
 

103 

 

DAFTAR PUSTAKA 

[1] S. Smuts, A. van der Merwe, and H. Smuts, “A Strategic Organisational 

Perspective of Industry 4.0: A Conceptual Model,” in Lecture Notes in 

Computer Science (including subseries Lecture Notes in Artificial 

Intelligence and Lecture Notes in Bioinformatics), Springer, 2020, pp. 89–

101. doi: 10.1007/978-3-030-44999-5_8. 

[2] Q. Fu, “How does digital technology affect manufacturing upgrading? 

Theory and evidence from China,” PLoS One, vol. 17, no. 5, pp. 1–18, May 

2022, doi: 10.1371/journal.pone.0267299. 

[3] Kominfo, “PERKEMBANGAN EKONOMI DIGITAL DI INDONESIA,” 

Jakarta, 2019. 

[4] D. F. Sahira and S. Megawati, “Efektivitas Pengawasan Lalu Lintas… 

EFEKTIVITAS PENGAWASAN LALU LINTAS MELALUI SURABAYA 

INTELLIGENT TRANSPORT SYSTEM (SITS) DI KOTA SURABAYA,” 

2022. 

[5] C. H. Huang, T.-C. Chou, and J. S. Liu, “Understanding the intrinsic nature 

of the trends of digital innovation: A main path analysis,” pp. 5912–5921, 

2021. 

[6] A. J. Prasetyawan, B. Usman, and Nofriadi, “IMPLEMENTASI 

PEMANFAATAN E-GOVERNMENT DALAM UPAYA 

MENINGKATKAN PELAYANAN PUBLIK OLEH DINAS 

KEPENDUDUKAN DAN CATATAN SIPIL KOTA BANDA ACEH,” vol. 

7, Feb. 2022. 

[7] R. Ramadhan and R. Arifianti, “IMPLEMENTASI E-GOVERNMENT DI 

KOTA TANGERANG MENJADI SMART CITY (Studi Kasus Aplikasi 

Tangerang Live),” pp. 140–156, Dec. 2019. 

[8] S. R. Az Zahro, N. Nurjanah, and N. Mutmainah, “Penerapan E-Government 

melalui Sectoral Protocol System guna Mewujudkan Good Governance di 



 

104 

 

Indonesia,” Jurist-Diction, vol. 5, no. 1, pp. 341–364, Jan. 2022, doi: 

10.20473/jd.v5i1.32871. 

[9] Y. Amrozi, N. Aini, and Z. Munadhiroh, “PETA PERKEMBANGAN E-

GOVERNMENT DI INDONESIA,” JSI : Jurnal Sistem Informasi (E-

Journal), vol. 14, no. 1, 2022, [Online]. Available: 

http://ejournal.unsri.ac.id/index.php/jsi/index 

[10] A. F. H. Salsabila, “OPTIMALISASI SISTEM INFORMASI APLIKASI 

GURU SURABAYA (SIAGUS) DALAM PENILAIAN KINERJA GURU 

DI KOTA SURABAYA PROVINSI JAWA TIMUR,” 2022. 

[11] R. F. Rachman, “Pemanfaatan Teknologi Informasi dan Komunikasi dalam 

Administrasi Pengarsipan di Surabaya,” Idarotuna : Journal of 

Administrative Science, vol. 4, no. 1, pp. 81–96, May 2023, doi: 

10.54471/idarotuna.v4i1.48. 

[12] V. Tri and A. Septi, “Pemanfaatan Big Data di Bidang Pelayanan Publik Kota 

Surabaya Benefits of Big Data in the Field of Public Services in the City of 

Surabaya,” Surabaya, 2022. 

[13] W. Maulani, “PENERAPAN ELECTRONIC GOVERNMENT DALAM 

PENINGKATAN KUALITAS PELAYANAN PUBLIK (STUDI KASUS 

PROGRAM E-HEALTH DI KOTA SURABAYA),” As Siyasah, vol. 5, no. 

2, 2020. 

[14] B. Prasetyo, F. Adnan, and J. T. Darmawan, “Assessing The Quality and 

Prioritize Improvements of E-government Using E-govqual and Importance 

Performance Analysis,” Kinetik: Game Technology, Information System, 

Computer Network, Computing, Electronics, and Control, May 2023, doi: 

10.22219/kinetik.v8i2.1609. 

[15] K. C. Laudon and J. P. (Jane P. Laudon, MANAGEMENT INFORMATION 

SYSTEMS MANAGING THE DIGITAL FIRM THIRTEENTH EDITION 

GLOBAL EDITION, 13th ed. Pearson Education Limited, 2014. 



 

105 

 

[16] A. R. Hevner, S. T. March, J. Park, and S. Ram, “Design Science in 

Information Systems Research,” Source: MIS Quarterly, vol. 28, no. 1, pp. 

75–105, Mar. 2004, doi: https://www.jstor.org/stable/25148625. 

[17] Ragil Tri Wahyudi and Gusmelia Testiana, “Evaluation of User Satisfaction 

to Service Quality Sistem Pengembangan Daerah (Simbangda) Using 

Electronic Government Quality Method,” IT Journal Research and 

Development, pp. 179–190, Mar. 2022, doi: 10.25299/itjrd.2022.8198. 

[18] X. Papadomichelaki and G. Mentzas, “E-GovQual: A multiple-item scale for 

assessing e-government service quality,” Gov Inf Q, vol. 29, no. 1, pp. 98–

109, Jan. 2012, doi: 10.1016/j.giq.2011.08.011. 

[19] R. Kumar, R. Kumar, A. Sachan, and P. Gupta, “An examination of the e-

government service value chain,” Information Technology and People, vol. 

34, no. 3, pp. 889–911, 2020, doi: 10.1108/ITP-09-2018-0438. 

[20] Z. C. Pamungkas, M. A. Izzudin, and A. Permadi, “SISTEMASI: Jurnal 

Sistem Informasi Analisis Kualitas Pelayanan Website Surabaya Single 

Window (SSW) menggunakan Metode E-Govqual Modifikasi,” Jan. 2023. 

[Online]. Available: http://sistemasi.ftik.unisi.ac.id 

[21] D. P. S. Ari and L. Hanum, “PENGARUH KUALITAS PELAYANAN 

WEBSITE DJP TERHADAP KEPUASAN PENGGUNA DENGAN 

MODIFIKASI E GOVQUAL,” Jurnal Administrasi Binis, vol. 15, pp. 104–

111, Feb. 2021. 

[22] F. Septa, A. Yudhana, and A. Fadlil, “Analisis Kualitas Layanan E-

Government dengan Pendekatan E-GovQual Modifikasi,” JURNAL SISTEM 

INFORMASI BISNIS, vol. 9, no. 2, p. 157, Nov. 2019, doi: 

10.21456/vol9iss2pp157-164. 

[23] A. Roeke and S. Nurlela, “Analisis Kualitas Aplikasi Shopee Menggunakan 

Metode Importance Performance Analysis (IPA),” Jurnal Infortech, vol. 5, 

no. 1, pp. 30–35, Jun. 2023, [Online]. Available: 

http://ejournal.bsi.ac.id/ejurnal/index.php/infortech30 



 

106 

 

[24] I. F. Qomusuddin and S. Romlah, Analisis Data Kuantitatif dengan Program 

IBM SPSS Statistic 20.0. Deepublish, 2021. 

[25] F. Fischer, G. J. Miller, and M. S. Sidney, Metode Kuantitatif Analisis 

Kebijakan: Handbook Analisis Kebijakan Publik. Nusamedia, 2021. 

[26] S. Hermawan and Amirullah, METODE PENELITIAN BISNIS. Media Nusa 

Creative (MNC Publishing), 2021. 

[27] D. P. Sekti, A. Ferinda, and N. Putri, “ANALISIS KUALITAS 

PELAYANAN TERHADAP KEPUASAN DAN NIAT PENGGUNAAN 

BERKELANJUTAN APLIKASI E-FILLING,” 2022. [Online]. Available: 

https://profit.ub.ac.id 

[28] J. A. Martínez and L. Martínez, “Some insights on conceptualizing and 

measuring service quality,” Journal of Retailing and Consumer Services, vol. 

17, no. 1, pp. 29–42, Jan. 2010, doi: 10.1016/j.jretconser.2009.09.002. 

[29] V. H. Y. Chan, D. K. W. Chiu, and K. K. W. Ho, “Mediating effects on the 

relationship between perceived service quality and public library app loyalty 

during the COVID-19 era,” Journal of Retailing and Consumer Services, vol. 

67, Jul. 2022, doi: 10.1016/j.jretconser.2022.102960. 

[30] A. ; Parasuraman, V. A. ; Zeithaml, and L. L. Berry, “Servqual: A Multiple-

Item Scale For Measuring Consumer Perc,” 1988. 

[31] T. F. Alfalah, “International Review of Management and Marketing Total 

Quality Management Tools: Are they Necessary for Improving Service 

Quality and Customer Satisfaction?,” International Review of Management 

and Marketing, vol. 7, no. 3, pp. 121–125, 2017, [Online]. Available: 

http:www.econjournals.com 

[32] J. J. Wang and A. K. Lalwani, “The distinct influence of power distance 

perception and power distance values on customer satisfaction in response to 

loyalty programs,” International Journal of Research in Marketing, vol. 36, 

no. 4, pp. 580–596, Dec. 2019, doi: 10.1016/j.ijresmar.2018.11.006. 



 

107 

 

[33] U. Lenka, D. Suar, and P. K. J. Mohapatra, “Service quality, customer 

satisfaction, and customer loyalty in Indian commercial banks,” Journal of 

Entrepreneurship, vol. 18, no. 1, pp. 47–64, Mar. 2009, doi: 

10.1177/097135570801800103. 

[34] A. T. Sulistiyani, H. Suharyanto, and Nursam, Pelayanan kependudukan 

berbasis e-government di Desa Triharjo Kabupaten Sleman Daerah 

Istimewa Yogyakarta. Yogyakarta: Kementerian Desa PDT dan 

Transmigrasi, 2020. 

[35] V. ( Dardha and ) Ndou, “E-GOVERNMENT FOR DEVELOPING 

COUNTRIES: OPPORTUNITIES AND CHALLENGES,” 2004. [Online]. 

Available: http://www.ejisdc.org 

[36] D. Rachma Aprianty, “PENERAPAN KEBIJAKAN E-GOVERNMENT 

DALAM PENINGKATAN MUTU PELAYANAN PUBLIK DI KANTOR 

KECAMATAN SAMBUTAN KOTA SAMARINDA,” vol. 4, no. 4, pp. 

1589–1602, 2016. 

[37] S. McKecnie, S. Ganguli, and S. K. Roy, “Generic technology-based service 

quality dimensions in banking: Impact on customer satisfaction and loyalty,” 

International Journal of Bank Marketing, vol. 29, no. 2, pp. 168–189, Mar. 

2011, doi: 10.1108/02652321111107648. 

[38] Nikolaus Duli, Metodologi Penelitian Kuantitatif : Beberapa Konsep Dasar 

untuk Penulisan Skripsi & Analis Data dengan SPSS. Sleman, Yogyakarta: 

Deepublish (Group Penerbitan CV BUDI UTAMA), 2019. 

[39] M. P. Dr. Wahidmurni, “PEMAPARAN METODE PENELITIAN 

KUANTITATIF,” Jurnal Pendidikan Fakultas Ilmu Tarbiyah dan Keguruan 

UIN Maulana Malik Ibrahim Malang, pp. 01–01, Jul. 2017. 

[40] S. Saleh, ANALISIS DATA KUALITATIF. Bandung: Pustaka Ramadhan, 

2017. 

[41] H. Ahyar and D. Juliana Sukmana, Buku Metode Penelitian Kualitatif & 

Kuantitatif SERI BUKU HASIL PENELITIAN View project Seri Buku Ajar 



 

108 

 

View project. Yogyakarta: CV. Pustaka Ilmu Group Yogyakarta, 2020. 

[Online]. Available: https://www.researchgate.net/publication/340021548 

[42] Sugiyono, Metode Penelitian Bisnis : Pendekatan Kuantitatif, Kualitatif, 

Kombinasi, Dan R&D. Bandung: Alfabeta, 2018. 

[43] T. M. Tamtelahitu, “ANALISA KUALITAS WEBSITE INFO COVID-19 

PROVINSI MALUKU MENGGUNAKAN METODE E-GOVQUAL DAN 

IMPORTANCE PERFORMANCE ANALYSIS,” Maluku, Jul. 2022. 

[44] L. R. Noer, “ANALISIS PENINGKATAN KUALITAS PELAYANAN 

MAHASISWA MAGISTER MANAJEMEN TEKNOLOGI ITS 

SURABAYA DENGAN METODE SERVQUAL DAN IMPORTANCE 

PERFORMANCE ANALYSIS (IPA),” Jun. 2016. [Online]. Available: 

www.mmt.its.ac.id 

[45] S. Supardi and Surahman, Metodologi Penelitian Untuk Mahasiswa 

Farmasi. Jakarta: CV Trans Info Media, 2014. doi: 

https://www.transinfomedia.com/produk/metodologi-penelitian-farmasi/. 

[46] N. Ridha, “Proses Penelitian, Masalah, Variabel dan Paradigma Penelitian,” 

Jurnal Hikmah, vol. 14, pp. 62–70, 2017, doi: https://e-jurnal.staisumatera-

medan.ac.id/index.php/hikmah/article/view/18. 

[47] K. Abdullah et al., METODOLOGI PENELITIAN KUANTITATIF. Provinsi 

Aceh: Yayasan Penerbit Muhammad Zaini, 2022. [Online]. Available: 

http://penerbitzaini.com 

[48] A. Febrianto and R. A. Siroj, “Studi Literatur: Landasan Dalam Memilih 

Metode Penelitian Yang Tepat,” Journal Educational Research and 

Development, vol. 01, no. 02, pp. 259–263, 2024. 

[49] Hardani et al., METODE PENELITIAN KUALITATIF & KUANTITATIF. 

Yogyakarta: CV. Pustaka Ilmu Group Yogyakarta, 2020. [Online]. Available: 

https://www.researchgate.net/profile/Assoc-Prof-

Msi/publication/340021548_Buku_Metode_Penelitian_Kualitatif_Kuantitat



 

109 

 

if/links/5e72e011299bf1571848ba20/Buku-Metode-Penelitian-Kualitatif-

Kuantitatif.pdf 

[50] P. Candra Susanto, D. Ulfah Arini, L. Yuntina, J. Panatap Soehaditama, and 

Nuraeni, “Konsep Penelitian Kuantitatif: Populasi, Sampel, dan Analisis 

Data (Sebuah Tinjauan Pustaka),” Jurnal Ilmu Multidisiplin, vol. 3, Apr. 

2024, doi: 10.38035/jim.v3i1. 

[51] Z. Arifin, “Kriteria Instrumen dalam suatu Penelitian,” Jurnal THEOREMS 

(The Original Research of Mathematics), vol. 2, no. 1, pp. 28–36, Jul. 2017, 

doi: https://core.ac.uk/download/pdf/228883541.pdf. 

[52] S. Siyoto and M. A. Sodik, Dasar Metodologi Penelitian. Yogyakarta: 

Literasi Media Publishing, 2015. [Online]. Available: 

https://books.google.co.id/books?id=QPhFDwAAQBAJ&printsec=frontco

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

[53] I. P. Suiraoka, N. N. Budiani, and I. G. A. D. Sarihati, Metodologi Penelitian 

Kuantitatif Bidang Kesehatan, 1st ed. Yogyakarta: Pustaka Panasea, 2019. 

[54] A. Academia, “Validitas Dan Reliabilitas Penelitian Kuantitatif, Contoh 

Kasus Dan Ulasan.” 

[55] B. W. Lestari, “SKRIPSI_BRAHMAYDA WIJI LESTARI_1510006,” 2019. 

[56] E. Ramadhanti and N. Marlena, “Analisis strategi kualitas layanan 

menggunakan metode importance-performance analysis (ipa),” FORUM 

EKONOMI, vol. 23, no. 3, pp. 431–441, 2021, [Online]. Available: 

http://journal.feb.unmul.ac.id/index.php/FORUMEKONOMI 

[57] D. Pranitasari and A. N. Sidqi, “Analisis Kepuasan Pelanggan Elektronik 

Shopee menggunakan Metode E-Service Quality dan Kartesius,” Jurnal 

Akuntansi dan Manajemen, vol. 18, no. 02, pp. 12–31, Oct. 2021, doi: 

10.36406/jam.v18i02.438. 

[58] N. Wisudawati, M. G. Irfani, M. Hastarina, and B. Santoso, “Penggunaan 

Metode Importance-Performance Analysis (IPA) Untuk Menganalisis The 

Use of Importance-Performance Analysis in Evaluating Public Satisfaction 



 

110 

 

with Population Administration Services in Lengkiti District,” Integrasi 

Jurnal Ilmiah Teknik Industri, vol. 8, no. 1, pp. 32–39, 2023, doi: 

https://jurnal.um-palembang.ac.id/integrasi/article/view/5969. 

[59] O. Mardalena and R. Andryani, “Analisis Kualitas Layanan Website Pada 

Universitas Terbuka Palembang Menggunakan Metode Webqual 4.0 Dan 

Importance Performance Analysis (IPA),” Journal of Information Systems 

and Informatics, vol. 3, no. 4, 2021, [Online]. Available: http://journal-

isi.org/index.php/isi 

[60] J. Guo, W. Zhang, and T. Xia, “Impact of Shopping Website Design on 

Customer Satisfaction and Loyalty: The Mediating Role of Usability and the 

Moderating Role of Trust,” Sustainability (Switzerland), vol. 15, no. 8, Apr. 

2023, doi: 10.3390/su15086347. 

[61] N. Peña-García, M. Losada-Otálora, D. P. Auza, and M. P. Cruz, “Reviews, 

trust, and customer experience in online marketplaces: the case of Mercado 

Libre Colombia,” Front Commun (Lausanne), vol. 9, 2024, doi: 

10.3389/fcomm.2024.1460321. 

[62] M. L. Hamzah, A. Yeskermessuly, Y. Oktinadila, Nazaruddin, and A. A. 

Purwati, “Measurement of Usability, Information Quality, Service 

Information Quality on News Portals Website using Important Performance 

Analysis,” Journal of Logistics, Informatics and Service Science, vol. 10, no. 

4, pp. 35–46, 2023, doi: 10.33168/JLISS.2023.0403. 

[63] J. Dea Elias and E. W. Lubua, “The Impact of Usability, Functionality and 

Reliability on Users’ Satisfaction During Library System Adoption,” The 

Journal of Informatics, vol. 1, no. 1, Apr. 2021, doi: 10.59645/tji.v1i1.13. 

[64] A. Wirawan and V. Yunita, “SERVICE PERFOMANCE,” Journal of 

Business Administration, vol. 1, no. 2, pp. 194–208, 2017. 

[65] M. F. Fadhlillah and E. Suhendar, “Analisis Kualitas Pelayanan Dengan 

Metode Importance Performance Analysis Dan Potential Gain In Customer 

Value Di PT Capsugel Indonesia,” 2021. doi: 

https://doi.org/10.37817/ikraith-ekonomika.v4i3.1674. 



 

111 

 

[66] J. N. Sitohang, “ANALISIS KUALITAS PELAYANAN TERHADAP 

KEPUASAN PELANGGAN DENGAN METODE IMPORTANCE 

PERFORMANCE ANALYSIS (IPA) PADA COFFEE SHOP TEDUH 

TERA MEDAN,” Medan, 2023. 

  



 

 

112 

 

“Halaman ini sengaja dikosongkan.”


