
 

65 

 

DAFTAR PUSTAKA 

Aggarwal, A., & Kumar, R. (2018). Examination of service quality dimensions in 

power distribution sector. International Journal on Future Revolution in 

Computer Science & Communication Engineering, 4(February), 207–212. 

Retrieved from 

https://d1wqtxts1xzle7.cloudfront.net/56598375/41_1519377013_23-02-

2018.pdf?1526655335=&response-content-

disposition=inline%3B+filename%3DExamination_of_Service_Quality_Dim

ension.pdf&Expires=1591127814&Signature=e6V0O5Vxi6TSfZyAXFfUd

MLw-YrKl9ih4f38ZuPEDtU 

Berg, B. L. Bruce L., & Lune, H. (2017). Qualitative research methods for the 

social sciences (Ninth Edition) Global Edition. Retrieved from https://b-

ok.asia/book/2922956/d11955 

Bernarto, I., Wilson, N., & Suryawan, I. N. (2019). Pengaruh website design 

quality, service quality, trust dan satisfaction terhadap repurchase intention 

(Studi Kasus: tokopedia.com). Jurnal Manajemen Indonesia, 19(1), 80–90. 

Retrieved from https://doi.org/10.25124/jmi.v19i1.1987 

BPS. (2018). Berapa jumlah penduduk indonesia. Retrieved from 

https://databoks.katadata.co.id/datapublish/2018/01/12/berapa-jumlah-

penduduk-indonesia%0A 

Cruz-Cárdenas, J., Zabelina, E., Deyneka, O., Guadalupe-Lanas, J., & Velín-

Fárez, M. (2019). Role of demographic factors, attitudes toward technology, 

and cultural values in the prediction of technology-based consumer 

behaviors: A study in developing and emerging countries. Technological 

Forecasting and Social Change. Retrieved from 

https://doi.org/10.1016/j.techfore.2019.119768 

Dianawanti, V. (2018). Bekraf dorong bisnis startup kuliner di 10 kota se-

Indonesia. https://www.liputan6.com/lifestyle/read/3239912/bekraf-dorong-

bisnis-startup-kuliner-di-10-kota-se-indonesia 



 

66 

 

Dodson, I. (2016). The art of digital marketing: the definitive guide to creating 

strategic, targeted, and measureable online campaigns. New Jersey, NJ: 

John Wiley & Sons, Inc. 

Elia, G., Margherita, A., & Passiante, G. (2020). Technological forecasting & 

social change digital entrepreneurship ecosystem : How digital technologies 

and collective intelligence are reshaping the entrepreneurial process. 

Technological Forecasting & Social Change, 150(October 2019), 119791. 

Retrived from https://doi.org/10.1016/j.techfore.2019.119791. 

Fardiaz, D. (2017). Food regulations and enforcement in Indonesia. In Reference 

Module in Food Science. Retrieved from  https://doi.org/10.1016/B978-0-08-

100596-5.21177-3. 

Farid, A., Romadi, U., & Witono, D. (2018). Faktor-faktor yang mempengaruhi 

adopsi petani dalam penerapan sistem tanam jajar legowo di Desa Sukosari 

Kecamatan Kasembon Kabupaten Malang Provinsi Jawa Timur. Jurnal 

Penyuluhan, 14(1), 27–32. Retrieved from 

https://doi.org/10.25015/penyuluhan.v14i1.19226. 

Fauzi, M. P. (2018). GO-JEK ungkap alasan kesuksesan GO-FOOD. Retieved 

from https://inet.detik.com/cyberlife/d-3882611/go-jek-ungkap-alasan-

kesuksesan-go-food. 

Galeeva, R. B. (2016). SERVQUAL application and adaptation for educational 

service quality assessments in Russian higher education. Quality Assurance 

in Education, 24(3), 329–348. Retieved fromhttps://doi.org/10.1108/QAE-

06-2015-0024. 

Ghozali, I. (2016). Desain penelitian kuantitatif dan kualitatif untuk akuntansi, 

bisnis, dan ilmu sosial lainnya. Semarang, Indonesia: LPPMP Undip. 

Grigoroudis, E., & Siskos, Y. (2010). Customer satisfaction evaluation methods 

for measuring and implementing service quality (F. S. Hillier (ed.); 1st ed.). 

[e-book]. Retrieved from https://doi.org/10.1007/978-1-4419-1640-2. 



 

67 

 

Helaluddin, & Wijaya, H. (2019). Analisis data kualitatif: sebuah tinjauan teori & 

praktik(1st ed.) [e-book]. Retrieved from 

https://books.google.co.id/books?id=lf7ADwAAQBAJ&printsec=frontcover

#v=onepage&q&f=false. 

Hendrayati, H., Askolani, A., Achyarsyah, M., Sudrajat, C. T., & Syahidah, R. K. 

(2020). E-service quality and price to build online transportation loyalty in 

Indonesia. GATR Journal of Management and Marketing Review, 5(1), 16–

30. Retrieved from https://doi.org/10.35609/jmmr.2020.5.1(2). 

Hidayatno, A., Destyanto, A. R., & Hulu, C. A. (2019). Industry 4.0 technology 

implementation impact to industrial sustainable energy in Indonesia: A 

model conceptualization. Energy Procedia, 156, 227–233. Retrieved 

fromhttps://doi.org/10.1016/j.egypro.2018.11.133. 

Josina. (2020). Selama pandemi, transaksi GoFood meningkat. Retrieved 

fromhttps://inet.detik.com/cyberlife/d-5018169/selama-pandemi-transaksi-

gofood-meningkat. 

Junaid, I. (2016). Analisis data kualitatif dalam penelitian pariwisata. Jurnal 

Kepariwisataan, 10(1), 59–74. Retrieved fromhttps://osf.io/npvqu. 

Juniman, P. T. (2017). Gaya hidup masyarakat menjadikan bisnis kuliner 

menjanjikan. Retrieved fromhttps://www.cnnindonesia.com/gaya-

hidup/20170118121405-262-187137/gaya-hidup-masyarakat-menjadikan-

bisnis-kuliner-menjanjikan. 

Kasali, R. (2019). MO sebuah dunia baru yang membuat banyak orang gagal 

paham (Pertama). Badung, Indonesia: Mizan Anggota IKAPI. 

Kaufman;, I., & Horton;, C. (2015). Digital marketing: integrating strategy and 

tactics with values. New York, NY: Routledge. 

Kenyon, G. N., & Sen, K. C. (2015). The Perception of Quality: Mapping Product 

and Service Quality to Consumer Perceptions. Retrieved from 

https://doi.org/10.1007/978-1-4471-6627-6. 



 

68 

 

Kotler, P., & Keller, K. L. (2009). Manajemen pemasaran. Jakarta, Indonesia: 

Erlangga. 

Kotler, P. T., & Armstrong, G. (2018). Principles of marketing(17th ed.). United 

Kingdom: Pearson Education Limited. 

Kristensson, P., Magnusson, P., & Witell, L. (2019). Service innovation for 

sustainable business : Stimulating, Realizing and Capturing the value from 

service Innovation (1st ed.).  [e-book]. Retrieved from 

https://books.google.co.id/books?hl=id&lr=&id=I7ySDwAAQBAJ&oi=fnd

&pg=PA75&dq=customer+feedback&ots=AVmbsRlvsw&sig=lc6hkUbeBK

XeeE0PROyCEvR1RJM&redir_esc=y#v=onepage&q=customer 

feedback&f=false. 

Maarif, N. (2019). GoFood kuasai 75% pasar layanan pesan antar makanan 

Indonesia. Retrieved from https://inet.detik.com/cyberlife/d-

4713607/gofood-kuasai-75-pasar-layanan-pesan-antar-makanan-indonesia. 

Mahardika, L. A. (2019). Perkembangan teknologi ubah pola konsumsi 

masyarakat. Retrieved from 

https://ekonomi.bisnis.com/read/20191029/9/1164359/perkembangan-

teknologi-ubah-pola-konsumsi-masyarakat. 

Moleong, L. J. (2018). Metodologi penelitian kualitatif. Bnadung, Indonesia: PT 

Remaja Rosdakarya. 

Myer, M. D. (2012). Penelitian kualitatif di manajemen dan busnis. In Psychology 

Applied to Work: An Introduction to Industrial and Organizational 

Psychology, Tenth Edition Paul (Vol. 53, Issue 9). Retrieved from 

https://doi.org/10.1017/CBO9781107415324.004. 

Nasr, L., Burton, J., Gruber, T., & Kitshoff, J. (2014). Exploring the impact of 

customer feedback on the well-being of service entities ATSR perspective. 

Journal of Service Management, 25(4), 531–555. Retrieved from 

https://doi.org/10.1108/JOSM-01-2014-0022. 



 

69 

 

Neuman, W. L. (2014). Social research methods: qualitative and quantitative 

approaches. In Teaching Sociology (Seventh Ed, Vol. 30, Issue 3). Retrieved 

from  https://doi.org/10.2307/3211488. 

Olsen, D. (2015). The lean product playbook how to innovate with minimum 

viable products and rapid customer feedback. New Jersey, NJ:John Wiley & 

Sons, Inc. 

Parasuraman, A., Zeithhaml, V. A., & Berry, L. L. (1988). Servqual. Wiley 

Encyclopedia of Management, 64(1). Retrieved from 

https://doi.org/10.1002/9781118785317.weom090654. 

Patton, M. Q. (2014). Qualitative research & evaluation methods: integrating 

theory and practice. In Journal of Petrology (fourth edi, Vol. 369, Issue 1). 

Retrieved from https://doi.org/10.1017/CBO9781107415324.004 

Pramintya, D. W., Saddam, M., & Hariyanto. (2017). Aplikasi pemesanan 

makanan yang praktis dan mudah. January. Retrieved from 

https://doi.org/10.13140/RG.2.2.11080.93446. 

Pratama, D. Y., Indriani, Y., & Endaryanto, T. (2017). Sikap dan kepuasan 

konsumen terhadap konsumsi makanan pecel lele di kota Bandar Lampung. 

5(2), 200–205. Retrieved from  

http://jurnal.fp.unila.ac.id/index.php/JIA/article/view/1659/1485. 

Provider, O. D. (2019). Online Delivery Provider (ODP) services: Who is getting 

what from food deliveries? International Journal of Hospitality 

Management, 80(June), A1–A2. REtrieved from 

https://doi.org/10.1016/j.ijhm.2019.05.008. 

Ramadhan, M. R. (2018). Konsep pemilihan narasumber pada dokumenter 

“vihara maha brahma dan toleransi” sebagai pemahaman sosial 

masyarakat tentang sikap toleransi.Retrieved from 

http://jom.fikom.budiluhur.ac.id/index.php/Pantarei/article/view/303. 

Ramadhani, N. (2020). Ini dampak perkembangan teknologi yang dapat 



 

70 

 

dirasakan. Retrieved from https://www.akseleran.co.id/blog/perkembangan-

teknologi/. 

Rasid, M. H. Al. (2018). Pengaruh terra (tangibles, emphaty, responsiveness, 

realibility, assurance) terhadap loyalitas nasabah di bank muamalat cabang 

margonda depok [universitas islam negeri syarif hidayatullah jakarta]. 

Retrieved from 

http://repository.uinjkt.ac.id/dspace/bitstream/123456789/40733/1/MUHAM

MAD HASYIMI AL RASID-FEB.pdf. 

Saebani, B. A., & Sutisna, H. Y. (2018). Metode Penelitian (edisi revi). Pustaka 

Setia. 

Setiawan, A. B. (2018). Revolusi bisnis berbasis platform sebagai penggerak 

ekonomi digital di indonesia business revolution based on platform as a 

digital economic activator in.Masyarakat Telematika Dan Informasi, 9, 61–

76. Retrieved from 

https://www.researchgate.net/publication/331785463_REVOLUSI_BISNIS_

BERBASIS_PLATFORM_SEBAGAI_PENGGERAK_EKONOMI_DIGIT

AL_DI_INDONESIA. 

Stelzer, A., Englert, F., Hörold, S., & Mayas, C. (2016). Improving service quality 

in public transportation systems using automated customer feedback. 

Transportation Research Part E: Logistics and Transportation Review, 89, 

259–271. Retrieved from https://doi.org/10.1016/j.tre.2015.05.010. 

Sugiyono. (2018). Metode penelitian kualitatif. Bandung Indonesia: Alfabeta. 

Suhartanto, D., Dean, D., Leo, G., & Triyuni, N. N. (2019). Millennial Experience 

with online food home delivery : a lesson from Indonesia. Interdiciplinary 

Journal of Information, Knowledge, and Management, 14, 277–279. 

Rerieved from  http://www.ijikm.org/Volume14/IJIKMv14p277-

294Suhartanto5679.pdf. 

Suhartanto, D., Helmi Ali, M., Tan, K. H., Sjahroeddin, F., & Kusdibyo, L. 



 

71 

 

(2019). Loyalty toward online food delivery service: the role of e-service 

quality and food quality. Journal of Foodservice Business Research, 22(1), 

81–97. Retrieved from  https://doi.org/10.1080/15378020.2018.1546076. 

Sullivan, C., & Forrester, M. A. (2019). Doing qualitative reseach in psychology: 

a practical guide. [e-book]. Retrieved from 

https://books.google.co.id/books?id=dQJ6DwAAQBAJ&printsec=frontcover

&hl=id#v=onepage&q&f=false. 

Suryawardani, B., & Wulandari, A. (2020). Determinant factors of customers 

switching behavior to customer satisfaction and loyalty in online 

transportation users in Bandung. Jurnal Dinamika Manajemen, 11(36), 12–

25. Retrieved from https://doi.org/10.15294/jdm.v11i1.21432. 

Susanti, T. (2012). Analisis Pengaruh Kualitass Produk, Harga, Lokasi dan 

Kualitas Pelayanan Terhadap Keputusan Pembelian (Studi pada Waroeng 

Spesial Sambal Cabang Tembalang Semarang). 

http://eprints.undip.ac.id/37384/1/SUSANTI.pdf 

Suwendra, I. W. (2018). Metodologi penelitian kualitatif dalam ilmu sosial, 

pendidikan, kebudayaan dan keagaman. [e-book] 

https://books.google.co.id/books?id=8iJtDwAAQBAJ&printsec=frontcover#

v=onepage&q&f=false. 

Theodosiou, M., Katsikea, E., Samiee, S., & Makri, K. (2019). ScienceDirect A 

comparison of formative versus re fl ective approaches for the measurement 

of electronic service quality. Journal of Interactive Marketing, 47, 53–67. 

Retrieved from https://doi.org/10.1016/j.intmar.2019.03.004 

Tracy, S. J. (2013). Qualitative research methods collecting evidence, crafting 

analysis, communicating impact (First). New Jersey, NJ: John Wiley & Sons, 

Ltd. 

Vorasaiharit, N., & Thawesaengskulthai, N. (2016). Integration of SERVQUAL 

model with quality function deployment to enhance library’s service quality. 



 

72 

 

International Conference on Engineering Technologies and Big Data 

Analytics.Retrieved from https://doi.org/10.15242/iie.e0116003 

Waseso, R. (2020). GoFood menargetkan jumlah dapur bersama bisa naik dua kali 

lipat. Kontan.Co.Id. Retrieved 

fromhttps://industri.kontan.co.id/news/gofood-menargetkan-jumlah-dapur-

bersama-bisa-naik-dua-kali-lipat. 

Wening, A. A. (2019). Pelaku industri makanan dan minuman diminta berani 

melakukan langkah digitalisasi. Retrieved from 

https://ekonomi.bisnis.com/read/20190710/257/1122633/pelaku-industri-

makanan-dan-minuman-diminta-berani-melakukan-langkah-digitalisasi. 

Widjaja, A., Astuti, W., & Manan, A. (2019). The relationship between customer 

satisfaction and loyalty: evidence on online transportation services in 

Indonesia. International Journal of Advances in Scientific Research and 

Engineering, 5(4), 214–222. Retrieved from 

https://doi.org/10.31695/ijasre.2019.33166. 

Winarni, E. W. (2018). Teori dan praktik penelitian kuantitatif, kualitatif, PTK, 

R&D. Jakarta, Indoneisa: Bumi Aksara. 

Winarto. (2017). Persepsi kualitas layanan warung internet di kota Medan. Jurnal 

Ilmiah Methonomi, 3(2), 107–115. Retrieved from 

http://methonomi.net/index.php/jimetho/article/view/59. 

Wirtz, J., & Lovelock, C. (2016). Service marketing: people, technology, strategy 

(eight). United State: World Scientific Publishing Co. Inc. 

Wiryanto, W. (2018). Digital-based public services in Indonesia in the industriial 

revolution 4.0. Proceeding-Open Society Conference 2018, 368–378. 

Retrieved from http://repository.ut.ac.id/7968/1/ocs-2018-18.pdf. 

Wojatzki, M., Eugen, R., Zesch, T., & Biemann, C. (2017). Language 

technologies for the challenges of the digital age. Proceedings of the GSCL 

GermEval Shared Task on Aspect-Based Sentiment in Social Media 

http://methonomi.net/index.php/jimetho/article/view/59


 

73 

 

Customer Feedback, September. Retrieved from  

https://www.researchgate.net/profile/Michael_Wojatzki/publication/3206915

78_Proceedings_of_the_GermEval_2017-Shared_Task_on_Aspect-

based_Sentiment_in_Social_Media_Customer_Feedback/links/59f4ab46aca2

72607e2a841c/Proceedings-of-the-GermEval-2017-Shared-Tas. 

Wright, T., & Snook, C. J. (2017). Digital sense. New Jersey, NJ: John Wiley & 

Sons, Inc. 

Yulianti, Chair, I. M., & Suyhuthie, H. (2015). Persepsi tamu tentang kualitas 

pelayanan pada departement tata graha di hotel IBIS Padang. Retrieved 

from https://doi.org/10.5897/ERR2015. 

Yusuf, A. M. (2014). Metode penelitian kuantitatif, kualitatif & penelitian 

gabungan (pertama). Jakarta, Indonesia: Prenada Media. 

 


