
 

REFERENCES 

 

Ajzen, I. (1991). The theory of planned behavior. Organizational Behavior and 

Human Decision Processes, 50(2), 179–211. 

https://doi.org/10.1016/0749-5978(91)90020-t 

Alkhurshan, M., & Rjoub, H. (2020). The scope of an integrated analysis of trust 

switching barriers, customer satisfaction and loyalty. Journal of 

Competitiveness, 12(2), 5–21. https://doi.org/10.7441/joc.2020.02.01 

Amin, H., Rahman, A. R. A., Sondoh, S. L., & Hwa, A. M. C. (2011). 

Determinants of customers’ intention to use Islamic personal financing. 

Journal of Islamic Accounting and Business Research, 2(1), 22–42. 

https://doi.org/10.1108/17590811111129490 

Appel, G., Grewal, L., Hadi, R., & Stephen, A. T. (2019). The future of social 

media in marketing. Journal of the Academy of Marketing Science, 48(1), 

79–95. https://doi.org/10.1007/s11747-019-00695-1 

Azwar, Saifudin (1986). Validitas dan Reliabilitas. Jakarta: Rineka Cipta 

George, D., & Mallery, P. (2003). SPSS for Windows Step by Step: A simple guide 

and reference, 11.0 update. http://ci.nii.ac.jp/ncid/BA62132569 

Bandura, A. (1998). Health promotion from the perspective of social cognitive 

theory. Psychology and Health, 13(4), 623–649. 

https://doi.org/10.1080/08870449808407422 

67 

The Impact of Social Media Reviews on Customer Decision Making in Banking Services: A
Comparative
Study of Generation Differences as Moderating Variable
Riska Ardelia Birowo, Gunawan Wibisono, S.E., M.Acc., CA.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.1016/0749-5978(91)90020-t
https://doi.org/10.7441/joc.2020.02.01
https://doi.org/10.1108/17590811111129490
https://doi.org/10.1007/s11747-019-00695-1
http://ci.nii.ac.jp/ncid/BA62132569
https://doi.org/10.1080/08870449808407422


 

Barclay, D.; Thompson, R.; Higgins, C. The Partial Least Squares (PLS) 

Approach to Causal Modeling: Personal Computer Use asan Illustration. 

Technol. Stud. (1995), 2, 284–324  

Bolton, R. N., Parasuraman, A., Hoefnagels, A., Migchels, N., Kabadayi, S., 

Gruber, T., Loureiro, Y. K., & Solnet, D. (2013). Understanding 

Generation Y and their use of social media: a review and research agenda. 

Journal of Service Management, 24(3), 245–267. 

https://doi.org/10.1108/09564231311326987 

Cheung, C. M., & Lee, M. K. (2012). What drives consumers to spread electronic 

word of mouth in online consumer-opinion platforms. Decision Support 

Systems, 53(1), 218–225. https://doi.org/10.1016/j.dss.2012.01.015 

Cruz, M., Silva, S. C. E., & Machado, J. C. (2017). The influence of WOM and 

Peer Interaction in the Decision-Making Process of Generation Z within 

the family. International Journal of Marketing Communication and New 

Media,http://u3isjournal.isvouga.pt/index.php/ijmcnm/article/download/25

6/143 

Dean, D., Suhartanto, D., & Pujianti, F. N. (2021). Millennial behavioural 

intention in Islamic banks: the role of social media influencers. Journal of 

Islamic Marketing, 13(12), 2798–2814. 

https://doi.org/10.1108/jima-02-2021-0042 

Derakhshan, A., & Fathi, J. (2023). Grit and foreign language enjoyment as 

predictors of EFL learners’ online engagement: The Mediating Role of 

68 

The Impact of Social Media Reviews on Customer Decision Making in Banking Services: A
Comparative
Study of Generation Differences as Moderating Variable
Riska Ardelia Birowo, Gunawan Wibisono, S.E., M.Acc., CA.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.1108/09564231311326987
https://doi.org/10.1016/j.dss.2012.01.015
http://u3isjournal.isvouga.pt/index.php/ijmcnm/article/download/256/143
http://u3isjournal.isvouga.pt/index.php/ijmcnm/article/download/256/143
https://doi.org/10.1108/jima-02-2021-0042


 

Online Learning Self-efficacy. The Asia-Pacific Education Researcher, 

33(4), 759–769. https://doi.org/10.1007/s40299-023-00745-x 

Ding, L., & Jiang, C. (2023). The effect of perceived collective efficacy and 

self-efficacy on generation Z restaurant customers’ food waste reduction 

intentions. Journal of Global Responsibility, 14(3), 337–359. 

https://doi.org/10.1108/jgr-08-2022-0079 

Efron, B., & Tibshirani, R. (1994). An introduction to the Bootstrap. In Chapman 

and Hall/CRC eBooks. https://doi.org/10.1201/9780429246593 

Erwin, E., Saununu, S. J., & Rukmana, A. Y. (2023). The influence of social 

media influencers on Generation Z consumer behavior in Indonesia. West 

Science Interdisciplinary Studies, 1(10), 1028–1038. 

https://doi.org/10.58812/wsis.v1i10.317 

Evans, R., & Karl, K. A. (2021). Is helicopter parenting stifling moral courage and 

promoting moral disengagement? Implications for the training and 

development of millennial managers. Management Research Review, 

45(5), 700–714. https://doi.org/10.1108/mrr-01-2021-0044 

Faizal, M. H., Hurriyati, R., & Hendrayati, H. (2023). The analysis of consumers’ 

behavioral intention in using mobile banking through the UTAUT model 

approach: a case study on new LivIN by Mandiri Application. In Advances 

in economics, business and management research/Advances in Economics, 

Business and Management Research (pp. 458–465). 

https://doi.org/10.2991/978-94-6463-234-7_45 

69 

The Impact of Social Media Reviews on Customer Decision Making in Banking Services: A
Comparative
Study of Generation Differences as Moderating Variable
Riska Ardelia Birowo, Gunawan Wibisono, S.E., M.Acc., CA.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.1007/s40299-023-00745-x
https://doi.org/10.1108/jgr-08-2022-0079
https://doi.org/10.1201/9780429246593
https://doi.org/10.58812/wsis.v1i10.317
https://doi.org/10.1108/mrr-01-2021-0044
https://doi.org/10.2991/978-94-6463-234-7_45


 

Fornell, C., & Larcker, D. F. (1981). Evaluating Structural Equation Models with 

Unobservable Variables and Measurement Error. Journal of Marketing 

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

Geiger, A. (2024, April 14). Defining generations: Where Millennials end and 

Generation Z begins. Pew Research Center. 

https://www.pewresearch.org/fact-tank/2019/01/17/where-millennials-end-

and-generation-z-begins 

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2018). Multivariate 

Data Analysis (8th ed.). United Kingdom: Cengage Learning. 

Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C. M. (2019), "When to use and 

how to report the results of PLS-SEM", European Business Review, Vol. 

31 No. 1, pp. 2-24. 

Haroon, A. S., Hong, A. N. H., Hoo, W. C., Wolor, C., & Liau, C. H. (2024). The 

influence of electronic word of mouth in social media on Generation Z 

purchase intention in Malaysia. Journal of Lifestyle and SDGs Review, 

5(1), https://doi.org/10.47172/2965-730x.sdgsreview.v5.n01.pe02697 

Heidari, A., Kolahi, M., Behravesh, N., Ghorbanyon, M., Ehsanmansh, F., 

Hashemolhosini, N., & Zanganeh, F. (2018). Youth and sustainable waste 

management: a SEM approach and extended theory of planned behavior. 

Journal of Material Cycles and Waste Management, 20(4), 2041–2053. 

https://doi.org/10.1007/s10163-018-0754-1 

Henseler, J., Ringle, C. M., & Sinkovics, R. R. (2009). The use of partial least 

squares path modeling in international marketing. In Advances in 

70 

The Impact of Social Media Reviews on Customer Decision Making in Banking Services: A
Comparative
Study of Generation Differences as Moderating Variable
Riska Ardelia Birowo, Gunawan Wibisono, S.E., M.Acc., CA.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.2307/3151312
https://www.pewresearch.org/fact-tank/2019/01/17/where-millennials-end-and-generation-z-begins
https://www.pewresearch.org/fact-tank/2019/01/17/where-millennials-end-and-generation-z-begins
https://doi.org/10.47172/2965-730x.sdgsreview.v5.n01.pe02697
https://doi.org/10.1007/s10163-018-0754-1


 

international marketing (pp. 277–319). 

https://doi.org/10.1108/s1474-7979(2009)0000020014 

Hu, X., Yusof, R. N. R., & Mansor, Z. D. (2025). Consumers’ purchase intentions 

towards new energy vehicles based on the theory of planned behaviour on 

perceived value: an Empirical Survey of China. World Electric Vehicle 

Journal, 16(3), 120. https://doi.org/10.3390/wevj16030120 

Iacovitti, G. (2022). How technology influences information gathering and 

information spreading. Church Communication and Culture, 7(1), 76–90. 

https://doi.org/10.1080/23753234.2022.2032781 

Indonesia Millennial and Gen Z Report 2024. (2024). In CDN IDN Times. IDN 

Research Institute. Retrieved February 20, 2025, from  

https://cdn.idntimes.com/content-documents/indonesia-millennial-report-2

024.pdf 

Indonesia Millennial and Gen Z Report 2025. (2025). In CDN IDN Times. IDN 

Research Institute. Retrieved February 20, 2025, from 

https://cdn.idntimes.com/content-documents/indonesia-millennial-genz-re

port-2025.pdf 

Jan, S. K. (2015). The relationships between academic Self-Efficacy, computer 

Self-Efficacy, prior experience, and satisfaction with online learning. 

American Journal of Distance Education, 29(1), 30–40. 

https://doi.org/10.1080/08923647.2015.994366 

71 

The Impact of Social Media Reviews on Customer Decision Making in Banking Services: A
Comparative
Study of Generation Differences as Moderating Variable
Riska Ardelia Birowo, Gunawan Wibisono, S.E., M.Acc., CA.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.1108/s1474-7979(2009)0000020014
https://doi.org/10.3390/wevj16030120
https://doi.org/10.1080/23753234.2022.2032781
https://cdn.idntimes.com/content-documents/indonesia-millennial-report-2024.pdf
https://cdn.idntimes.com/content-documents/indonesia-millennial-report-2024.pdf
https://cdn.idntimes.com/content-documents/indonesia-millennial-genz-report-2025.pdf
https://cdn.idntimes.com/content-documents/indonesia-millennial-genz-report-2025.pdf
https://doi.org/10.1080/08923647.2015.994366


 

Kemp, S. (2024, February 20). Digital 2024: Indonesia — DataReportal – Global 

Digital Insights. DataReportal – Global Digital Insights. 

https://datareportal.com/reports/digital-2024-indonesia 

Kock, N. (2015). Common method bias in PLS-SEM. International Journal of 

e-Collaboration, 11(4), 1–10. https://doi.org/10.4018/ijec.2015100101 

Konstantinou, I., & Jones, K. (2022). Investigating Gen Z attitudes to charitable 

giving and donation behaviour: Social media, peers and authenticity. 

Journal of Philanthropy and Marketing, 27(3). 

https://doi.org/10.1002/nvsm.1764 

Kuchciak, I., & Wiktorowicz, J. (2021). Empowering Financial Education by 

Banks—Social Media as a Modern channel. Journal of Risk and Financial 

Management, 14(3), 118. https://doi.org/10.3390/jrfm14030118 

Kurniawati, M., Cornelius, M. A., & Ramadhan, K. (2024). 

ImplementationTheory of planned behavior on the purchase decision 

online and offline. Al Qalam Jurnal Ilmiah Keagamaan Dan 

Kemasyarakatan, 18(2), 1590. https://doi.org/10.35931/aq.v18i2.2963 

Kurniawan, Y., & Jesica, L. (2024). Unpacking the Digital Banking Preferences of 

Generation Z Students: Empirical Evidence from Indonesia. Journal of 

System and Management Sciences. 

https://doi.org/10.33168/jsms.2024.1104 

Lazarevic, V. (2012). Encouraging brand loyalty in fickle generation Y 

consumers. Young Consumers Insight and Ideas for Responsible 

Marketers, 13(1), 45–61. https://doi.org/10.1108/17473611211203939 

72 

The Impact of Social Media Reviews on Customer Decision Making in Banking Services: A
Comparative
Study of Generation Differences as Moderating Variable
Riska Ardelia Birowo, Gunawan Wibisono, S.E., M.Acc., CA.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

https://datareportal.com/reports/digital-2024-indonesia
https://doi.org/10.4018/ijec.2015100101
https://doi.org/10.1002/nvsm.1764
https://doi.org/10.35931/aq.v18i2.2963
https://doi.org/10.33168/jsms.2024.1104
https://doi.org/10.1108/17473611211203939


 

 

Legate, A. E., Hair, J. F., Chretien, J. L., & Risher, J. J. (2021). PLS‐SEM: 

Prediction‐oriented solutions for HRD researchers. Human Resource 

Development Quarterly, 34(1), 91–109. 

https://doi.org/10.1002/hrdq.21466 

Lingelbach, D., Patino, A., & Pitta, D. A. (2012). The emergence of marketing in 

Millennial new ventures. Journal of Consumer Marketing, 29(2), 136–145. 

https://doi.org/10.1108/07363761211206384 

Mamdouh, H. A., & Sayad, G. E. (2023). Driving social media customers’ 

purchase intentions: The mediation role of EWOM credibility. العربیة المجلة  

18–1 (,0)0 ,للإدارة . https://doi.org/10.21608/aja.2023.242009.1540 

Mannheim, K. (1952). The Problem of Generations. In P. Kecskemeti (Ed.), 

Essays on the Sociology of Knowledge (pp. 276-320). London: Routledge 

and Kegan Paul. 

Mbama, C. I., Ezepue, P., Alboul, L., & Beer, M. (2018). Digital banking, 

customer experience and financial performance. Journal of Research in 

Interactive Marketing, 12(4), 432–451. 

https://doi.org/10.1108/jrim-01-2018-0026 

Mooney, C., & Duval, R. (1993). Bootstrapping. In SAGE Publications, Inc. 

eBooks. https://doi.org/10.4135/9781412983532 

Moosbrugger, H., Schermelleh-Engel, K., & MÜLler, H. (2023). Evaluating the fit 

of structural equation models: tests of significance and descriptive 

Goodness-of-Fit measures. PsychArchives. 

73 

The Impact of Social Media Reviews on Customer Decision Making in Banking Services: A
Comparative
Study of Generation Differences as Moderating Variable
Riska Ardelia Birowo, Gunawan Wibisono, S.E., M.Acc., CA.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.1002/hrdq.21466
https://doi.org/10.1108/07363761211206384
https://doi.org/10.21608/aja.2023.242009.1540
https://doi.org/10.1108/jrim-01-2018-0026
https://doi.org/10.4135/9781412983532


 

https://www.psycharchives.org/en/item/1a8dea48-0285-4dac-a612-9dc0ff2

532f6 

Moreno, F. M., Lafuente, J. G., Carreón, F. Á., & Moreno, S. M. (2017). The 

characterization of the millennials and their buying behavior. International 

Journal of Marketing Studies, 9(5), 135. 

https://doi.org/10.5539/ijms.v9n5p135 

Pendergast, D. (2009). Generational Theory and Home Economics1: Future 

proofing the profession. Family and Consumer Sciences Research Journal, 

37(4), 504–522. https://doi.org/10.1177/1077727x09333186 

Rafi’ah, N., Tualeka, A. R., & Widajati, N. (2018). A correlation analysis of 

attitude, subjective norm and behavioral control toward the intention of 

safety behavior: (A study on plate cutting workers of Commercial Ships 

Division PT. PAL Indonesia (Persero). Indian Journal of Public Health 

Research & Development, 9(5), 137. 

https://doi.org/10.5958/0976-5506.2018.00426.6 

Rieh, S. Y., Morris, M. R., Metzger, M. J., Francke, H., & Jeon, G. Y. (2014). 

Credibility perceptions of content contributors and consumers in social 

media. Proceedings of the American Society for Information Science and 

Technology, 51(1), 1–4. https://doi.org/10.1002/meet.2014.14505101022 

Riskos, K., Dekoulou, P., Mylonas, N., & Tsourvakas, G. (2021). Ecolabels and 

the Attitude–Behavior Relationship towards Green Product Purchase: A 

Multiple Mediation Model. Sustainability, 13(12), 6867. 

https://doi.org/10.3390/su13126867 

74 

The Impact of Social Media Reviews on Customer Decision Making in Banking Services: A
Comparative
Study of Generation Differences as Moderating Variable
Riska Ardelia Birowo, Gunawan Wibisono, S.E., M.Acc., CA.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

https://www.psycharchives.org/en/item/1a8dea48-0285-4dac-a612-9dc0ff2532f6
https://www.psycharchives.org/en/item/1a8dea48-0285-4dac-a612-9dc0ff2532f6
https://doi.org/10.5539/ijms.v9n5p135
https://doi.org/10.1177/1077727x09333186
https://doi.org/10.5958/0976-5506.2018.00426.6
https://doi.org/10.1002/meet.2014.14505101022
https://doi.org/10.3390/su13126867


 

Rodrigues, L. F., Oliveira, A., & Rodrigues, H. (2023). E-banking usage by Gen 

X, Y, and Z generations. AHFE International. 

https://doi.org/10.54941/ahfe1004320 

Santosa, C. R., & Jatra, I. M. (2022). The effect of customer experience, online 

review and perceived risk on the decision process using mobile banking 

applications. European Journal of Business Management and Research, 

7(3), 67–71. https://doi.org/10.24018/ejbmr.2022.7.3.1414 

Sekaran, U. and Bougie, R. (2016) Research Methods for Business: A 

Skill-Building Approach. 7th Edition, Wiley & Sons, West Sussex. 

Sharif, A., & Raza, S. A. (2017). The influence of hedonic motivation, 

self-efficacy, trust and habit on adoption of internet banking: a case of 

developing country. International Journal of Electronic Customer 

Relationship Management, 11(1), 1. 

https://doi.org/10.1504/ijecrm.2017.10007736 

Sharma, A., Gupta, J., Gera, L., Sati, M., & Sharma, S. (2020). Relationship 

between customer satisfaction and loyalty. SSRN Electronic Journal. 

https://doi.org/10.2139/ssrn.3913161 

Sikarwar, T. S. (2019). Social Influence and Individual Financial Behavior for 

Digital Banking: A Causal study. International Journal of Accounting and 

Financial Reporting, 9(4), 242. https://doi.org/10.5296/ijafr.v9i4.15905 

Statista. (2024, December 12). Global number of internet users 2005-2024. 

https://www.statista.com/statistics/273018/number-of-internet-users-world

wide/ 

75 

The Impact of Social Media Reviews on Customer Decision Making in Banking Services: A
Comparative
Study of Generation Differences as Moderating Variable
Riska Ardelia Birowo, Gunawan Wibisono, S.E., M.Acc., CA.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.54941/ahfe1004320
https://doi.org/10.24018/ejbmr.2022.7.3.1414
https://doi.org/10.1504/ijecrm.2017.10007736
https://doi.org/10.2139/ssrn.3913161
https://doi.org/10.5296/ijafr.v9i4.15905
https://www.statista.com/statistics/273018/number-of-internet-users-worldwide/
https://www.statista.com/statistics/273018/number-of-internet-users-worldwide/


 

Susanto, P. C., Arini, D. U., Yuntina, L., Soehaditama, J. P., & Nuraeni, N. (2024). 

Konsep Penelitian Kuantitatif: Populasi, Sampel, dan Analisis Data 

(Sebuah Tinjauan Pustaka). Jurnal Ilmu Multidisplin, 3(1), 1–12. 

https://doi.org/10.38035/jim.v3i1.504 

Tran, H. T. T., & Corner, J. (2016). The impact of communication channels on 

mobile banking adoption. International Journal of Bank Marketing, 34(1), 

78–109. https://doi.org/10.1108/ijbm-06-2014-0073 

Pauliene, R., & Sedneva, K. (2019). The influence of recommendations in social 

media on purchase intentions of generations Y and Z. Organizations and 

Markets in Emerging Economies, 10(2), 227–256. 

https://doi.org/10.15388/omee.2019.10.12 

Peechapol, C., Na-Songkhla, J., Sujiva, S., & Luangsodsai, A. (2018). An 

Exploration of Factors Influencing Self-Efficacy in Online Learning: A 

Systematic review. International Journal of Emerging Technologies in 

Learning (iJET), 13(09), 64. https://doi.org/10.3991/ijet.v13i09.8351 

Priporas, C., Stylos, N., & Fotiadis, A. K. (2017). Generation Z consumers’ 

expectations of interactions in smart retailing: A future agenda. Computers 

in Human Behavior, 77, 374–381. 

https://doi.org/10.1016/j.chb.2017.01.058 

Valentine, D. B., & Powers, T. L. (2013). Generation Y values and lifestyle 

segments. Journal of Consumer Marketing, 30(7), 597–606. 

https://doi.org/10.1108/jcm-07-2013-0650 

76 

The Impact of Social Media Reviews on Customer Decision Making in Banking Services: A
Comparative
Study of Generation Differences as Moderating Variable
Riska Ardelia Birowo, Gunawan Wibisono, S.E., M.Acc., CA.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.38035/jim.v3i1.504
https://doi.org/10.1108/ijbm-06-2014-0073
https://doi.org/10.15388/omee.2019.10.12
https://doi.org/10.3991/ijet.v13i09.8351
https://doi.org/10.1016/j.chb.2017.01.058
https://doi.org/10.1108/jcm-07-2013-0650


 

Vionita, F., & Siburian, R. A. (2024). Online Grocery Shopping Intentions: A 

Comparative Study between Gen Millenials and Gen Z in Indonesia. 

Jurnal Indonesia Sosial Teknologi, 5(11), 4864–4874. 

https://doi.org/10.59141/jist.v5i11.7056 

Widada, C. K. (2018). MENGAMBIL MANFAAT MEDIA SOSIAL DALAM 

PENGEMBANGAN LAYANAN. Journal of Documentation and 

Information Science, 2(1), 23–30. https://doi.org/10.33505/jodis.v2i1.130 

Zhang, T., Lu, C., & Kizildag, M. (2018). Banking “on-the-go”: examining 

consumers’ adoption of mobile banking services. International Journal of 

Quality and Service Sciences, 10(3), 279–295. 

https://doi.org/10.1108/ijqss-07-2017-0067 

 

 

 

 

 

 

 

 

 

 

 

77 

The Impact of Social Media Reviews on Customer Decision Making in Banking Services: A
Comparative
Study of Generation Differences as Moderating Variable
Riska Ardelia Birowo, Gunawan Wibisono, S.E., M.Acc., CA.
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.59141/jist.v5i11.7056
https://doi.org/10.33505/jodis.v2i1.130
https://doi.org/10.1108/ijqss-07-2017-0067



