DAFTAR PUSTAKA

Amarin, S., & Wijaksana, T. I. (2021). Pengaruh Kualitas Sistem, Kualitas Informasi, dan
Kualitas Layanan Terhadap Kepuasan Konsumen (Studi Pada Pengguna Aplikasi
Berrybenka di Kota Bandung). Business Management Analysis Journal (BMAJ),
4(1), 37-52.

Armstrong, G., & Kotler, P. (2014). Marketing: An Introduction (12th ed.). Pearson
Education.

Ayyash, M. (2015). Identifying information quality dimensions that affect customers
satisfaction of ebanking services. 82, 122—-130

Bansal, H. S., Taylor, S. F., & St. James, Y. (2005). Migration of customers from a
business to a competitor: Examining the role of switching costs and attitude toward
the service provider. Journal of Consumer Research, 31(5), 561-572.

Burnham, T.A., Frels, J.K., Mahajan, Vijay. (2003). Consumer Switching Cost: A
Typology, Antecedents, And Consequences.-Journal of The Academy of Marketing
Science, 31 (2).

Chang, S., Liu, Y., & Chen, Y. (2017). Understanding User's Switching Intention on
Mobile Payment Services: An Empirical Study. IDEALS, University of Illinois.

Dyafami, N. A., & Soesanto, H. (2024). Pengaruh Customer Dissatisfaction, Alternative
Attractiveness, dan Switching Cost terhadap Switching Behavior dengan Switching
Intention Sebagai Variabel Intervening (Studi pada Pengguna Smartphone di Kota
Semarang) (Doctoral dissertation, UNDIP: Fakultas Ekonomika dan Bisnis).

Engel, J. F., Blackwell, R. D., & Miniard, P. W. (1995). Consumer Behavior (8th ed.). Fort
Worth, TX: Dryden Press.

Firdausi, A. S. M., & Dharmmesta, B. S. (2023). The Effect of Push, Pull, and Mooring
Factors on Customers’ Switching Intention to Green Cosmetics. Gadjah Mada
International Journal of Business, 25(3), 327. https://doi.org/
10.22146/gamaijb.69863

Ganesh, J., Arnold, M. J., & Reynolds, K. E. (2000). Understanding the customer base of
service providers: an examination of the differences between switchers and
stayers. Journal of marketing, 64(3), 65-87.

Goodstats. (2023). Layanan Ojek Online Pilihan Masyarakat Indonesia. Diakses pada
tanggal 24 Februari 2025, dari https://goodstats.id/infographic/layanan-ojek-online-
pilihan-masyarakat-indonesia-jbPbU

Goodstats. (2023). Mayoritas Masyarakat Install Beberapa Aplikasi Transportasi Online,
Mengapa? Diakses pada tanggal 17 Juli 2025, dari
https://goodstats.id/article/mayoritas-masyarakat-install-beberapa-aplikasi-
transportasi-online-mengapa-dbZ2Y

Goodstats. (2024). Transportasi Online Sebagai Teman Setia Anak Muda di Era Modern.
Diakses pada tanggal 24 Februari 2025, dari https://goodstats.id/article/transportasi-
online-sebagai-teman-setia-anak-muda-di-era-modern-
FSQTI#:~:text=Survei%?20terbaru%20menunjukkan%20bahwa%?2053,juga%?20lebih
%20memilih%20menggunakan%20motor.&text=Di%20tengah%20kesibukan%?20da
n%20dinamika,dari%201%2D10%20November%202024.

54


https://goodstats.id/infographic/layanan-ojek-online-pilihan-masyarakat-indonesia-jbPbU
https://goodstats.id/infographic/layanan-ojek-online-pilihan-masyarakat-indonesia-jbPbU
https://goodstats.id/article/mayoritas-masyarakat-install-beberapa-aplikasi-transportasi-online-mengapa-dbZ2Y
https://goodstats.id/article/mayoritas-masyarakat-install-beberapa-aplikasi-transportasi-online-mengapa-dbZ2Y
https://goodstats.id/article/transportasi-online-sebagai-teman-setia-anak-muda-di-era-modern-FSQTl#:~:text=Survei%20terbaru%20menunjukkan%20bahwa%2053,juga%20lebih%20memilih%20menggunakan%20motor.&text=Di%20tengah%20kesibukan%20dan%20dinamika,dari%201%2D10%20November%202024
https://goodstats.id/article/transportasi-online-sebagai-teman-setia-anak-muda-di-era-modern-FSQTl#:~:text=Survei%20terbaru%20menunjukkan%20bahwa%2053,juga%20lebih%20memilih%20menggunakan%20motor.&text=Di%20tengah%20kesibukan%20dan%20dinamika,dari%201%2D10%20November%202024
https://goodstats.id/article/transportasi-online-sebagai-teman-setia-anak-muda-di-era-modern-FSQTl#:~:text=Survei%20terbaru%20menunjukkan%20bahwa%2053,juga%20lebih%20memilih%20menggunakan%20motor.&text=Di%20tengah%20kesibukan%20dan%20dinamika,dari%201%2D10%20November%202024
https://goodstats.id/article/transportasi-online-sebagai-teman-setia-anak-muda-di-era-modern-FSQTl#:~:text=Survei%20terbaru%20menunjukkan%20bahwa%2053,juga%20lebih%20memilih%20menggunakan%20motor.&text=Di%20tengah%20kesibukan%20dan%20dinamika,dari%201%2D10%20November%202024
https://goodstats.id/article/transportasi-online-sebagai-teman-setia-anak-muda-di-era-modern-FSQTl#:~:text=Survei%20terbaru%20menunjukkan%20bahwa%2053,juga%20lebih%20memilih%20menggunakan%20motor.&text=Di%20tengah%20kesibukan%20dan%20dinamika,dari%201%2D10%20November%202024

Jones, T. O., & Sasser Jr, W. E. (1995). Why satisfied customers defect. Harvard Business
Review, 73(6), 88-99.

Julander, C. R., & Sdderlund, M. (2003). Effects of switching barriers on satisfaction,
repurchase intentions and attitudinal loyalty. SSE/EFI Working paper series in
Business Administration, 1, 1-21.

Jung, J., Han, H., & Oh, M. (2017). Travelers' switching behavior in the airline industry
from the perspective of the push-pull-mooring framework. Asia Pacific Journal of
Tourism Research, 22(7), 705-721.

Hartono, K., & Wahyono, W. (2018). The Influence of Satisfaction, Variety Seeking and
Alternative  Attractiveness to Switching Behaviour Through  Switching
Intentions. Management Analysis Journal, 7(3), 340-351.

Jones, M. A., Mothersbaugh, D. L., & Beatty, S. E. (2000). Switching Barriers and
Repurchase Intentions in Services. Journal of Retailing, 76(2), 259-274

Katadata. (2022). Layanan Transportasi Online yang Digunakan Responden (Agustus-
September)  2022). Diakses pada - tanggal 24 Februari 2025, dari
https://databoks.katadata.co.id/transportasi-logistik/statistik/68333ala06eld4d/gojek-
vs-grab-mana-yang-konsumennya-lebih-banyak

Katadata. (2022). Survei: Publik Jabodetabek Paling Sering Pakai Gojek, Bagaimana
Grab, Maxim, dan InDriver? Diakses pada tanggal 24 Februari 2025, dari
https://databoks.katadata.co.id/transportasi-logistik/statistik/29efc5cad45a40e/survei-
publik-jabodetabek-paling-sering-pakai-gojek-bagaimana-grab-maxim-dan-indriver

Keaveney, S. M., & Parthasarathy, M. (2001). Customer switching behavior in online
services: An exploratory study of the role of selected attitudinal, behavioral, and
demographic factors. Journal of the Academy of Marketing Science, 29(4), 374-390.

Klemperer, P. (1987). Markets with consumer switching costs. The quarterly journal of
economics, 102(2), 375-394.

Koivumaki, T., Ristola, A., & Kesti, M. (2008). The effects of information quality of
mobile information services on user satisfaction and service acceptance—empirical
evidence from Finland. Behaviour & Information Technology, 27(5), 375-385.

Kotler, P Keller (2016). Manajemen Pemasaran, Jilid I, Edisi Kedua belas.

Kurniawan, D.A. (2023). Transportasi Online dalam Keseimbangan Supply — Demand.
Diakses pada tanggal 24 Februari 2025, dari https://pustral.ugm.ac.id/transportasi-
online-dalam-keseimbangan-supply-demand/

Lestari A | C (2019). Pengaruh Kualitas Layanan Dan Kepuasan Pelanggan Terhadap
Switching Intention.

Lisana, L. (2023). Factors affecting university students switching intention to mobile
learning: A pushpull-mooring theory perspective. Education and Information
Technologies, 28(5), 5341-5361.

Mannan, M., Mohiuddin, M., Chowdhury, N., & Sarker, P. (2017). Customer satisfaction,
switching intentions, perceived switching costs and perceived alternative
attractiveness in Bangladesh mobile telecommunications market. Future Business
Journal, 3(2), 1-13.

55


https://databoks.katadata.co.id/transportasi-logistik/statistik/68333a1a06e1d4d/gojek-vs-grab-mana-yang-konsumennya-lebih-banyak
https://databoks.katadata.co.id/transportasi-logistik/statistik/68333a1a06e1d4d/gojek-vs-grab-mana-yang-konsumennya-lebih-banyak
https://databoks.katadata.co.id/transportasi-logistik/statistik/29efc5cad45a40e/survei-publik-jabodetabek-paling-sering-pakai-gojek-bagaimana-grab-maxim-dan-indriver
https://databoks.katadata.co.id/transportasi-logistik/statistik/29efc5cad45a40e/survei-publik-jabodetabek-paling-sering-pakai-gojek-bagaimana-grab-maxim-dan-indriver
https://pustral.ugm.ac.id/transportasi-online-dalam-keseimbangan-supply-demand/
https://pustral.ugm.ac.id/transportasi-online-dalam-keseimbangan-supply-demand/

Muthmainah & Cholil, M. (2019). Determinants of Customers Switching Intention Based
on Experience and Sharia Value Congruity. MIX: Jurnal limiah Manajemen, 9(1),
109-123.

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of
satisfaction decisions. Journal of Marketing Research, 17(4), 460—4609.

Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing, 63(Special Issue),
33-44.

Pamungkas, R. A. (2021). PENGARUH KEPUASAN DAN SWITCHING COST
TERHADAP WORD OF MOUTH DAN SWITCHING INTENTION (Studi Empiris
Pada Pengguna Aplikasi Gojek di Kota Magelang) (Doctoral dissertation, Skripsi,
Universitas Muhammadiyah Magelang).

Polling Institute. (2022). Kenaikan Tarif Ojek Online di Mata Pengguna dan Pengemudi.
Diakses pada tanggal 17 Juli 2025, dari https://pollinginstitute.id/kenaikan-tarif-ojek-
online-di-mata-pengguna-dan-pengemudi/

Prananta, W., Noekent, V., Wijaya, A.-P., & Hapsoro, B. B. (2023). Customer Switching
Intention: The Integrated Framework of Disconfirmation Theory. Media Ekonomi
dan Manajemen, 38(2), 326-342.

Prisgunanto, I. (2020). Social media and visit decision to tourist destinations: Measuring
the impact of instagram on expatriates in Indonesia. Jurnal Komunikasi: Malaysian
Journal of Communication, 36(1), 495-508.

Rahayu, P. D., & Djawoto, D. (2017). Pengaruh Kemudahan, Kepercayaan, Dan Kualitas
Informasi Terhadap Keputusan Pembelian Secara Online Di Tokopedia. Jurnal IImu
Dan Riset Manajemen (JIRM), 6(10).

Reichheld, F. F., & Sasser, W. E. (1990). Zero defeofions: Quolity comes to
services. Harvard business review, 68(5), 105-111.

Singh, R., & Rosengren, S. (2020). Why Do Online Grocery Shoppers Switch? An
Empirical Investigation of Drivers of Switching In Online Grocery. Journal of
Retailing and Consumer Services, 53(October 2019), 101962. https://
doi.org/10.1016/j.jretconser.2019.101962

Sjioen, A. E., & Makaweru, I. F. (2021). Pengaruh Kemenarikan Alternatif dan Biaya
Berpindah terhadap Niat Beralih Pengguna Kartu XI Axiata. Among Makarti, 13(2).

Sugandha, A. P., & Indarwati, T. A. (2021). Pengaruh Push, Pull, dan Mooring terhadap
Switching Intention pada Konsumen Pengguna WiFi di Era Pandemi Covid-19.
Jurnal llmu Manajemen, 9(4), 1537-1548.

Tangkudung, C. M. M., Rompis, S. Y., & Timboeleng, J. A. (2019). Pengaruh gender
terhadap pemilihan moda transportasi di Kota Manado. Jurnal Sipil Statik, 7(7), 827-
834.

Tse, D. K., & Wilton, P. C. (1988). Models of consumer satisfaction formation: An
extension. Journal of Marketing Research, 25(2), 204-212.

Wirawan, J. (2020). Customer Loyalty Pada Layanan Ride-Hailing Go-Jek: Pengaruh
Service Quality, Customer Satisfaction, dan Trust di Kalangan Generasi Milenial
Surabaya. Agora, 8(2), 358514.

56



Wu, J., Li, J., & Huang, L. (2017). Influence of Smart Product Creativity on Consumer
Perceived Attractiveness and Purchase Intention. R&D Management, 29(5), 77-86.

Zeithaml, V. A., & Bitner, M. J. (2000). Services Marketing: Integrating Customer Focus
Across the Firm (2nd ed.). New York: McGraw-Hill.

S7





