
 

133 

DAFTAR PUSTAKA 

Adiputra, I. M. S., Trisnadewi, N. W., Oktaviani, N. P. W., Munthe, S. A., Hulu, 

V. T., Budiastutik, I., Faridi, A., Ramdany, R., Fitriani, R. J., Tania, P. O. A., 

Rahmiati, B. F., Lusiana, S. A., Susilaway, A., Sianturi, E., & Suryana. (2021). 

Metodologi penelitian kesehatan. Yayasan Kita Menulis. http://repositori.uin-

alauddin.ac.id/id/eprint/19810 

Alalwan, A. A. (2020). Mobile food ordering apps: An empirical study of the 

factors affecting customer e-satisfaction and continued intention to reuse. 

International Journal of Information Management, 50, 28–44. 

https://doi.org/10.1016/j.ijinfomgt.2019.04.008 

Alawadhi, J., Obeidat, B., & Alshurideh, M. (2021). The impact of customer service 

digitalization on customer satisfaction: Evidence from telecommunication 

industry. International Journal of Data and Network Science, 5, 815–830. 

https://doi.org/10.5267/j.ijdns.2021.x.002 

Anderson, R. E., & Srinivasan, S. S. (2003). E-satisfaction and e-loyalty: A 

contingency framework. Psychology & Marketing, 20(2), 123–138. 

https://doi.org/10.1002/mar.10063 

AppsFlyer. (2025). App uninstall report—2025 edition. 

https://www.appsflyer.com/resources/reports/app-uninstall-benchmarks-

report/ 

Asosiasi Penyelenggara Jasa Internet Indonesia. (2024, January 31). APJII jumlah 

pengguna internet Indonesia tembus 221 juta orang. 

https://www.apjii.id/berita/d/apjii-jumlah-pengguna-internet-indonesia-

tembus-221-juta-orang 

Badan Pusat Statistik. (2025, August 5). Pertumbuhan ekonomi triwulan II-2025 

capai 5,12 persen. 

https://www.bps.go.id/id/news/2025/08/05/741/pertumbuhan-ekonomi-

triwulan-ii-2025-capai-5-12-persen.html 

Baihaqi, M. W. (2025). GoFood Rajai Industri Pesan Antar Makanan Online Awal 

2025. GoodStats. https://goodstats.id/article/gofood-rajai-industri-pesan-

makanan-online-awal-2025-h2SpA 

Balai Standardisasi dan Pelayanan Jasa Industri Palembang. (2025, September 4). 

Produk biskuit Indonesia nomor 11 di pasar global. https://bspji-

palembang.kemenperin.go.id/post/produk-biskuit-indonesia-nomor-11-di-

pasar-global 

Balapour, A., Nikkhah, H. R., & Sabherwal, R. (2020). Mobile application security: 

Role of perceived privacy as the predictor of security perceptions. 

International Journal of Information Management, 52(July), 102063. 

https://doi.org/10.1016/j.ijinfomgt.2019.102063 

Beregovskaya, T., & Grishaeva, S. (2020). GENERATION Z: CONSUMER 

BEHAVIOR IN DIGITAL ECOSYSTEM. Vestnik Universiteta, 92–99. 

https://doi.org/10.26425/1816-4277-2020-1-92-99 

https://www.appsflyer.com/resources/reports/app-uninstall-benchmarks-report/?utm_source=chatgpt.com
https://www.appsflyer.com/resources/reports/app-uninstall-benchmarks-report/?utm_source=chatgpt.com


134 

 

Bhattacherjee, A. (2001). Understanding information systems continuance: An 

expectation-confirmation model. MIS Quarterly, 25(3), 351–370. 

https://doi.org/10.2307/3250921 

Brakus, J. J., Schmitt, B. H., & Zarantonello, L. (2009). Brand Experience: What Is 

It? How Is It Measured? Does It Affect Loyalty? Journal of Marketing, 73(3), 

52–68. https://doi.org/10.1509/jmkg.73.3.52 

CHAGEE. (n.d.). Global stores. Retrieved July 22, 2026, from 

https://global.chagee.com/id/en/stores 

Diemer, D. (2026). Chagee: Company Profile and Market Insights. 

StockCounterparts. https://www.stockcounterparts.com/companies/chagee 

Dijkstra, T. K., & Henseler, J. (2015). Consistent partial least squares path 

modeling. MIS Quarterly, 39(2), 297–316. 

https://doi.org/10.25300/MISQ/2015/39.2.02 

Dogra, N., Adil, M., Sadiq, M., Dash, G., & Paul, J. (2023). Unraveling customer 

repurchase intention in OFDL context: An investigation using a hybrid 

technique of SEM and fsQCA. Journal of Retailing and Consumer Services, 

72, 103281. https://doi.org/10.1016/j.jretconser.2023.103281 

Erajaya. (2025, April 11). CHAGEE announces grand opening of first store in 

Indonesia. https://www.erajaya.com/index.php/news/chagee-umumkan-

pembukaan-gerai-pertama-di-indonesia 

Fornell, C., & Larcker, D. F. (1981). Evaluating structural equation models with 

unobservable variables and measurement error. Journal of Marketing 

Research, 18(1), 39–50. https://doi.org/10.2307/3151312 

Foroughi, B., Yadegaridehkordi, E., Iranmanesh, M., Sukcharoen, T., Ghobakhlo, 

M., & Nilashi, M. (2024). Determinants of continuance intention to use food 

delivery apps: Findings from PLS and fsQCA. International Journal of 

Contemporary Hospitality Management, 36(4), 1235–1261. 

https://doi.org/10.1108/IJCHM-10-2022-1209 

Francis, T., & Hoefel, F. (2018, November 12). ‘True Gen’: Generation Z and its 

implications for companies. McKinsey & Company. 

https://www.mckinsey.com/industries/consumer-packaged-goods/our-

insights/true-gen-generation-z-and-its-implications-for-companies 

Gentile, C., Spiller, N., & Noci, G. (2007). How to sustain the customer experience: 

An overview of experience components that co-create value with the customer. 

European Management Journal, 25(5), 395–410. 

https://doi.org/10.1016/j.emj.2007.08.005 

Ginting, Y. M., Chandra, T., Miran, I., & Yusriadi, Y. (2023). Repurchase intention 

of e-commerce customers in Indonesia: An overview of the effect of e-service 

quality, e-word of mouth, customer trust, and customer satisfaction mediation. 

International Journal of Data and Network Science, 7(1), 329–340. 

https://doi.org/10.5267/j.ijdns.2022.10.001 

Hair, J. F., Jr., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2022). A primer on 

partial least squares structural equation modeling (PLS-SEM) (3rd ed.). 

SAGE Publications. 

Hellier, P. K., Geursen, G. M., Carr, R. A., & Rickard, J. A. (2003). Customer 

repurchase intention. European Journal of Marketing, 37(11/12), 1762–1800. 



135 

 

https://doi.org/10.1108/03090560310495456 

Henseler, J., Ringle, C. M., & Sarstedt, M. (2015). A new criterion for assessing 

discriminant validity in variance-based structural equation modeling. Journal 

of the Academy of Marketing Science, 43(1), 115–135. 

https://doi.org/10.1007/s11747-014-0403-8 

Huang, E. Y., Lin, S. W., & Fan, Y. C. (2015). M-S-QUAL: Mobile service quality 

measurement. Electronic Commerce Research and Applications, 14(2), 126–

142. https://doi.org/10.1016/j.elerap.2015.01.003 

Huma, S., Ahmed, W., Ikram, M., & Najmi, A. (2025). Influence of mobile 

application service quality and convenience on young customer retention. 

Spanish Journal of Marketing – ESIC, 29(4), 402–424. 

https://doi.org/10.1108/SJME-11-2023-0310 

Ilona, D., & Zaitul, Z. (2021). Behavioural intention to use accounting application: 

perceived ease of use as mediating variable. Journal of Management Info, 7, 

211–218. https://doi.org/10.31580/jmi.v7i4.1610 

Jeon, M. M., & Jeong, M. (2017). Customers’ perceived website service quality and 

its effects on e-loyalty. International Journal of Contemporary Hospitality 

Management, 29(1), 438–457. https://doi.org/10.1108/IJCHM-02-2015-0054 

Kankaraš, M., & Capecchi, S. (2025). Neither agree nor disagree: use and misuse 

of the neutral response category in Likert-type scales. Metron, 83(1), 111–140. 

https://doi.org/10.1007/s40300-024-00276-5 

Khalifa, M., & Liu, V. (2007). Online consumer retention: Contingent effects of 

online shopping habit and online shopping experience. European Journal of 

Information Systems, 16(6), 780–792. 

https://doi.org/10.1057/palgrave.ejis.3000711 

Kim, J., & Yum, K. (2024). Enhancing Continuous Usage Intention in E-Commerce 

Marketplace Platforms: The Effects of Service Quality, Customer Satisfaction, 

and Trust. Applied Sciences (Switzerland), 14(17). 

https://doi.org/10.3390/app14177617 

Klaus, P., & Maklan, S. (2013). Towards a better measure of customer experience. 

International Journal of Market Research, 55(2), 227–246. 

https://doi.org/10.2501/IJMR-2013-021 

Kotler, P., Keller, K. L., & Chernev, A. (2021). Marketing Management. Pearson 

Education. https://books.google.co.id/books?id=zXpfzgEACAAJ 

Kusmaryono, I., Wijayanti, D., & Maharani, H. R. (2022). Number of Response 

Options, Reliability, Validity, and Potential Bias in the Use of the Likert Scale 

Education and Social Science Research: A Literature Review. International 

Journal of Educational Methodology, 8(4), 625–637. 

https://doi.org/10.12973/ijem.8.4.625 

Ma, K. X., Mather, D. W., Ott, D. L., Fang, E., Bremer, P., & Mirosa, M. (2022). 

Fresh food online shopping repurchase intention: The role of post-purchase 

customer experience and corporate image. International Journal of Retail & 

Distribution Management, 50(2), 206–228. https://doi.org/10.1108/IJRDM-

04-2021-0184 

Manuel, J. R. (2026). How CHAGEE turned menu cuts into a growth engine across 

Asia. QSR Media Asia. https://qsrmedia.asia/event-news/how-chagee-turned-

https://qsrmedia.asia/event-news/how-chagee-turned-menu-cuts-growth-engine-across-asia?utm_source=chatgpt.com


136 

 

menu-cuts-growth-engine-across-asia 

Mehrabian, A., & Russell, J. A. (1974). An approach to environmental psychology. 

In An approach to environmental psychology. (pp. xii, 266–xii, 266). The MIT 

Press. 

Mohd Salleh, M. Z., Muhamad Yunus, N. S. N., Abdul Ghani, N. M., Bahry, N. S., 

& Mohd Ali, A. (2024). Exploring e-customer satisfaction using e-

SERVQUAL among online shoppers. Information Management and Business 

Review, 16(3S(I)a), 1004–1012. 

https://doi.org/10.22610/imbr.v16i3S(I)a.4189 

Molinillo, S., Aguilar-Illescas, R., Anaya-Sánchez, R., & Carvajal-Trujillo, E. 

(2022). The customer retail app experience: Implications for customer loyalty. 

Journal of Retailing and Consumer Services, 65, 102842. 

https://doi.org/10.1016/j.jretconser.2021.102842 

Muhamad, N. (2025, August 11). Segini durasi masyarakat RI dalam mengakses 

internet. Databoks. https://databoks.katadata.co.id/teknologi-

telekomunikasi/statistik/689953f173ca0/segini-durasi-masyarakat-ri-dalam-

mengakses-internet 

Nguyen, T. C. Le, Nguyen, T. T. P., & Voak, A. (2026). An S–O–R model 

perspective on e-commerce: Personalization, hedonic motivation, and 

customer experience driving e-satisfaction and repurchase intention in a 

developing country. Journal of Global Scholars of Marketing Science: 

Bridging Asia and the World, 36(1), 109–140. 

https://doi.org/10.1080/21639159.2025.2577721 

Oktavia, T., Christian, J. T., Kristanto, K. J., & Satria, R. S. (2024). Mobile Service 

Quality’s Impact on Customer Repurchase Intention in Food and Beverage 

Mobile Applications. HighTech and Innovation Journal, 5(3), 703–715. 

https://doi.org/10.28991/HIJ-2024-05-03-011 

Oliver, R. L., & Bearden, W. O. (1985). Disconfirmation processes and consumer 

evaluations in product usage. Journal of Business Research, 13(3), 235–246. 

https://doi.org/10.1016/0148-2963(85)90029-3 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple-

item scale for measuring consumer perceptions of service quality. Journal of 

Retailing, 64(1), 12–40. 

Parasuraman, A., Zeithaml, V. A., & Malhotra, A. (2005). E-S-QUAL a multiple-

item scale for assessing electronic service quality. Journal of Service 

Research, 7(3), 213–233. https://doi.org/10.1177/1094670504271156 

Peng, C., & Kim, Y. G. (2014). Application of the stimuli-organism-response (S-

O-R) framework to online shopping behavior. Journal of Internet Commerce, 

13(3–4), 159–176. https://doi.org/10.1080/15332861.2014.944437 

Pine, B. J., & Gilmore, J. H. (2013). The experience economy: Past, present and 

future. Handbook on the Experience Economy, 21–44. 

https://doi.org/10.4337/9781781004227.00007 

Rita, P., Oliveira, T., & Farisa, A. (2019). The impact of e-service quality and 

customer satisfaction on customer behavior in online shopping. Heliyon, 

5(10), e02690. https://doi.org/10.1016/j.heliyon.2019.e02690 

Ringle, C. M., Wende, S., & Becker, J.-M. (2024). SmartPLS 4. SmartPLS. 



137 

 

Rose, S., Clark, M., Samouel, P., & Hair, N. (2012). Online customer experience in 

e-retailing: An empirical model of antecedents and outcomes. Journal of 

Retailing, 88(2), 308–322. https://doi.org/10.1016/j.jretai.2012.03.001 

Salsabilla, W. A. (2024, February 13). Indonesia jadi negara dengan layanan 

pesan-antar makanan terbesar di ASEAN. GoodStats Data. 

https://data.goodstats.id/statistic/indonesia-jadi-negara-dengan-layanan-

pesan-antar-makanan-terbesar-di-asean-trpA7 

Santika, E. F. (2025, July 28). GoFood, aplikasi antar makanan online favorit lintas 

generasi RI Maret 2025. Databoks. https://databoks.katadata.co.id/teknologi-

telekomunikasi/statistik/68877660027f9/gofood-aplikasi-antar-makanan-

online-favorit-lintas-generasi-ri-maret-2025 

Schmitt, B. (1999). Experiential Marketing. Journal of Marketing Management, 

15(1–3), 53–67. https://doi.org/10.1362/026725799784870496 

Sharma, S., & Sharma, A. (2024). Insights into customer engagement in a mobile 

app context: review and research agenda. Cogent Business and Management, 

11(1). https://doi.org/10.1080/23311975.2024.2382922 

Shmueli, G., Sarstedt, M., Hair, J. F., Cheah, J.-H., Ting, H., Vaithilingam, S., & 

Ringle, C. M. (2019). Predictive model assessment in PLS-SEM: Guidelines 

for using PLSpredict. European Journal of Marketing, 53(11), 2322–2347. 

https://doi.org/10.1108/EJM-02-2019-0189 

Shukla, A., Pandey, D. K., Nigam, S., & Dwivedi, C. K. (2025). From Discounts to 

Brand Love: Examining the Long-Term Impact of Promotional Strategies on 

Customer Loyalty. Advances in Consumer Research, 5(2), 557–563. 

https://doi.org/10.33545/26633329.2023.v5.i2a.275 

Statista. (2025). Retention rate on day 30 of mobile Android app installs worldwide 

in 3rd quarter 2024, by category [Graph]. 

https://www.statista.com/statistics/259329/ios-and-android-app-user-

retention-rate/ 

Stocchi, L., Pourazad, N., Michaelidou, N., Tanusondjaja, A., & Harrigan, P. 

(2022). Marketing research on mobile apps: Past, present and future. Journal 

of the Academy of Marketing Science, 50(2), 195–225. 

https://doi.org/10.1007/s11747-021-00815-w  

Sugiyono. (2023). Metode penelitian kuantitatif, kualitatif, dan R&D. Alfabeta. 

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

https://doi.org/10.1080/15378020.2018.1546076 

Suryaningrum, D. A., Utami, E. Y., Lusianawati, H., & Thalib, N. (2023). Analysis 

of Generation Z Consumer Behavior in the Food and Beverage Industry in 

Indonesia: The Influence of Product Personalization, Social Media 

Engagement, and Brand Experience. West Science Journal Economic and 

Entrepreneurship, 1(07), 300–308. https://doi.org/10.58812/wsjee.v1i07.461 

Sutrisno, G. B. (2025, April 15). CHAGEE makes Jakarta debut with tea bar 

experience. Marketing-Interactive. https://www.marketing-

interactive.com/chagee-makes-jakarta-debut-with-tea-bar-experience 

Tandon, A., Kaur, P., Bhatt, Y., Mäntymäki, M., & Dhir, A. (2021). Why do people 



138 

 

purchase from food delivery apps? A consumer value perspective. Journal of 

Retailing and Consumer Services, 63, 102667. 

https://doi.org/10.1016/j.jretconser.2021.102667 

Thai, T. D. H., Nguyen, T. T., Tran, T. P., & Kennedy, E. L. (2025). The path from 

customer brand engagement to value co-creation in mobile branded apps. 

Journal of Marketing Analytics. https://doi.org/10.1057/s41270-025-00390-x 

Trivedi, S. K., & Yadav, M. (2020). Repurchase intentions in Y generation: 

Mediation of trust and e-satisfaction. Marketing Intelligence & Planning, 

38(4), 401–415. https://doi.org/10.1108/MIP-02-2019-0072 

Tyrväinen, O., Karjaluoto, H., & Saarijärvi, H. (2020). Personalization and hedonic 

motivation in creating customer experiences and loyalty in omnichannel retail. 

Journal of Retailing and Consumer Services, 57, 102233. 

https://doi.org/10.1016/j.jretconser.2020.102233 

Wiastuti, R. D., Prawira, O., Lusyana, L., Lestari, N. S., Masatip, A., & Ngatemin, 

N. (2022). The relationship between convenience motivation, attitude, and 

behavioral intention of food delivery applications’ users. GeoJournal of 

Tourism and Geosites, 41(2), 548–554. https://doi.org/10.30892/gtg.41228-

862 

Yeo, S. F., Tan, C. L., Teo, S. L., & Tan, K. H. (2021). The role of food apps 

servitization on repurchase intention: A study of FoodPanda. International 

Journal of Production Economics, 234, 108063. 

https://doi.org/10.1016/j.ijpe.2021.108063 

Zeithaml, V., Berry, L., & Parasuraman, A. (1996). The Behavioral Consequences 

of Service Quality. Journal of Marketing, 60. https://doi.org/10.2307/1251929


