
62 
 

Daftar Pustaka 

 

Ashworth, L., & Bourassa, M. A. (2020). Inferred respect: a critical ingredient in customer 
satisfaction. European Journal of Marketing, 54(10), 2447–2476. 
https://doi.org/10.1108/EJM-11-2019-0853 

 
Astana, I. N. Y., Dharmayanti, G. A. P. C., & Delaranto, B. (2019). Analisis Keberhasilan 

Pengembangan Proyek Properti Komersial Bangunan Campuran. Jurnal Spektran, 7(1), 
65–74. 

 
Barrane, F. Z., Ndubisi, N. O., Kamble, S., Karuranga, G. E., & Poulin, D. (2020). Building 

trust in multi-stakeholder collaborations for new product development in the digital 
transformation era. Benchmarking, 28(1), 205–228. https://doi.org/10.1108/BIJ-04-
2020-0164 

 
Chan, L. K., Hui, Y. V., Lo, H. P., Tse, S. K., Tso, G. K. F., & Wu, M. L. (2003). Consumer 

satisfaction index: new practice and findings. European Journal of Marketing, 37(5/6), 
872–909. https://doi.org/10.1108/03090560310465189 

 
Ettlie, J. E., Tucci, C., & Gianiodis, P. T. (2017). Trust, integrated information technology 

and new product success. European Journal of Innovation Management, 20(3), 406–
427. https://doi.org/10.1108/EJIM-12-2015-0128 

 
Eviani, I., & Hidayat, Y. R. (2021). Pengaruh Sistem Pelacakan Online dan Ketepatan Waktu 

Pengiriman Terhadap Kepuasan Pelanggan (Studi Kasus J&T Express Kota Baru 
Bekasi). Jurnal Manajemen Logistik, 1(1), 11–19. 
https://ojs.stiami.ac.id/index.php/JUMATIK/article/view/1253 

 
Famiyeh, S., Kwarteng, A., & Asante-Darko, D. (2018). Service quality, customer 

satisfaction and loyalty in automobile maintenance services: Evidence from a 
developing country. Journal of Quality in Maintenance Engineering, 24(3), 262–279. 
https://doi.org/10.1108/JQME-10-2016-0056 

 
Garbarino, E., & Johnson, M. S. (1999). The different roles of satisfaction, trust, and 

commitment in customer relationships. Journal of Marketing, 63(2), 70–87. 
https://doi.org/10.2307/1251946 

 
Gilal, N. G., Zhang, J., & Gilal, F. G. (2018). The four-factor model of product design: scale 

development and validation. Journal of Product and Brand Management, 27(6), 684–
700. https://doi.org/10.1108/JPBM-11-2017-1659 

 
Kenyon, G., & Sen, K. (2012). A model for assessing consumer perceptions of quality. 

International Journal of Quality and Service Sciences, 4(2), 175–188. 
https://doi.org/10.1108/17566691211232909 

 
 



63 
 

Lin, Y., Zhang, S., & Shi, Y. (2021). The impact of operational stickiness on product quality: 
product diversification moderation. Journal of Manufacturing Technology 
Management, 32(2), 423–447. https://doi.org/10.1108/JMTM-09-2020-0360 

 
Nilsson-Witell, L., & Fundin, A. (2005). Dynamics of service attributes: A test of Kano’s 

theory of attractive quality. International Journal of Service Industry Management, 
16(2), 152–168. https://doi.org/10.1108/09564230510592289 

 
Økland, A., Johansen, A., & Olsson, N. O. E. (2018). Shortening lead-time from project 

initiation to delivery: A study of quick school and prison capacity provision. 
International Journal of Managing Projects in Business, 11(3), 625–649. 
https://doi.org/10.1108/IJMPB-07-2017-0073 

 
Sabir, S. S. (2020). Does product design stimulate customer satisfaction? Mediating role of 

affect. Asia Pacific Journal of Marketing and Logistics, 32(6), 1255–1268. 
https://doi.org/10.1108/APJML-03-2019-0216 

 
Sebastianelli, R., & Tamimi, N. (2002). How product quality dimensions relate to defining 

quality. International Journal of Quality and Reliability Management, 19(4), 442–453. 
https://doi.org/10.1108/02656710210421599 

 
Vonderembse, M. A., & Raghunathan, T. S. (1998). Quality Function Deployment’s impact 

on product development. Proceedings - Annual Meeting of the Decision Sciences 
Institute, 3(4), 1367–1369. https://doi.org/10.1108/13598539710192610 

 


