
103 
 

DAFTAR PUSTAKA 

 

Ahmad, B. (2023). Electronic Government. Makassar: Unhas Press. Retrieved 

from https://books.google.co.id/books?id=6h_wEAAAQBAJ 

Al Din, S. J. (2023). Sistem Informasi Manajemen. Jakarta: PT. Scifintech 

Andrew Wijaya. 

Al Qohirie, M. I. (2020). Pengaruh Kualitas Pelayanan Publik terhadap 

Kepercayaan Masyarakat Melalui Kepuasan Masyarakat pada Pengadilan 

Negeri Medan. Universitas Sumatera Utara. 

Alkraiji, A., & Ameen, N. (2022). The impact of service quality, trust and 

satisfaction on young citizen loyalty towards government e-services. 

Information Technology & People, 35(4), 1239–1270. Retrieved from 

https://doi.org/10.1108/ITP-04-2020-0229 

Ari, D. P. S., & Hanum, L. (2021). Pengaruh Kualitas Pelayanan Website Djp 

Terhadap Kepuasan Pengguna Dengan Modifikasi E Govqual. Profit: Jurnal 

Administrasi Binis, 15(01), 104–111. Retrieved from 

https://doi.org/10.21776/ub.profit.2021.015.01.11 

Ashworth, R. E., Boyne, G. A., & Entwistle, T. (2010). Public Service 

Improvement: Theories and Evidence. Oxford: OUP Oxford. Retrieved from 

https://books.google.co.id/books?id=FPV4D7yNsrsC 

Basir, M. A. (2021). Pengaruh Penggunaan Sistem Informasi Dalam 

Meningkatkan Kualitas Pelayanan Publik. JEK: Jurnal Efek Komunikasi, 

2(2), 41–48. Retrieved from http://www.jurnal-

umbuton.ac.id/index.php/JEK/article/view/2191%0Ahttp://www.jurnal-

umbuton.ac.id/index.php/JEK/article/download/2191/1178 

Beeri, I., Uster, A., & Vigoda-Gadot, E. (2019). Does Performance Management 

Relate to Good Governance? A Study of Its Relationship with Citizens’ 

Satisfaction with and Trust in Israeli Local Government. Public Performance 

and Management Review, 42(2), 241–279. Retrieved from 

https://doi.org/10.1080/15309576.2018.1436074 

Bratha, W. G. E. (2022). Literature Review Komponen Sistem Informasi 

Manajemen: Software, Database Dan Brainware. Jurnal Ekonomi 

Manajemen Sistem Informasi, 3(3), 344–360. Retrieved from 

https://doi.org/10.31933/jemsi.v3i3.824 

Burch, J. G., Strater, F. R., & Grudnitski, G. (1979). Information Systems: Theory 

and Practice. Hoboken: Wiley. Retrieved from 

https://books.google.co.id/books?id=v1TvAAAAIAAJ 

Castelfranchi, C., & Falcone, R. (2010). Trust Theory: A Socio-Cognitive and 

Computational Model. Hoboken: John Wiley & Sons. Retrieved from 

https://books.google.co.id/books?id=m82ikYnRpEAC 



104 
 

 
 

Daryanto, & Setyobudi, I. (2019). Konsumen dan Pelayanan Prima. Yogyakarta: 

Gava Media. 

Degodona, P., Gulo, B. J., & Simanjorang, L. K. (2023). Suatu Kajian Tentang 

Kepuasan Masyarakat Terhadap Pelayanan Publik Berdasarkan UU No. 25 

Tahun 2009. Jurnal Ilmu Sosial Dan Politik, 3(1), 35–53. Retrieved from 

https://doi.org/10.51622/jispol.v3i1.1341 

Efnita, Y., Syaefulloh, & Widana, S. (2021). Pengaruh Sistem Informasi 

Akademik (SIKAD) dan Kualitas Pelayanan Terhadap Kepuasan Mahasiswa 

Pada Universitas Islam Riau. E-Bisnis : Jurnal Ilmiah Ekonomi Dan Bisnis, 

14(2), 72–79. Retrieved from https://doi.org/10.51903/e-bisnis.v14i2.478 

Fadhilla, I. N. (2022). Pengaruh Sistem Informasi Dan Kualitas Pelayanan 

Terhadap Kepuasan Penumpang Pada Bandar Udara Iskandar Pangkalan Bun 

…. Ground Handling Dirgantara, 5(2), 240–249. Retrieved from 

https://jurnal.sttkd.ac.id/index.php/jgh/article/view/460%0Ahttps://jurnal.sttk

d.ac.id/index.php/jgh/article/download/460/453 

Firmansyah, A. C., & Rosy, B. (2021). Pengaruh Kualitas Pelayanan Publik 

Terhadap Kepuasan Masyarakat (Studi Pembuatan E-KTP di Kecamatan 

Sekaran Kabupaten Lamongan). Journal of Office Administration: Education 

and Practice, 1(2), 82–93. Retrieved from 

https://doi.org/10.31573/eksos.v18i2.461 

Ghozali, I. (2020). Structural Equation Modeling Metode Alternatif dengan 

Partial Least Squares (PLS) (IV). Semarang: Badan Penerbit Universitas 

Diponegoro. 

Gronroos, C. (1990). Service Management and Marketing: Managing the 

Moments of Truth in Service Competition. Massachusetts: Lexington Books. 

Habibi, R., & Karnovi, R. (2020). Tutorial Membuat Aplikasi Sistem Monitoring. 

Terhadap Job Desk Operational Human Capital (OHC). Bandung: Kreatif 

Industri Nusantara. 

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2019). Multivariate 

Data Analysis (8th ed.). Lombok: Cengage Learning. 

Homburg, V. (2008). Understanding E-Government: Information Systems in 

Public Administration. Oxfordshire: Taylor \& Francis. Retrieved from 

https://books.google.co.id/books?id=2lR9AgAAQBAJ 

Ibad, S., & Ulum, M. C. (2023). Inovasi Pelayanan Publik. Malang: Intrans 

Publishing. Retrieved from 

https://books.google.co.id/books?id=8YPgEAAAQBAJ 

Indrasari, M. (2019). Pemasaran & Kepuasan Pelanggan. Surabaya: Unitomo 

Press. 

Jogiyanto, H. (2019). Sistem Informasi Keperilakuan. Yogyakarta: Andi Offset. 



105 
 

 
 

Kanaan, A., Al-Hawamleh, A., Abulfaraj, A., Al-Kaseasbeh, H. M., & Alorfi, A. 

H. (2023). The effect of quality, security and privacy factors on trust and 

intention to use e-government services. International Journal of Data and 

Network Science, 7(1), 185–198. Retrieved from 

https://doi.org/10.5267/j.ijdns.2022.11.004 

Kandampully, J., & Solnet, D. J. (2024). Service Management and Marketing 

Principles Competing in the Service Economy. Oxfordshire: Taylor & 

Francis. 

Karim, N., Hendriyaldi, H., & Rohayati, W. (2020). Analisis Kepuasan 

Masyarakat Terhadap Pelayanan Melalui E-Service Quality Di Kota Jambi. 

PUBLIKA : Jurnal Ilmu Administrasi Publik, 6(2), 135–150. Retrieved from 

https://doi.org/10.25299/jiap.2020.vol6(2).5964 

Kartini, N. M., Mahsyar, A., & Ma’ruf, A. (2020). Inovasi Pelayanan Publik Papa 

Sehat di SDN 81 Kalukubodo Kabupaten Takalar. Jurnal Unismuh, 1(3), 

921–934. Retrieved from 

https://journal.unismuh.ac.id/index.php/kimap/index 

Katharina, R. (2021). Pelayanan Publik & Pemerintahan Digital Indonesia. 

Jakarta: Yayasan Pustaka Obor Indonesia. Retrieved from 

https://books.google.co.id/books?id=HVYrEAAAQBAJ 

Kiptiyah, M., Pudyaningsih, A. R., & Oktafiah, Y. (2019). Pengaruh Pelayanan 

Publik Terhadap Kepuasan Masyarakat Dalam Penerbitan Surat Izin 

Mendirikan Bangunan (IMB). Jurnal EMA, 4(1), 30–37. Retrieved from 

https://doi.org/10.47335/ema.v4i1.36 

Kotler, P., & Keller, K. L. (2019). Manajemen Pemasaran. (Erlangga,Ed.). 

Jakarta: Erlangga. 

Kożuch, B., Paliszkiewicz, J., & Magala, S. J. (2019). Managing Public Trust. 

New York: Springer International Publishing. 

Kumar, R., Kumar, R., Sachan, A., & Gupta, P. (2020). An examination of the e-

government service value chain. Information Technology and People, 34(3), 

889–911. Retrieved from https://doi.org/10.1108/ITP-09-2018-0438 

Mayasari, A. (2020). Analisis Pengaruh Kualitas Pelayanan Terhadap Kepuasan 

Masyarakat Di Desa Paulan, Colomadu, Karanganyar. Jesya (Jurnal 

Ekonomi & Ekonomi Syariah), 3(2), 36–44. Retrieved from 

https://doi.org/10.36778/jesya.v3i2.181 

Mila, A., & Iba, G. (2020). Pengaruh Kualitas Pelayanan Publik Terhadap Tingkat 

Kepuasan Masyarakat. Pendidikan, Akuntansi Dan Keuangan, 3(1), 95. 

Nugraha, K. S. W. (2022). Consumer Trust. In A. Sudirman (Ed.), Consumer 

Behaviour: Essence, Position & Strategy (pp. 167–176). Bandung: CV. 

Media Sains Indonesia. Retrieved from 

https://doi.org/10.4324/9780367426897-2 



106 
 

 
 

Nworah, M. (2020). E-service Quality Dimensions and Users Satisfaction with E-

Governance Service Portals. International Journal of Innovative Information 

Systems & Technology Research, 8(1), 68–80. Retrieved from 

www.seahipaj.org 

Oliver, R. L. (2019). Satisfaction: A Behavioral Perspective on the Consumer. 

New York: Routledge. 

Purnomo, S., & Qomariah, N. (2019). Improve Community Satisfaction and Trust 

in the Public Service Mal of Banyuwangi District. Prosiding CELSciTech 4, 

4, 40–47. 

Putra, D. G., Pratiwi, R. N., & Trisnawati. (2021). Pengaruh Kualitas Pelayanan 

Terhadap Kepuasan Masyarakat (Studi pada Dinas Kependudukan dan 

Pencatatan Sipil Kota Blitar). Jurnal Administrasi Publik (JAP), 3(12), 

2118–2122. Retrieved from 

http://administrasipublik.studentjournal.ub.ac.id/index.php/jap/article/view/1

105 

Raff, B. (2023). Pengaruh Kualitas Pelayanan Publik Terhadap Kepuasan 

Masyarakat di Kantor Camat Walea Kepualauan Kabupaten Tojo Una-Una 

Balada. Jurnal Mirai Management, 8(1), 335–348. Retrieved from 

https://www.journal.stieamkop.ac.id/index.php/mirai/article/view/5207 

Rainer, R. K., & Prince, B. (2021). Introduction to Information Systems. 

Hoboken: John Wiley & Sons. Retrieved from 

https://books.google.co.id/books?id=byY_EAAAQBAJ 

Rusu, L., & Viscusi, G. (2017). Information Technology Governance in Public 

Organizations: Theory and Practice. New York: Springer International 

Publishing. Retrieved from 

https://books.google.co.id/books?id=v4otDwAAQBAJ 

Sahabuddin, R. (2019). Upaya Untuk Meningkatkan Kepuasan Nasabah Pada 

Industri Perbankan. Gowa: Pustaka Taman Ilmu. 

Sanosra, A., Efendi, D. H., & Satoto, E. B. (2022). Pengaruh Kinerja Organisasi 

Dan Inovasi Pemerintah Terhadap Kepercayaan Masyarakat Melalui 

Kepuasan Sebagai Variabel Intervening (Studi Pada Dinas Kependudukan 

Dan Pencatatan Sipil Kabupaten Banyuwangi). Universitas Muhammadiyah 

Jember. 

Santa, R., MacDonald, J. B., & Ferrer, M. (2019). The role of trust in e-

Government effectiveness, operational effectiveness and user satisfaction: 

Lessons from Saudi Arabia in e-G2B. Government Information Quarterly, 

36(1), 39–50. Retrieved from https://doi.org/10.1016/j.giq.2018.10.007 

Saputra, R., & Risnawati, A. (2022). Pelayanan Administrasi Kependudukan. 

Purbalingga: CV. Sketsa Media. 

Schiffman, L. G., & Wisenblit, J. L. (2019). Consumer Behavior, 12th Edition. 



107 
 

 
 

New Jersey: Pearson Education. 

Sekaran, U., & Bougie, R. (2020). Research Methods For Business A Skill 

Building Approach. New Jersey: Wiley. 

Solomon, M. R. (2019). Consumer Behavior (13th ed.). Harlow: Pearson 

Education. 

Sugiyono. (2019). Metode Penelitian Kuantitatif Kualitatif dan R&D. Bandung: 

Alfabeta. 

Tasyah, A., Lestari, P. A., Syofira, A., Rahmayani, C. A., Cahyani, R. D., & 

Tresiana, N. (2021). Inovasi Pelayanan Publik Berbasis Digital (E-

Government) di Era Pandemi Covid-19. Jurnal Ilmu Administrasi: Media 

Pengembangan Ilmu Dan Praktek Administrasi, 18(2), 212–224. Retrieved 

from https://doi.org/10.31113/jia.v18i2.808 

Tjiptono, F. (2019). Strategi Pemasaran : Prinsip & Penerapan. Yogyakarta: 

Penerbit Andi. 

Tjiptono, F. (2023). Riset Pemasaran. Yogyakarta: Penerbit Andi. 

Widiastuti, N. P., Astawa, I. W., & Latifah, U. (2022). Pengaruh Kualitas 

Layanan Publik Di Kantor Desa Bajera Terhadap Kepuasan Masyarakat. 

Journal of Applied Management Studies, 3(2), 137–148. Retrieved from 

https://doi.org/10.51713/jamms.v3i2.50 

Widyastuti, S., Said, M., Siswono, S., & Firmansyah, D. A. (2019). Customer 

Trust through Green Corporate Image, Green Marketing Staretgy and Social 

Responsibility: A Case Study. European Research Studies Journal, XXII(2), 

83–99. Retrieved from https://doi.org/10.35808/ersj/1476 

Winarni, E. (2023). Pengaruh Kualitas Pelayanan Terhadap Kepuasan Konsumen 

Pada Bisnis Jasa Transportasi Gojek. Majalah Ekonomi, 27(2), 35–47. 

Retrieved from https://doi.org/10.36456/majeko.vol27.no2.a6471 

Wismayanti, K. W. D., Purnamaningsih, P. E., Kusumasanti, I. G. A. N., Rahayu, 

N. M. W. P., Yasintha, P. N., Sari, N. M. P., … others. (2023). E-

Government dan Pelayanan Publik. Denpasar: Nilacakra. Retrieved from 

https://books.google.co.id/books?id=cOXXEAAAQBAJ 

Zaidiah, A., Ridwan, M., & Widiastiwi, Y. (2021). Sistem Informasi Manajemen. 

Jakarta: Widina. 


