. W., & Chung, H. F. L. (2020). Customer engagement, customer equity

and repurchase intention in mobile apps. Journal of Business Research,



61

121(April), 13-21. https://doi.org/10.1016/j.jbusres.2020.07.046

Hsu, C. L. (2023). Enhancing brand love, customer engagement, brand
experience, and repurchase intention: Focusing on the role of gamification in
mobile  apps. Decision Support  Systems, May, 114020.
https://doi.org/10.1016/j.dss.2023.114020

lacobucci, D., Ostrom, A., & Grayson, K. (1995). Distinguishing Service Quality
and Customer Satisfaction:” The Woice of the Consumer. Journal of
Consumer Psychology, 4(3), 277-303.
https://doi.org/10.1207/s15327663jcp0403.04

Javed, S., & Rashidin, S. (2021). Predictors and outcome of customer
satisfaction : moderating effect of social trust. DECISION, 48(1), 27-48.
https://doi.org/10.1007/s40622-020-00258-2

Jennifer Rowley. (1998). 00242539810239543. Promotion and Marketing
Communicationsin  the Information Marketplace, 47(8), 1-5. sci-
hub.hkvisa.net/10.1108/00242539810239543

Kaveh, A. (2020). Customer engagement in sales promotion Customer
engagement in sales promotion:. 39. https://doi.org/10.1108/MIP-11-2019-
0582

Kim, W., Cho, J., & Kim, K. (2019). The relationships of wine promotion ,
customer satisfaction ,-and behavioral intention : The moderating roles of
customers ’ gender..and age. Journal-of Hospitality and Tourism
Management, 39(March), 212-218.
https://doi.org/10.1016/j.jhtm.2019.03.001

Kotler, P. (2012). Manajemen Pemasaran Jasa (P. Indeks (ed.)).

Kotler, P., & Keller, K. L. (2016). Marketing Management. In Journal of
Marketing (15th ed., Vol. 37, Issue 1). Pearson Education.
https://doi.org/10.2307/1250781

Kurtz, D. L., Boone, L. E., & Adhi, M. R. (2013). Pengantas Bisnis Kontemporer
(13th ed.). Salemba Empat.

Kusumawardhani, S. (2022). Survei Persepsi & Perilaku Konsumsi Online Food
Delivery (OFD) di Indonesia. In Tenggara Strategics.



62

Kwok, S., & Uncles, M. (2005). Sales promotion effectiveness: The impact of
consumer differences at an ethnic-group level. Journal of Product and Brand
Management, 14(3), 170-186. https://doi.org/10.1108/10610420510601049

L, Richard, O. (1980). A Cognitive Model of the Antecedents and Consequences
of Satisfaction Decisions. Journal of Marketing Research, 17(November),
460-469.

Law, C. C. H., Zhang, Y., & Gow, J. (2022). Airline service quality, customer
satisfaction, and repurchase Intention: Laotian air passengers’ perspective.
Case Studies on Transport Policy, 10(2), 741-750.
https://doi.org/10.1016/j.cstp.2022.02.002

Leung, Y. L., Chan, R.'L. H., Chiu, D. K. W., & Ruwen, T. (2023). Investigating
the consumption behavior of young adults using online food delivery
platforms ‘during the COVID-19 pandemic. Aslib Journal of Information
Management, 2017. https://doi.org/10.1108/AJIM-05-2023-0177

Lim, X. J., Cheah, J. H., Waller, D. S., Ting, H., & Ng, S. I. (2020). What s-
commerce implies? Repurchase intention and its antecedents. Marketing
Intelligence and Planning, :38(6), 760-776. https://doi.org/10.1108/MIP-03-
2019-0145

Lupiyoadi, R. (2018). Manajemen Pemasaran Jasa: Berbasis Kompetensi.
Salemba Empat.

Majeed, M., Asare, C., Fatawu, A., & Abubakari, A. (2022). An analysis of the
effects of _customer satisfaction. and _engagement._on social media on
repurchase intention in the hospitality industry. Cogent Business and
Management, 9(1). https://doi.org/10.1080/23311975.2022.2028331

Molinillo, S., Anaya-Sanchez, R., & Liébana-Cabanillas, F. (2020). Analyzing the
effect of social support and community factors on customer engagement and
its impact on loyalty behaviors toward social commerce websites. Computers
in Human Behavior, 108(April 2019).
https://doi.org/10.1016/j.chb.2019.04.004

MSI. (2010). Research Priorities (M. S. Institute (ed.)).

Munusamy, J., Chelliah, S., & Mun, H. W. (2010). Service Quality Delivery and



63

Its Impact on Customer Satisfaction in the Banking Sector in the Banking
Sector in Malaysia. 1(4), 398-404.

Noonari, H. B. (2021). Does Service Quality Dimensions Matter for Customer
Satisfaction ? Evidence from Higher Education Institutes. 11(3), 1-7.

Ong, A. K. S, German, J. D., Dangaran, P. C., Jethro B. Paz, J., & Roniel G.
Macatangay, R. (2024). Service quality and customer satisfaction analysis
among motorcycle taxi - transportation in the Philippines through
SERVQUAL dimensions. and. social .exchange theory. Case Studies on
Transport Policy, 15(December 2023).
https://doi.org/10.1016/j.cstp.2023.101139

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A Conceptual Model of
Service Quality and Its Implications for Future Research. Journal of
Marketing; 49(4), 41. https://doi.org/10.2307/1251430

Ratnawati, A., Hastutl, E. S., & Kholis, N. (2022). Increasing Repurchase
Intention Through Personal Selling Capability, Customer Engagement, and
Brand Trust and Software Intensive Systems.

Renaldo, N., Sevendy, T., & Wahid, N. (2023a). Customer Satisfaction with
Online Fooed Delivery Services. 1(2019), 90-101.

Renaldo, N., Sevendy, T., & Wahid, N. (2023b). Luxury : Landscape of Business
Administration. 1(2019), 90-101.

Roque-Hernandez, R. V., Lopez-Mendoza, A., & Salazar-Hernandez, R. (2024).
Perceived instructor presence,. interactive.tools,. student engagement, and
satisfaction in hybrid education post-COVID-19 lockdown in Mexico.
Heliyon, 10(6). https://doi.org/10.1016/j.heliyon.2024.e27342

Sashi, C. M. (2012). Customer engagement, buyer-seller relationships, and social
media. Management Decision, 50(2), 253-272.
https://doi.org/10.1108/00251741211203551

Sawhney, M., Verona, G., & Prandelli, E. (2005). Collaborating to create: The
internet as a platform for customer engagement in product innovation.
Journal of Interactive Marketing, 19(4), 4-17.
https://doi.org/10.1002/dir.20046



64

Sekaran, U. (2006). Metodologi Penelitian untuk Bisnis. Salemba Empat.

Setiawan, W. (2017). Era Digital dan Tantangannya. Seminar Nasional
Pendidikan. Seminar Nasional Pendidikan, 1-9.

So, K. K. F., King, C., & Sparks, B. (2012). Customer Engagement With Tourism
Brands: Scale Development and Validation.
https://doi.org/10.1177/1096348012451456

So, K. K. F., King, C., Sparks, B. A., & Wang, Y. (2014). The Role of Customer
Engagement in Building Consumer Loyalty to Tourism Brands. Journal of
Travel Research, 55(1), 64-78. hitps://doi.org/10.1177/0047287514541008

Sony Hendra Permana. (2017). Strategi Peningkatan Usaha Mikro, Kecil, dan
Menengah (UMKM) di Indonesia.

Sugiyono. (2010). Metode Penelitian Pedekatan Kuantitatif, kualitatif, dan R&D.
Alfabea.

Sukirno, Z., & Poerwanto. (2014). Komunikasi Bisnis. Pustaka Belajar.

Taufiqurronman, M. F.; Widarko, A.,; & Suharto, M. K. A. B. (2021). Pengaruh
promosi, rating produk dan kemudahan penggunaan terhadap minat beli pada
aplikasi layanan pesan antar makanan gofood. Jurnal Riset Manajemen, 1-
13.

Tenenhaus, M., Amato, S., & Vinzi, E. V. (2004). A global goodness-of-fit index
for PLS structural equation modelling. The XLII SIS Scientific Meeting, 739—
742.

Thakur, R. (2019)..The moderating.role of customer engagement experiences in
customer satisfaction—loyalty relationship. European Journal of Marketing,
53(7), 1278-1310. https://doi.org/10.1108/EIJM-11-2017-0895

Tjiptono, F. (2012). Strategi Pemasaran. Andi.

Tjiptono, F., & Chandra, G. (2012). Pemasaran Stratejik. Andi.

Tjiptono, F., & Chandra, G. (2016). Service Quality & Satisfaction (4th ed.).
Andi.

Utomo, C. A, lbau, S.,, & J, E. (2023). Keterlibatan Pelanggan, Ekuitas
Pelanggan, dan Niat Beli Ulang Pada Aplikasi Seluler. Jurnal of
Management and Social Sciences, 1(3), 163-172.



65

https://doi.org/10.59031/jmsc.v1i3.165

Verhoef, P. C., Reinartz, W. J., & Krafft, M. (2010). Customer engagement as a
new perspective in customer management. Journal of Service Research,
13(3), 247-252. https://doi.org/10.1177/1094670510375461

Weiler, A. S., & Gilitwala, B. (2024). Why Bangkokians use online food delivery
services after COVID-19 restrictions have been lifted. Rajagiri Management
Journal, 18(2), 151-166. https://dot.org/10.1108/ramj-08-2023-0244

Works, M. (2023). Food Delivery Platforms In Southeast Asia 2023. In
Momentum Works. https://momentum.asia/product/food-delivery-platforms-
in-southeast-asia<2023/

Yang, Q., Wang, Z. Sen, Feng, K., & Tang, Q. Y. (2024). Investigating the crucial
role of logistics service quality in customer satisfaction for fresh e-
commerce: A mutually validating method based on SERVQUAL and service
encounter theory. Journal of Retailing and Consumer Services, 81(December
2023). https://doi.org/10.1016/j.jretconser.2024.103940

Yoopetch, C., Siriphan, P., & Chirapanda, S. (2022). Effects of Application
Satisfaction, Promotions,,Ease .of Payment and Convenience on Intention to
Repurchase Food Online. Journal of Hunan University (Natural Sciences) ,
49(5), 1-9. http://jonuns.com

Zaid, S., & Patwayati, P. (2021). Impact of Customer Experience and Customer
Engagement on Satisfaction_and Loyalty="A Case Study in Indonesia. 8(4),
983-992. https://doi.org/10.13106/jafeb.2021.v018.n04.0983

Zhang, H., & Chen, Y. (2017). The influence of brand engagement on brand
relationship quality and repurchase intention. Tourism Tribune.

Zygiaris, S., Hameed, Z., Alsubaie, M. A., & Rehman, S. U. (2022). Service
Quality and Customer Satisfaction in the Post Pandemic World : A Study of
Saudi Auto Care Industry. 13(March), 1-9.
https://doi.org/10.3389/fpsyg.2022.842141





