DAFTARPUSTAKA

Akdim, K., Casalg, L. V., & Flavian, C. (2022). The Role Of Utilitarian And
Hedonic Aspects In The Continuance Intention To Use Social Mobile
Apps. Journal Of Retailing And Consumer Services, 66.

Albashrawi, M. (2019). The Impact Of Security And Customization On
Continuance Intention Of M-Banking.

Al-Dmour, H. H., Algharabat, R. S., Khawaja, R., & Al-Dmour, R. H.
(2019). Investigating The Impact Of ECRM Success Factors On
Business Performance: Jordanian Commercial Banks. Asia Pacific
Journal Of Marketing And Logistics, 31(1).

Alfian, M. (2022)." Tradisi' dagang dan'-adaptasi teknologi masyarakat
Minangkabau: Studi pada layanan perbankan digital. Journal of
Indonesian Cultural Studies, 18(2).

Ali, R., & Alfayez, A. (2024). Integrated E-CRM systems and customer
experience in digital banking. International Journal of Digital Business,
18(1).

Ali, N., & Alfayez, M. (2024). The Impact Of E-CRM On Customer Loyalty
In The Airline Industry: The Mediating Role Of Customer Experience.
Cogent Business And Management.

Almajali, D., Lfityani, A. A., Maali, H., & Almajali, H. (2022). Critical
Success Factors For Assessing The Effectiveness Of E-CRM Systems
In Online Shopping: The Mediating Role Of User Satisfaction.
Uncertain Supply Chain Management.

Babbie, E. (2010). The Practice Of Social Research (12th Ed.). Wadsworth
Cengage Learning.

Cooper, D. R., & Schindler, P. S. (2018). Business Research Methods (13th
Ed.). Mcgraw-Hill Education.

Chanda, R. C., Vafaei-Zadeh, A., Syafrizal, S., Hanifah, H., & Singh, K. S.
D. (2023). Investigating The Determinants Of Mobile Shopping
Applications Continuance Usage Intention In The Post-COVID-19
Pandemic. International Journal Of Applied Management Science,
15(4), 326-351. Https://Doi.Org/10.1504/1JAMS.2023.134426



Chauhan, K., Singh, S., Dahiya, V., & Singh, B. (2024). Financial Outcomes
Hypothesized Through Serially Mediated Combination Of Ecrm,
Eservice Quality And Relationship Quality: A Digitalisation Aspect In
Modern Retail Banking. Risk Governance And Control: Financial
Markets And Institutions, 14(4), 68-77.
Https://Doi.Org/10.22495/Rgcv14idp7

Chen, A., Lu, Y., & Gong, Y. (2022a). Higher Price: A Benefit Of Online
Value Co-Creation Activities In Sponsored Communities. Information
And Management.

Chen, X., Zhang, Y., & Li, H. (2020). The mediating role of customer
satisfaction in E-CRM and continuance intention: A multi-sector study.
Journal of Marketing Research, 57(2).

Dahlberg, T., Guo, J., & Ondrus; J. (2015). A critical review of mobile
payment research. Electronic Commerce Research and Applications,
14(5).

Fauzi, 1. (2020). Challenges in adopting digital banking services among low-
literacy groups: A case'study in rural areas. Journal of Digital
Inclusion, 14(1).

Fauzi, I. (2020). Mobile banking usage among students: A study on financial
management behavior. Journal of  Youth Financial Studies, 15(2), 75—
89.

Elsharnouby, T. H., & Mahrous, A. A. (2015). Customer Participation In
Online Co-Creation Experience: The Role Of E-Service Quality.
Journal Of Research In Interactive Marketing.

Emzir. (2010). Metodologi Penelitian Pendidikan: Kuantitatif Dan
Kualitatif. Rajawali Pers.

Ghozali, 1. (2020). Aplikasi Analisis Multivariate Dengan Program IBM
SPSS 25. Universitas Diponegoro

Ghozali, 1., & Hengki. (2020). Konsep, Teknik, Aplikasi Partial Least Square
(PLS) Untuk Penelitian Empiris. Universitas Diponegoro.

Hamzah, M., Abdullah, S., & Karim, R. (2023). Adoption of digital banking
among Malay communities: Opportunities and challenges. Journal of
Southeast Asian Studies.



Hidayat, T. (2021). Adopsi teknologi mobile banking di kalangan generasi
muda Sunda: Faktor-faktor pendorong dan hambatan. Journal of
Regional Economic Studies.

Hidayat, T., & Setiawan, R. (2021). The rise of QRIS adoption during the
pandemic: Non-cash payment trends in Indonesia. Journal of Digital
Payment Systems.

Howcroft, B., Hamilton, R., & Hewer, P. (2002). Consumer attitude and the
usage and adoption of home-based banking in the United Kingdom.
International Journal of Bank Marketing.

Hammoud, J., Bizri, R. M., & El Baba, I. (2018a). The Impact Of E-Banking
Service Quality On Customer Satisfaction: Evidence From The
Lebanese Banking Sector. SAGE Open:

Hammoud, J., Bizri, R. M., & El Baba, I. (2018b). The Impact Of E-Banking
Service Quality On Customer Satisfaction: Evidence From The
Lebanese Banking Sector. SAGE Open.

Ighomereho, S., & Omoyele, O. (N.D.). From Service Quality To E-Service
Quality: Measurement, Dimensions And Model.

Imlawi, J., & Gregg, D. (2020). Understanding The Satisfaction And
Continuance Intention Of Knowledge Contribution By Health
Professionals In Online Health Communities. Informatics For Health
And Social Care.

Jansen, S. (2019). Judul Buku Atau Artikel (Jika Diketahui). Nama Penerbit.

Jeon, M. M., & Jeong, M. (2017). Customers’ Perceived Website Service
Quality And Its Effects On E-Loyalty. International Journal Of
Contemporary Hospitality Management.

Kim, H., Park, J.,, & Lee, S. (2017). E-Service Quality and customer
retention in digital platforms: An empirical analysis. Journal of Digital
Commerce.

Kurniawan, F., & Sari, D. (2020). Digital banking usage among small
business owners: A study on transaction frequency and business
management. Journal of Financial Technology and Innovation.



Kurniawati, D. (2022). Interbank transfer and its role in business
transactions: Patterns and challenges. Journal of Financial Services
Research.

Krejcie, R. V., & Morgan, D. W. (1970). Determining Sample Size For
Research Activities. Educational And Psychological Measurement.

Kumar, P., & Mokha, A. K. (2021). Relationship Between E-CRM,
Customer Experience, Customer Satisfaction And Customer Loyalty In
Banking Industry: A Review Of Literature. RESEARCH REVIEW:
International Journal Of Multidisciplinary.

Laukkanen, T. (2016). Consumer adoption versus rejection decisions in
seemingly similar service innovations: The case of the Internet and
mobile banking. Journal of Business Research.

Lim, K., Zhang, W., & Tan, H. (2023). Financial management and
investment behavior in Chinese communities: The role of mobile
banking. Journal of Financial Technology.

Li, F., Lu, H.,, Hou, M., Cui, K., & Darbandi, M. (2021). Customer
Satisfaction With Bank Services: The Role Of Cloud Services, Security,
E-Learning And Service Quality. Technology In Society.

Magatef, S., Al-Okaily, M., Ashour, L., & Abuhussein, T. (2023). The
Impact Of Electronic ‘Customer Relationship Management Strategies
On Customer Loyalty: A Mediated Model. Journal Of Open
Innovation: Technology, Market, And Complexity.

Maulida, H., & Pradana, M. (2022). The Impact Of E-Service Quality On E-
Customer Loyalty Through E-Customer Satisfaction As Intervening
Variable (Case Of Linkaja App In Indonesia). International Journal Of
Halal System And Sustainability (Injhss).

Malhotra, N. K. (2010). Marketing Research: An Applied Orientation (6th
Ed.). Pearson Education.

Meyer, J. P. (2017). Employee commitment and well-being: A critical
review, theoretical framework, and research agenda. Journal of
Organizational Behavior.

Morris, M. G., & Venkatesh, V. (2000). Age differences in technology
adoption decisions: Implications for a changing workforce. Personnel
Psychology.



Moleong, L. J. (2019). Metodologi Penelitian Kualitatif (Revisi Ed.). PT
Remaja Rosdakarya.

Muharmi, H., & Kurnia Sari, D. (N.D.). Pengaruh Service Quality, Food
Quality, Dan Perceived Value Terhadap Behavioral Intentions Dengan
Consumer Satisfaction Sebagai Variable Mediasi.

Mardalis. (2017). Metode Penelitian: Suatu Pendekatan Proposal. Bumi
Aksara.

Mills, G. E. (2019). Action Research: A Guide For The Teacher Researcher
(6th Ed.). Pearson.

Nguyen, D. M., Chiu, Y. T. H.,, & Le, H. D. (2021). Determinants Of
Continuance Intention TowardssBanks’ Chatbot Services In Vietnam: A
Necessity For Sustainable Development. Sustainability (Switzerland).

Nasution, A. (2020). Digital banking adoption in low-income groups:
Patterns and challenges. Journal of Financial Inclusion Research.

Nasution, A. (2022). Elderly adoption of mobile banking: The role of family
support and digital literacy. Journal of 'Financial Services and
Innovation.

Napitupulu, D. (2019). Public Participation Readiness Toward E-Gov 2.0:
Lessons From Two Countries. Proceedings Of The 12th International
Conference On Theory And Practice Of Electronic Governance).

Nguyen, G. Do, & Dao, T. H. T. (2024). Factors Influencing Continuance
Intention To Use Mobile Banking: An Extended Expectation-
Confirmation Model With Moderating Role Of Trust. Humanities And
Social Sciences Communications.

Novianti, A. H. (2024). Pengaruh E-Service Quality, Reputation, E-Trust, E-
Satisfaction Terhadap E-Customer Loyalty. Jurnal ISIP: Jurnal llmu
Sosial Dan IImu Politik.

Noor, J. (2011). Metodologi Penelitian: Skripsi, Tesis, Disertasi, Dan Karya
IImiah. Kencana.

Ohnishi, S., Osako, M., Nakamura, S., Togawa, T., Kawali, K., Suzuki, K.,
Yoshida, A., Gomi, K., & Tsuji, T. (2024). A Framework For
Analyzing Co-Creation Value Chain Mechanisms In Community-Based



Approaches: A Literature Review. In Sustainability (Switzerland) (Vol.
16, Issue 7). Multidisciplinary Digital Publishing Institute (MDPI).

Ojasalo, J. (2010). E-Service Quality: A Conceptual Model. International
Journal Of Arts And Sciences.

Oliver,R.L(1999).WhenceConsumerLoyalty?.JournalOfMarketing,Volume6
3 (Special Issues 1999).

Pokhrel, L., & K.C, A. (2024). Mobile Banking Service Quality And
Continuance Intention: Mediating Role Of Satisfaction: A Two-Stage
Structural Equation Modeling-Artificial Neural Network Approach.
International Journal Of Bank Marketing.

Poromatikul, C., De Maeyer; P Leelapanyalert, K., & Zaby, S. (2020).
Drivers Of Continuance Intention With Mobile Banking Apps.
International Journal Of Bank Marketing.

Prasetyo, B., & Susilo, R. (2021). Adoption of digital banking services
among Javanese communities: A behavioral perspective. Journal of
Business and Digital Economy.

Pratama, A. (2021). Family-driven digital banking adoption among
secondary-educated users. Journal of Consumer Technology Behavior.

Pratama, A., Hakim, M., &' Lestari,~S. (2020). Household bill payment
behavior through digital banking services. Journal of Consumer
Technology.

Pratama, A., & Wahyuni, S. (2022). Financial technology adoption among
high-income individuals: A focus on mobile banking services. Journal
of Digital Economy.

Putra, A., & Santoso, B. (2021). Basic digital banking services: Patterns of
consumer behavior in Indonesia. Journal of Banking and Digital
Economy.

Ranjan, K. R., & Read, S. (2021). An Ecosystem Perspective Synthesis Of
Co-Creation Research.

Rahman, F. (2020). Digital transformation in Bugis trading communities:
Adoption of mobile banking for daily transactions. Journal of Maritime
and Cultural Studies.



Rahman, H., & Sari, T. (2021). Understanding mobile banking behavior in
the middle-income segment: An empirical study. Journal of Business
and Technology Research.

Rahman, H., & Sari, T. (2022). Millennials and mobile banking: An
empirical study on transaction behavior. Journal of Business and
Technology Research.

Ratten, V. (2012). Digital banking adoption: Understanding the role of
security and trust in consumer behavior. Journal of Financial Services
Marketing.

Rittigul, P., & Jindabot, T. (2022). An Analysis Of Experienced Life Events
On Continuance Intention To Use Online Banking In Thailand. Banks
And Bank Systems.

Rosalina, V., & Nurhadiyan, T. (2018). Pemodelan Electronic Customer
Relationship Management (E-CRM) Pada Rumah Sakit. Jurnal
PROSISKO.

Saibaba, S. (2024). Examining The Determinants Of Mobile Banking App
Continuance Intention In India: An Extension Of The IS Success
Model. Journal Of Internet Commerce.

Saleh, A. A, Syafrizal, & Zadeh, A. V. (2023). Omni-channel capability,
online experience & value co-creation and their impact to customer
satisfaction. Jurnal Manajemen Universitas Bung Hatta.

Salome, 1. O. (N.D.). FROM SERVICE QUALITY TO E-SERVICE
QUALITY: MEASUREMENT, DIMENSIONS AND MODEL. In
2022 1 Journal Of Management Information And Decision Sciences.

Sambodo Rio Sasongko. (2021). FAKTOR-FAKTOR KEPUASAN
PELANGGAN DAN LOYALITAS PELANGGAN (LITERATURE
REVIEW MANAJEMEN PEMASARAN). Jurnal llmu Manajemen
Terapan.

Saraswati, A., & Indriani, F. (2021). Effect E-Service Quality On Customer
Satisfaction And Impact On Repurchase In Lazada Indonesia. Business
And Accounting Research (IJEBAR) Peer Reviewed-International
Journal.

Sarwono, J. (2013). Metode Penelitian Kuantitatif & Kualitatif. Graha limu.



Saptadi, T., Wibowo, R., & Prasetya, A. (2018). Digital transformation in
state-owned enterprises: Adoption of mobile banking services. Journal
of Business and Management Research.

Saragih, T., Sitorus, H., & Manurung, B. (2022). Digital banking adoption
among Batak business professionals: Benefits and challenges. Journal
of SME Development.

Siregar, H., Manurung, J., & Simanjuntak, T. (2022). Intensive digital
banking usage among online business entrepreneurs and digital
investors. Journal of Business and Financial Technology.

Singh, S. (2019). Understanding the adoption of mobile banking services: A
customer-centric approach. Journal of Retailing and Consumer
Services. UNLY -

Suryani, D., & Wibowo, T. (2021). Intra-bank transfer behavior and its
convenience for routine transactions. Journal of Banking Services,
18(2).

Sugiyono. (2008). Metode Penelitian Pendidikan: Pendekatan Kuantitatif,
Kualitatif, Dan R&D. Alfabeta.

Sugiyono. (2019). Metode Penelitian Kuantitatif, Kualitatif, Dan R&D.
Alfabeta.

Sekaran, U., & Bougie, R. (2020). Research Methods For Business: A Skill-
Building Approach (8th Ed.). Wiley.

Seridaran, S., Sithamparam, A. G., Falahat, M., & Ekmekcioglu, O. (2024).
Determinants Of Continuance Usage Intentions: The Mediating Role Of
Satisfaction And Trust In Branded Mobile Applications Among
Malaysians. Cogent Business And Management.

Srisusilawati, P., Burhanudin, J., Trenggana, A. F. M., Anto, M. A., Kusuma,
G. P. E., Rahmasari, L. F., Suharyati, S., Mulyani, M., Ariyani, N.,
Hadi, P., Manggabarani, A. S., Les. (N.D.).

Udayalakshmi, C., & Sridevi, J. (2023). Service Quality Models: A Review
With Respect To Fast Food Restaurants. BOHR International Journal
Of Social Science And Humanities Research.

Ulum, F., & Muchtar, R. (2018). Pengaruh E-Sevice Quality Terhadap E-
Customer Satisfaction Website Startup Kaosyay. Jurnal Tekno Kompak.



Utomo, H. S. (2022). Effect Of E-Service Quality On E-Trust And E-
Satisfaction: A Study On Online Learning During The Covid-19
Pandemic. Journal Of Economics, Finance And Management Studies.

Wang, T., Lin, C. L, & Su, Y. S. (2021). Continuance Intention Of
University Students And Online Learning During The Covid-19
Pandemic: A Modified Expectation Confirmation Model Perspective.
Sustainability (Switzerland).

Wijaya, R. (2023). Top-up e-wallets and the growing need for digital
convenience in daily transactions. Journal of Digital Consumer
Behavior.

Wu, L., Chen, M., & Huang, K. (2023). Reliability in E-SERVQUAL and its
effect on continuance'intention: Evidence from the mobile banking
sector. Journal of Service Science.

Wu, M., Gao, J., Hayat, N., Long, S., Yang, Q., & Mamun, A. A. (2024).
Modelling The Significance Of Food Delivery Service Quality On
Customer Satisfaction And Reuse Intention. Plos ONE, 19(2 February).

Wu, R., & Li, P. (2023). Continuance Intention To Use Self-Delivery Boxes:
An Empirical Study In Tianjin, China. Journal Of Retailing And
Consumer Services.

Yan, M., Filieri, R., & Gorton, M. (2021).-Continuance Intention Of Online
Technologies: A Systematic Literature Review. In International
Journal Of Information Management (Vol. 58). Elsevier Ltd.

Yusuf, R. (2021). Everyday digital banking usage: Patterns among the
Rp3.000.000-Rp5.000.000 income group. Journal of Consumer
Behavior in Technology.

Yusuf, R., Anwar, M., & Hakim, L. (2023). Digital literacy and mobile
banking adoption among higher-educated individuals. Journal of
Technological Advancements.

Zaim Mohd Salleh, M., Sara Nadia Muhamad Yunus, N., Maisarah Abdul
Ghani, N., Saiful Bahry, N., Mohd Ali, A., & Author, C. (2024).
Exploring E-Customer Satisfaction Using E-SERVQUAL Among
Online Shoppers. In Information Management And Business Review
(Vol. 16, Issue 3S).



Zhu, Y., Wel, Y., Zhou, Z., & Jiang, H. (2022). Consumers’ Continuous Use
Intention Of 020 E- Commerce Platform On Community: A Value
Co- Creation Perspective. Sustainability (Switzerland).



