
 

1 
 

REFERENCE 

Akbar. (2010). 기사 (Article) 와안내문 (Information) [. The Eletronic Library, 

34(1), 1–5. 

Akroush, M. N. (2015). An integrated model of factors affecting consumer 

attitudes towards online shopping Article information :November. 

https://doi.org/10.1108/BPMJ-02-2015-0022 

Alnawas, I., & Aburub, F. (2016). The effect of benefits generated from 

interacting with branded mobile apps on consumer satisfaction and purchase 

intentions. Journal of Retailing and Consumer Services, 31, 313–322. 

https://doi.org/10.1016/j.jretconser.2016.04.004 

Andajani, E. (2015). Understanding Customer Experience Management in 

Retailing. Procedia - Social and Behavioral Sciences, 211(November 2015), 

629–633. https://doi.org/10.1016/j.sbspro.2015.11.082 

Chetioui, Y., & Lebdaoui, H. (2020). Factors influencing consumer attitudes 

toward online shopping : the mediating effect of trust. 

https://doi.org/10.1108/EMJB-05-2020-0046 

Dunn, W. R., Lyman, S., & Marx, R. (2003). Research methodology. Arthroscopy 

- Journal of Arthroscopic and Related Surgery, 19(8), 870–873. 

https://doi.org/10.1016/S0749-8063(03)00705-9 

Farida, I. (2019). PENGARUH COGNITIVE DAN AFFECTIVE ONLINE 

SHOPPING EXPERIENCE TERHADAP E-LOYALTY PADA GENERASI 

MILLENIAL YANG BERBELANJA DI SITUS BELANJA. 12(2), 253–268. 



 

2 
 

Giovanis, A., & Athanasopoulou, P. (2017). Gen Y-ers’ brand loyalty drivers in 

emerging devices. Marketing Intelligence and Planning, 35(6), 805–821. 

https://doi.org/10.1108/MIP-03-2017-0049 

Hair, Joe F., Sarstedt, M., Hopkins, L., & Kuppelwieser, V. G. (2014). Partial 

least squares structural equation modeling (PLS-SEM): An emerging tool in 

business research. European Business Review, 26(2), 106–121. 

https://doi.org/10.1108/EBR-10-2013-0128 

Hair, Joseph F., Black, W. C., Babin, B. J., & Anderson, R. E. (2010). 

Multivariate Data Analysis (Seventh). Pearson Prentice Hall. 

Hwang, S., & Kim, S. (2017). Does mIM experience affect satisfaction with and 

loyalty toward O2O services ? Computers in Human Behavior. 

https://doi.org/10.1016/j.chb.2017.12.044 

Jin, Y., Osman, A., Nizam, S., & Rahim, A. (2016). Factors Influencing Online 

Shopping Behavior : The Mediating Role of Purchase Intention. Procedia 

Economics and Finance, 35(October 2015), 401–410. 

https://doi.org/10.1016/S2212-5671(16)00050-2 

Khan, I., & Rahman, Z. (2015). Brand experience anatomy in retailing: An 

interpretive structural modeling approach. Journal of Retailing and 

Consumer Services, 24(C), 60–69. 

https://doi.org/10.1016/j.jretconser.2015.02.003 

Konečnik Ruzzier, M., Ruzzier, M., & Hisrich, R. (2014). Value, satisfaction and 

customer loyalty. Marketing for Entrepreneurs and SMEs, November, 21–36. 

https://doi.org/10.4337/9781781955970.00008 



 

3 
 

Kumar, A., & Anjaly, B. (2017). How to measure post-purchase customer 

experience in online retailing? A scale development study. International 

Journal of Retail and Distribution Management, 45(12), 1277–1297. 

https://doi.org/10.1108/IJRDM-01-2017-0002 

Martin, J., Mortimer, G., & Andrews, L. (2015). Re-examining online customer 

experience to include purchase frequency and perceived risk. Journal of 

Retailing and Consumer Services, 25, 81–95. 

https://doi.org/10.1016/j.jretconser.2015.03.008 

Massie, J. D. D., Ekonomi, F., Manajemen, J., & Ratulangi, U. S. (2019). 

Pengaruh Customer Experience, Customer Value, Dan Brand Trust Terhadap 

Customer Loyalty Pengguna Jasa Transportasi Online Go-Jek Di Manado. 

Jurnal EMBA: Jurnal Riset Ekonomi, Manajemen, Bisnis Dan Akuntansi, 

7(3), 2771–2780. https://doi.org/10.35794/emba.v7i3.23741 

Mclean, G., Al-nabhani, K., & Wilson, A. (2018). Developing a Mobile 

Applications Customer Experience Model ( MACE ) - Implications for 

Retailers. Journal of Business Research, 85(February 2017), 325–336. 

https://doi.org/10.1016/j.jbusres.2018.01.018 

Molinillo, S., Navarro-garcía, A., Anaya-sánchez, R., & Japutra, A. (2019). 

Journal of Retailing and Consumer Services The impact of affective and 

cognitive app experiences on loyalty towards retailers. Journal of Retailing 

and Consumer Services, April, 101948. 

https://doi.org/10.1016/j.jretconser.2019.101948 

Pandey, S., Chawla, D., & Venkatesh, U. (2015). Online Shopper Segmentation 



 

4 
 

Based on Lifestyles: An Exploratory Study in India. Journal of Internet 

Commerce, 14(1), 21–41. https://doi.org/10.1080/15332861.2015.1006516 

Pantano, E., & Priporas, C. (2016). Computers in Human Behavior The effect of 

mobile retailing on consumers ’ purchasing experiences : A dynamic 

perspective. Computers in Human Behavior, 61, 548–555. 

https://doi.org/10.1016/j.chb.2016.03.071 

Peak, D. (2015). A Customer Value, Satisfaction, and Loyalty Perspective of 

Mobile Application Recommendations. Decision Support Systems. 

https://doi.org/10.1016/j.dss.2015.08.008 

Rose, S., Clark, M., Samouel, P., & Hair, N. (2012). Online Customer Experience 

in e-Retailing : An empirical model of Antecedents and Outcomes. Journal 

of Retailing, 88(2), 308–322. https://doi.org/10.1016/j.jretai.2012.03.001 

Sekaran, U., & Bougie, R. (2016). Research Methods for Business: A Skill-

Building Approach, 6th Edition. 

Simanjuntak, E. R., & Herlina, C. (2016). Selected Papers from the Asia 

Conference on Economics & Business Research 2015. Selected Papers from 

the Asia Conference on Economics & Business Research 2015, 85–90. 

https://doi.org/10.1007/978-981-10-0986-0 

Tomas M. Hult, Sarstedt, M., & Ringle, C. M. (2015). A primer on partial least 

squares structural equation modeling (PLS-SEM). International Journal of 

Research & Method in Education, 38(2), 220–221. 

https://doi.org/10.1080/1743727x.2015.1005806 

Vakulenko, Y., Shams, P., Hellström, D., & Hjort, K. (2019). Online retail 



 

5 
 

experience and customer satisfaction : the mediating role of last mile 

delivery. The International Review of Retail, Distribution and Consumer 

Research, 29(3), 306–320. https://doi.org/10.1080/09593969.2019.1598466 

Vivie, S., Hatane, S., & Diah, D. (2013). Pengaruh Customer Experience Quality 

Terhadap Customer Satisfaction & Customer Loyalty Di Kafe 

ExcelsoTunjungan Plaza Surabaya; Perspektif B2C. Jurnal Strategi 

Pemasaran, 1(1), 1–15. 

Widodo, T., & Qurniawati, R. S. (2016). Pengaruh Ketergantungan Pada 

Smartphone dan Sikap Terhadap Perilaku Pembelian Online Pada 

Mahasiswa. Among Makarti, 9(18), 99–122. 

Yosephine Simanjuntak, D. C., & Purba, P. Y. (2020). Peran Mediasi Customer 

Satisfaction dalam Customer Experience Dan Loyalitas Pelanggan. Jurnal 

Bisnis Dan Manajemen, 7(2), 171–184. 

https://doi.org/10.26905/jbm.v7i2.4795 

 

 

 

 


