
 

109 
 

DAFTAR PUSTAKA 

 

Aithal, P. S., & Aithal, S. (2019). Management of ICCT underlying Technologies 

used for Digital Service Innovation.  

Aji, R. (2016). Digitalisasi, Era Tantangan Media (Analisis Kritis Kesiapan 

Fakultas Dakwah Dan Komunikasi Menyongsong Era Digital). Islamic 

Communication Journal, 1(1), 43–54.  

Akhirisya, Z., Heriyanto, M., & Harapan Tua RFS, dan. (2019). Pelayanan 

Perizinan Surat Izin Usaha Perdagangan Pada Dinas Penanaman Modal 

Pelayanan Terpadu Satu Pintu. 

Akni, Y. , H. A. R. , & H. D. (2022). Efektivitas Sistem Online Single Submission 

(OSS) Pada Dinas Penanaman Modal Dan Pelayanan Terpadu Satu Pintu 

Kabupaten Blora. Journal of Public Policy and Management Review, 11(1), 

138–153. 

Al-Nuaimi, I. T. I., Mahmood, A. K. Bin, Jung, L. T., & Jebur, H. H. (2013). A 

review of e-service quality dimensions in user satisfaction. 2013 

International Conference on Research and Innovation in Information 

Systems (ICRIIS), 186–191.  

Alter, S. (2020). How well do service concepts apply to digital services and 

service digitalization? The University of San Francisco , 1–11. 

Amy Y.S. Rahayu, V. J. K. P. R. (2020). Pelayanan Publik dan E-Government : 

Sebuah Teori dan Konsep (1st ed.). PT RAJAGRAFINDO PERSADA. 

Aritonang, D. M. (2017). The Impact of E-Government System on Public Service 

Quality in Indonesia. European Scientific Journal, ESJ, 13(35), 99.  

Asni, Y., & Irfan, D. (2022). Analisis Kepuasan Pengguna Dalam Pemanfaatan E-

Learning Pada Masa Pandemi Covid-19 Menggunakan Metode End User 

Computing Satisfaction (EUCS) di SMK N 2 Pariaman. JAVIT : Jurnal 

Vokasi Informatika, 2(1), 110–120.  

Ba, S., & Johansson, W. C. (2008). An Exploratory Study of the Impact of e-

Service Process on Online Customer Satisfaction. Production and 

Operations Management, 17(1), 107–119.  

Büyüközkan, G., Havle, C. A., & Feyzioğlu, O. (2020). A new digital service 

quality model and its strategic analysis in aviation industry using interval-

valued intuitionistic fuzzy AHP. Journal of Air Transport Management, 86.  

Chatzoglou, P., Chatzoudes, D., Vraimaki, E., & Diamantidis, A. (2013). Service 

quality in the public sector: the case of the Citizen’s Service Centers (CSCs) 



 

110 
 

of Greece. International Journal of Productivity and Performance 

Management, 62(6), 583–605. 

Chuang, S.-H., & Lin, H.-N. (2015). Co-creating e-service innovations: Theory, 

practice, and impact on firm performance. International Journal of 

Information Management, 35(3), 277–291.  

Cronin, J. J., & Taylor, S. A. (1994). Servperf versus Servqual: Reconciling 

Performance-Based and Perceptions-Minus-Expectations Measurement of 

Service Quality. Journal of Marketing, 58(1), 125–131.  

Dody Kusuma Prayuda, A. R. G. N. R. A. M. R. (2020). Kualitas Perizinan 

Berbasis Open Single Submission Pada Dinas Penanaman Modal Dan 

Pelayanan Terpadu Satu  Pintu Kota Samarinda. JPBM (Journal Of Policy & 

Bureaucracy Management), 1, 34–44. 

Engdaw, B. D. (2020). The Impact of Quality Public Service Delivery on 

Customer Satisfaction in Bahir Dar City Administration: The Case of Ginbot 

20 Sub-city. International Journal of Public Administration, 43(7), 644–654.  

Handyan Prasetyo, D., & Mustam, M. (2018). Analisis Kualitas Pelayanan 

Perizinan Pada Dinas Penanaman Modal Dan Pelayanan Terpadu Satu Pintu 

Kabupaten Semarang. 

Hassan, H. S., Shehab, E., & Peppard, J. (2011). Recent advances in e‐service in 

the public sector: state‐of‐the‐art and future trends. Business Process 

Management Journal, 17(3), 526–545.  

Ibadurrahman. (2013). Analisis Kualitas Pelayanan Perizinan Pada Kantor 

Pelayanan Terpadu  Kabupaten Barito Kuala. Jurnal Ilmu Politik Dan 

Pemerintahan Lokal, 2, 21–36. 

Ida Ayu Kade Febriyana Dharmayanti, & Putu Gede Arya Sumerta Yasa. (2022). 

Penerapan Sistem Perizinan Berusaha Online Single Submission Risk-Based 

Approach (OSS-RBA) Di Bidang Industri Pasca UU Cipta Kerja. Jurnal 

Komunikasi Hukum (JKH), 8(1), 509–526.  

Ir. Syofian Siregar, M. M. (2020). Statistik Parametrik untuk Penelitian 

Kuantitatif : dilengkapi dengan perhitungan manual dan aplikasi SPSS Versi 

17 (Fandy Hutari, Ed.; 1st ed.). PT. Bumi Aksara. 

Irfani, K., Naziyah, F. A., & Widiyarta, A. (2021). Model Analisis Swot Dalam 

Peningkatan Kualitas Pelayanan Online Single Submission (OSS) pada 

DPMPTSP Provinsi Jawa Timur SWOT Analysis Model Of Online Single 

Submission (OSS) Service Quality Improvement In DPMPTSP East Java 

Province. Jurnal Administrasi Negara, 27(1). 



 

111 
 

Lee, J. M., & Braham, W. W. (2020). Measuring public service quality: Revisiting 

residential location choice using emergy synthesis of local governments in 

Pennsylvania. Cities, 102, 102753.  

LOTKO, A. (2018). Wymiarowość jakości usług elektronicznych. Przegląd 

literatury światowej. PROBLEMY JAKOŚCI, 1(9), 175–180.  

Lutfiyani, P. (2022). Implementasi Pemberian Izin Berusaha Berbasis Risiko 

Melalui Sistem Online Single Submission (OSS) di Kabupaten Kulon Progo 

[Universitas Jenderal Soedirman].  

Maulana, A. S. (2016). Pengaruh kualitas pelayanan dan harga terhadap kepuasan 

pelanggan PT. TOI. Jurnal Ekonomi Universitas Esa Unggul, 7(2), 113–125. 

Mbassi, J. C., Mbarga, A. D., & Ndeme, R. N. (2019). Public Service Quality and 

Citizen-Client’s Satisfaction in Local Municipalities. Journal of Marketing 

Development & Competitiveness, 13(3), 110–123. 

Muafa, G. R. , & F. E. H. (2019). Penerapan Sistem Perizinan Online Single 

Submission (OSS) Di Dinas Penanaman Modal Dan Pelayanan Terpadu Satu 

Pintu (DPMPTSP) Kabupaten Sidoarjo. Publika, 7(7). 

Muallidin, I. (2015). Konsep, Kerangka Pikir & Nilai E-Government & E-Service. 

Business Process Management Journal, 17, 1–20. 

MUHAMMAD FARID RAIHAN. (2022). Kualitas Pelayanan Publik Bidang 

Perizinan Di Dinas Penanaman Modal Dan Pelayanan Terpadu Satu Pintu 

(DPMPTSP) Kabupaten Siak Provinsi Riau. (Doctoral Dissertation, Institut 

Pemerintahan Dalam Negeri). 

Muhammad Iqbal Fitra Assegaf, H. J. N. S. (2019). Pelaksanaan Online Single 

Submission (OSS) Dalam Rangka Percepatan Perizinan Berusaha Di Dinas 

Penanaman Modal Dan Pelayanan Terpadu Satu Pintu (DPMPTSP) Jawa 

Tengah. Diponegoro Law Journal, 8, 1328–1342. 

Nunung, A. (2020). The Quality of Public Services in the Rancaekek Kencana 

Urban Village in Bandung District. Journal of Social Science, 1(2), 7–12.  

Nurrahman. (2021). Analisis Kualitas Pelayanan Perizinan Pada Dinas 

Penanaman Modal Dan Pelayanan Terpadu Satu Pintu  Kabupaten Indragiri 

Hilir. MAP (Jurnal Manajemen Dan Administrasi Publik), 4, 427–437. 

Oliveira, P., & Roth, A. V. (2012). Service orientation: the derivation of 

underlying constructs and measures. International Journal of Operations & 

Production Management, 32(2), 156–190.  

Osei-Kojo, A. (2017). E-government and public service quality in Ghana. Journal 

of Public Affairs, 17(3), e1620.  



 

112 
 

Pakkala, D., & Spohrer, J. (2019). Digital Service: Technological Agency in 

Service Systems. Proceedings of the 52nd Hawaii International Conference 

on System Sciences, 1886–1895. 

Palijama, F. (2021). The Effect of Public Service Quality on Community 

Satisfaction in Districts of Gorom Island, Eastern Seram. In Technology, and 

Organizational Behavior (IJBTOB) (Vol. 1, Issue 3).  

Prasetio, E., Isnaini, I., & Adam, A. (2021). Analisis Kualitas Pelayanan Perizinan 

melalui Online Single Submission pada Dinas Penanaman Modal Dan 

Pelayanan Perizinan Terpadu Satu Pintu Kota Binjai. PERSPEKTIF, 10(2), 

710–727.  

Razak, I. , N. N. , & T. B. (2019). Pengaruh kualitas produk terhadap kepuasan 

pelanggan. Jurnal Manajemen Bisnis Krisnadwipayana, 7(2), 1–14. 

Rentanubun, L. (2019). Analysis Of The Quality Of Public Service In The 

Regional Secretariat Of Southeast Maluku Regency, Indonesia. Russian 

Journal of Agricultural and Socio-Economic Sciences, 94(10), 27–33.  

Rhee, S.-K., & Rha, J.-Y. (2009). Public service quality and customer satisfaction: 

exploring the attributes of service quality in the public sector. The Service 

Industries Journal, 29(11), 1491–1512.  

Rila Kusumaningsih ; Fatimah Azzahra. (2021). Kualitas Pelayanan Perizinan 

Pada Lembaga Online Single Submission (OSS) Di Dinas Penanaman Modal 

Dan Pelayanan Terpadu Satu Pintu Kota Serang Berdasarkan Peraturan 

Pemerintah Nomor 24 Tahun 2018 Tentang Pelayanan Perizinan Berusaha 

Terintegrasi Secara Elektronik. Hukum Dan Keadilan, 8, 225–244. 

Rizkiani, Q. D. (2022). Pengukuran Efektivitas Sistem Pelayanan Perizinan 

Berusaha Online Single Submission di Dinas Penanaman Modal dan 

Perizinan Terpadu Kabupaten Garut. Indonesian Accounting Research 

Journal, 2(3), 209–217. 

Rohadin, R. (2021). Public Service Quality Improvement Strategy by Cirebon 

City Government Regarding the Granting of Trade-Business-License. 

Golden Ratio of Social Science and Education, 1(2), 109–120.  

Rustanto, A. E., & Syah, D. O. (2022). Kualitas Pelayanan Perizinan dalam 

Meningkatkan Kepuasan Pelaku Usaha UMKM di Pulo Gadung Jakarta 

Timur. Jurnal Sosial Ekonomi Dan Humaniora, 8, 318–326. 

Sá, F., Rocha, Á., & Pérez Cota, M. (2016). From the quality of traditional 

services to the quality of local e-Government online services: A literature 

review. Government Information Quarterly, 33(1), 149–160.  



 

113 
 

Santos, J. (2003). E‐service quality: a model of virtual service quality dimensions. 

Managing Service Quality: An International Journal, 13(3), 233–246.  

Saunila, M., Ukko, J., & Rantala, T. (2019). Value co-creation through digital 

service capabilities: the role of human factors. Information Technology & 

People, 32(3), 627–645.  

Slamet, M. (1997). Metodologi Penelitian Pendidikan. Rineka Cipta. 

Sotya Partiwi Ediwijoyo. (2020). Kualitas Pelayanan Perizinan Satu Pintu di 

Kabupaten Kebumen. Jurnal E-Bis (Ekonomi-Bisnis), 4(1), 12–24.  

Sunarto, B. M. (2019). Kualitas Pelayanan Perizinan Pada Dinas Penanaman 

Modal Dan Pelayanan Terpadu Satu Pintu (DPMPTSP) Kabupaten 

Indramayu (Studi Tentang Pengurusan Surat Izin Usaha). Jurnal Aspirasi, 9, 

121–134. 

Sutiyono, S. T., Kom, M., & Santi. (2020). Membangun Sistem Informasi 

Pendaftaran Siswa Baru Berbasis Web Dengan Metode MDD (Model Driven 

Development) Di Raudhatul Athfal Nahjussalam. 

Utomo, L. T., Ardianto, Y. T., & Sisharini, N. (2017). Pengaruh kualitas sistem, 

kualitas informasi, kualitas layanan, terhadap kepuasan pengguna sistem 

informasi akademik universitas merdeka malang. Jurnal Teknologi dan 

Manajemen Informatika, 3(2). 

Yunita, K. R., Dachyar, M., & Gabriel, D. S. (2021). Service Quality 

Improvement Design For Business Trading License in Electronic Integrated 

Licensing Service. In 11th Annual International Conference on Industrial 

Engineering and Operations Management Singapore, IEOM 2021, 1749–

1759. 

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2006). Services marketing: 

Integrating customer focus across the firm. McGraw-Hill/Irwin.2006). 

Services marketing: Integrating customer focus across the firm (4th ed). New 

york McGraw-Hill/Irwin. 

Zuhairi, et. al. (2016). Pedoman Penelitian Karya Ilmiah. Jakarta: Rajawali Pers. 

  

 

 

 

 


