DAFTAR PUSTAKA

Adnan, A. A. (2024). Data Quality as a Strategic Lever for MIS Success: Empirical
Evidence from Indonesia’s Digital Transformation. Data. Journal of Information
Systems and Management.

Chaffey, D., & Ellis-Chadwick, F. (2022). Digital Marketing: Strategy, Implementation
and Practice: Pearson.

Gronroos, C. (2020). Service Management and Marketing: Managing the Service Profit
Logic: Wiley.

Hapsari, R., Clemes, M. D., & Dean, D. (2020). The impact of service quality, customer
engagement and selected marketing constructs on airline passenger loyalty.
International Journal of Quality and Service Sciences.

Kannan, P. K., & Li, H. (2021). Digital marketing: A framework, review and research
agenda. International Journal of Research in Marketing.

Kotler, P., Kartajaya, H., & Setiawan, 1. (2022). Marketing 5.0: Technology for Humanity:
John Wiley & Sons.

Kotler, P., & Keller, K. L. (2021). Marketing Management (16th Edition ed.): Pearson
Education.

Laudon, K. C., & Traver, C. G. (2021). E-commerce 2021: Business, Technology, and
Society: Pearson.

Lemon, K. N., & Verhoef, P. C. (2021). Understanding Customer Experience Throughout
the Customer Journey. Journal of Marketing.

Lupiyoadi, R. (2021). Manajemen Pemasaran Jasa. Jakarta: Salemba Empat.

Lupiyoadi, R. (2022). Manajemen Pemasaran Jasa: Salemba Empat.

Otoritas Jasa, K. (2023). Statistik Sistem Pembayaran dan Perkembangan Digitalisasi
Keuangan di Indonesia. Retrieved from Jakarta:

PLN, P. (2023). Laporan Tahunan PT PLN (Persero) 2023. Retrieved from Jakarta:

PLN, P. (2024). Laporan Keberlanjutan PT PLN (Persero) 2024. Retrieved from Jakarta:

Strauss, J., & Frost, R. (2021). E-Marketing: Pearson.

Tjiptono, F., & Chandra, G. (2021). Service, Quality & Customer Satisfaction: Andi.

Tjiptono, F., & Diana, A. (2020). Pemasaran. Yogyakarta: Andi.

65



Tuten, T. L., & Solomon, M. R. (2020). Social Media Marketing: Sage Publications.

Varzaru, A. A. (2024). Digital transformation and innovation in public services. Systems,
12(2), 1-15.

Vial, G. (2021). Understanding digital transformation: A review and a research agenda.
Journal of  Strategic Information Systems, 30(2), 101697.
doi:10.1016/].jsis.2021.101697

Wirtz, J., & Lovelock, C. (2021). Services Marketing: People, Technology, Strategy:
World Scientific.

Yunaningsih, A., & et al. (2021). Upaya meningkatkan kualitas layanan publik melalui
digitalisasi. Altasia Jurnal Pariwisata Indonesia, 3(1), 9-16.

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2020). Services Marketing: Integrating

Customer Focus Across the Firm: McGraw-Hill Education.

66



