
DAFTAR PUSTAKA 
 

Agustin, I., Azhad, M. N., & Santoso, B. (2019). Product Diversity, Atmosfer Kafe 
Dan Harga Dampaknya Terhadap Loyalitas Pelanggan Warung Kopi Cak 
Wang Banyuwangi. IPTEKS. 

App Annie Intelligence. (2019). Top 10 E-Commerce Shopping Apps. 

Arifin, A. L. (2022). Pengaruh Experiential Marketing Dan Brand Trust Terhadap 
Loyalitas Konsumen Lazada Pada Mahasiswa Institut Stiami Fakultas Ilmu 
Administrasi Angkatan Tahun 2018. Jurakunman : Jurnal Akuntansi Dan 
Manajemen. 

Armstrong, G., Adam, S., Denize, S., & Kotler, P. (2014). Principles of Marketing. 
Pearson Australia. 

Azis, A. (2020). Pengaruh kualitas pelayanan terhadap kepuasan pelanggan. Insight 
Management Journal, 1(1), 21–25. https://doi.org/10.47065/imj.v1i1.13 

Berman, R., & Katona, Z. (2013). The Role of Search Engine Optimization in 
Search Marketing. Marketing Science, 32(4), 644–651. 
https://doi.org/10.1287/mksc.2013.0783 

Berry, L. L. (1983). Relationship marketing. In L. L. Berry, G. L. Shostack, & G. 
Upah (Eds.), Emerging perspectives on services marketing (pp. 25–28). 
American Marketing Association. 

Berry, L. L. (1995). Relationship marketing of services—Growing interest, 
emerging perspectives. Journal of the Academy of Marketing Science, 
23(4), 236–245. 

Carr, C. T., & Hayes, R. A. (2015). Social Media: Defining, Developing, and 
Divining. Atlantic Journal of Communication, 23(1), 46–65. 
https://doi.org/10.1080/15456870.2015.972282 

Dewi, R. (2023). Implementasi Artificial Intelligence (AI) di Bidang Digital 
Marketing Pada Era Revolusi Industri 5.0. Seminar Nasional Pascasarjana 
Universitas Negeri Surabaya, 274–291. 

Febri, I., Lukitaningsih, A., & Maharani, B. D. (2021). Respon Konsumen Pada E-
Service Quality Online Customer Review, Dan E-Trust Terhadap 
Keputusan Pembelian Pada Aplikasi Shopee. Management Development 
and Aplied Research Journal. 

Griffin. (2009). Taming the search-and-switch customer: earning customer loyalty 
in a compulsion-to-compare world. 

https://doi.org/10.1287/mksc.2013.0783


Griffin, M. A., Neal, A., & Parker, S. K. (2007). A New Model of Work Role 
Performance: Positive Behavior in Uncertain and Interdependent Contexts. 
Academy of Management Journal, 50(2), 327–347. 
https://doi.org/https://doi.org/10.5465/AMJ.2007.24634438 

Guzman, A. L. (2018). What is Human-Machine Communication, Anyway? 
Human-Machine Communication: Rethinking Communication, 
Technology, and Ourselves, 1–28. 

Guzman, A. L., & Lewis, S. C. (2020). Artificial intelligence and communication: 
A Human–Machine Communication research agenda. New Media and 
Society, 22(1), 70–86. https://doi.org/10.1177/1461444819858691 

Hasan, S. (2014). Analisis Nilai Pelanggan Terhadap Kepuasan Dan Loyalitas 
(Studi Kasus Pada Bmt Cengkareng). Journal Of Sustainable Agriculture. 

Henderson, J. C. (2016). Halal food, certification and halal tourism: Insights from 
Malaysia and Singapore. Tourism Management Perspectives, 19, 160–164. 
https://doi.org/10.1016/j.tmp.2015.12.006 

Hutomo, K. N. A., Sugama, N. I., Carolina, E. C., & Riorini, S. V. (2024). Efek 
Atribut Chatbots Pada Hubungan Pelanggan Dengan Merek: PLS-SEM dan 
Analisis Peta Kepentingan-Kinerja Terhadap E-Commerce Shopee dan 
Tokopedia di Jakarta. Jurnal Ilmiah Wahana Pendidikan, 10(8). 

Israfilzade, K. (2021). Conversational marketing as a framework for interaction 
with the customer: Development & validation of the conversational agent’s 
usage scale. Journal of Life Economics, 8(4), 533–546. 

Kannan, P. K., & Li, H. “Alice.” (2017). Digital marketing: A framework, review 
and research agenda. International Journal of Research in Marketing, 34(1), 
22–45. https://doi.org/10.1016/j.ijresmar.2016.11.006 

Kotler, P., & Keller, K. L. (2009). Manajemen Pemasaran (13th ed.). Pearson 
Education. 

Kotler, P., & Keller, K. L. (2012). Marketing Management (14th ed.). Pearson. 

Lazada Group. (2023). Lazada Unveils LazzieChat, the First eCommerce AI 
Chatbot of its Kind in SE Asia. PR Newswire. 

Lyna, L., & Prasetyo, S. I. (2021). Pengaruh Website Quality, Customer 
Experience, dan Service Quality Terhadap Loyalitas Pelanggan Online 
Shop Lazada di Kota Surakarta. INVEST : Jurnal Inovasi Bisnis Dan 
Akuntansi, 2(1), 53–63. https://doi.org/10.55583/invest.v2i1.133 

Machali, I. (2021). Metode Penelitian Kuantitatif: Panduan Praktis 
Merencanakan, Melaksanakan, dan Menganalisis dalam Penelitian 

https://doi.org/https://doi.org/10.5465/AMJ.2007.24634438
https://doi.org/10.1177/1461444819858691


Kuantitatif. Fakultas Ilmu Tarbiyah dan Keguruan, UIN Sunan Kalijaga 
Yogyakarta. 

Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of 
relationship marketing. Journal of Marketing, 58(3), 20–38. 

Mutyara, M. R. A. (2024). Pengaruh Chatbot Ai terhadap Purchase Intention 
dengan Trust Sebagai Variabel Mediasi Pada Pengguna Lazada di Kota 
Medan [Student Papers]. Universitas Medan Area. 

Najib, R. G., Dewi, R. S., & Suryoko, S. (2022). Pengaruh Kualitas Produk dan E-
Service Quality terhadap Kepuasan Pelanggan (Studi pada Konsumen 
Lazada di Semarang). Jurnal Ilmu Administrasi Bisnis, 11(2), 347–358. 
https://doi.org/10.14710/jiab.2022.34731 

Pradhana, F. S. (2024). Pengaruh Kualitas Produk Dan Harga Terhadap Kepuasan 
Pelanggan Pada Perumdam Tirta Mentaya Di Sampit. Urplus : Jurnal Ilmu 
Manajemen Dan Kewirausahaan, 435–443. 

Prof. Dr. Sugiyono, & Dr.Puji Lestari, M. S. (2021). Metode penelitian komunikasi 
(Kuantitatif, kualitatif, dan cara mudah menulis artikel pada jurnal 
internasional). Alfabeta. 

Rahardja, I. U., & Sudaryono, I. (2023). Statistik Deskriptif Teori. Rumus. Kasus 
Untuk Penelitian. . Asosiasi Pendidikan Tinggi Informatika dan Komputer 
(APTIKOM), . 

Rahardjo, B. (2011). Media Baru dan Perubahan Sosial. Prenada Media Group.  

Rita, P., Ramos, R. F., Moro, S., Mealha, M., & Radu, L. (2020). Online dating 
apps as a marketing channel: a generational approach. European Journal of 
Management and Business Economics, 30(1), 1–17. 
https://doi.org/10.1108/EJMBE-10-2019-0192 

Saputra, I. G. E., Prawitasari, P. P., Lestari, N. P. E., & Suryanata, I. G. N. P. (2025). 
Strategi E-Commerce Era Modern: User Experience Dan Ai Chatbot 
Sebagai Faktor Loyalitas Pelanggan Gen Z. Jurnal Bina Bangsa 
Ekonomika. 

Sendjaja, S. D. (2014). Pengantar Ilmu Komunikasi. Universitas terbuka. 

Shinpo.co.id. (2021). shinpo.co.id  

Sudaryono. (2017). Metode Penelitian. Rajagrafindo Persada  

Sugiyono. (2020). Metode Penelitian Kuantitatif, Kualtitatif dan Kombinasi (Mixed 
Methods). Bandung: Penerbit Alfabeta. 

Tempo.co. (2020). Prediksi Angka Pengguna E-commerce di Indonesia 2024. 



Ting, O. S., Ariff, M. S. M., Zakuan, N., Sulaiman, Z., & Saman, M. Z. M. (2016). 
E-service Quality, E-Satisfaction and E-Loyalty of Online Shoppers in 
Business to Consumer Market; Evidence form Malaysia. In IOP Conference 
Series: Materials Science and Engineering, 131(1). 

Utari, P., Pramana, P., & Ramadhani, A. (2024). Beyond Human Communication: 
the Artificial Intelligence Phenomenon in the Perspective of 
Communication Theory. Interaksi: Jurnal Ilmu Komunikasi, 13(1), 135–
151. https://doi.org/10.14710/interaksi.13.1.135-151 

We Are Social. (2024). Overview of The Adoption and Use of Connected Devices 
and Services. 

 


