PENGARUH SERVICE QUALITY TERHADAP POST ACCEPTANCE INFORMATION SYSTEM
CONTINUANCE DALAM KONTEKS

M. Farhan Hidayat, Dr. Hargo Utomo, M.B.A.
UNIVERSITAS Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/
GADJAH MADA ! : Hetd- y.ugm.ac.

DAFTAR PUSTAKA

Abd-Alrazaq, A. A., Alajlani, M., Ali, N., Denecke, K., Bewick, B. M., & Househ, M. (2020).
Perceptions and Opinions of Patients About Mental Health Chatbots: Scoping Review
(Preprint). https://doi.org/10.2196/preprints. 17828

Adam, M., Wessel, M., & Benlian, A. (2020). Al-based Chatbots in Customer Service and Their
Effects on User Compliance. Electronic  Markets, 31(2), 427-445.
https://doi.org/10.1007/s12525-020-00414-7

Alagarsamy, S., & Mehrolia, S. (2023). Exploring Chatbot Trust: Antecedents and Behavioural
Outcomes. Heliyon, 9(5), e16074. https://doi.org/10.1016/j.heliyon.2023.e16074

Alghiffari, A. P., & Matusin, I. O. (2023). Antecedents of Customer Loyalty on Al Chatbot
Users in Banking Applications. Jurnal Pendidikan Tambusai, 7(2), 18915-18927.
https://doi.org/10.31004/jptam.v7i2.9380

Alt, M.-A., Vizeli, 1., & Saplacan, Z. (2021). Banking with a Chatbot — A Study on Technology
Acceptance. Studia Universitatis Babes-Bolyai  Oeconomica, 66(1), 13-35.
https://doi.org/10.2478/subboec-2021-0002

antaranews.com. (2022, Mei 31). Percakapan melalui chatbot semakin meningkat sejak
pandemi COVID-19. Antara News.
https://www.antaranews.com/berita/2911685/percakapan-melalui-chatbot-semakin-
meningkat-sejak-pandemi-covid-19

Ashfaq, M., Yun, J., Yu, S., & Loureiro, S. (2020). I, Chatbot: Modeling the Determinants of
Users’ Satisfaction and Continuance Intention of Al-Powered Service Agents.
Telematics and Informatics, 54, 101473. https://doi.org/10.1016/j.tele.2020.101473

Baabdullah, A. M., Alalwan, A. A., Algharabat, R. S., Metri, B., & Rana, N. P. (2022). Virtual

agents and flow experience: An empirical examination of Al-powered chatbots.

&9

CHATBOT PERBANKAN DI INDONESIA DENGAN PERCEIVED RISK SEBAGAI VARIABEL MODERASI



PENGARUH SERVICE QUALITY TERHADAP POST ACCEPTANCE INFORMATION SYSTEM
CONTINUANCE DALAM KONTEKS

CHATBOT PERBANKAN DI INDONESIA DENGAN PERCEIVED RISK SEBAGAI VARIABEL MODERASI
M. Farhan Hidayat, Dr. Hargo Utomo, M.B.A.

UNIVERSITAS Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

A N e hnological — Forecasting ~ and ~ Social ~ Change, 18I, 121772.

https://doi.org/10.1016/j.techfore.2022.121772

Bhattacherjee, A. (2001). Understanding Information Systems Continuance: An Expectation-
Confirmation Model. MIS Quarterly, 25(3), 351-370. https://doi.org/10.2307/3250921

Biswas, A., Jaiswal, D., & Kant, R. (2023). Augmenting bank service quality dimensions:
Moderation of perceived trust and perceived risk. International Journal of Productivity
and Performance Management, 72(2), 469—490. https://doi.org/10.1108/IJPPM-04-
2021-0196

Brown, W. L., Wilson, G., & Johnson, O. (2024). Understanding the Role of Chatbots in
Enhancing Customer Service. https://doi.org/10.20944/preprints202408.0321.v1

Cai, D., Li, H., & Law, R. (2022). Anthropomorphism and OTA Chatbot Adoption: A Mixed
Methods Study. Journal of Travel & Tourism Marketing, 39(2), 228-255.
https://doi.org/10.1080/10548408.2022.2061672

Chen, Q., Lu, Y., Gong, Y., & Xiong, J. (2023). Can Al chatbots help retain customers? Impact
of Al service quality on customer loyalty. Internet Research, 33(6), 2205-2243.
https://doi.org/10.1108/INTR-09-2021-0686

Cheng, Y., & and Jiang, H. (2020). How Do Al-driven Chatbots Impact User Experience?
Examining Gratifications, Perceived Privacy Risk, Satisfaction, Loyalty, and Continued
Use. Journal of Broadcasting & Electronic Media, 64(4), 592-614.
https://doi.org/10.1080/08838151.2020.1834296

Cho, W.-C., Lee, K. Y., & Yang, S.-B. (2018). What makes you feel attached to smartwatches?
The stimulus—organism-response (S—O-R) perspectives. Information Technology

&amp; People, 32(2), 319-343. https://doi.org/10.1108/ITP-05-2017-0152

90



PENGARUH SERVICE QUALITY TERHADAP POST ACCEPTANCE INFORMATION SYSTEM
CONTINUANCE DALAM KONTEKS

CHATBOT PERBANKAN DI INDONESIA DENGAN PERCEIVED RISK SEBAGAI VARIABEL MODERASI
M. Farhan Hidayat, Dr. Hargo Utomo, M.B.A.

UNIVERSITAS Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

%A}? Aan],va/? Ko, E., Joung, H., & Kim, S. J. (2020). Chatbot e-service and customer satisfaction

regarding luxury brands. Journal of Business Research, 117, 587-595.
https://doi.org/10.1016/j.jbusres.2018.10.004

Delone, W. H., & McLean, E. R. (2003). The DeLone and McLean Model of Information
Systems Success: A Ten-Year Update. Journal of Management Information Systems.
https://www.tandfonline.com/doi/abs/10.1080/07421222.2003.11045748

Devi, D. S., Elangovan, N., Sriram, M., & Balaji, V. (2024). The Effect of Customer
Satisfaction on Use Continuance in Bank Chatbot Service. International Journal of
Computational — and  Experimental  Science  and  Engineering,  10(4).
https://doi.org/10.22399/ijcesen.410

Dhiman, N., & Jamwal, M. (2022). Tourists’ Post-Adoption Continuance Intentions of
Chatbots: Integrating Task—technology Fit Model and Expectation—confirmation
Theory. Foresight, 25(2), 209-224. https://doi.org/10.1108/fs-10-2021-0207

Eren, B. A. (2021). Determinants of customer satisfaction in chatbot use: Evidence from a
banking application in Turkey. International Journal of Bank Marketing, 39(2), 294—
311. https://doi.org/10.1108/1JBM-02-2020-0056

Fan, X., Chao, D., Zhang, Z., Wang, D., Li, X., & Tian, F. (2021). Utilization of Self-Diagnosis
Health Chatbots in Real-World Settings: Case Study. Journal of Medical Internet
Research, 23(1), €19928. https://doi.org/10.2196/19928

Fang, Y., Chiu, C., & Wang, E. T. G. (2011). Understanding customers’ satisfaction and
repurchase intentions. Internet Research, 21(4), 479-503.
https://doi.org/10.1108/10662241111158335

Fares, O. H., Butt, I., & Lee, S. H. M. (2022). Utilization of Artificial Intelligence in the
Banking Sector: A Systematic Literature Review. Journal of Financial Services

Marketing, 28(4), 835-852. https://doi.org/10.1057/s41264-022-00176-7

91



PENGARUH SERVICE QUALITY TERHADAP POST ACCEPTANCE INFORMATION SYSTEM
CONTINUANCE DALAM KONTEKS

CHATBOT PERBANKAN DI INDONESIA DENGAN PERCEIVED RISK SEBAGAI VARIABEL MODERASI
M. Farhan Hidayat, Dr. Hargo Utomo, M.B.A.

UNIVERSITAS Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

%?Jést[ 86%., Butt, ., & Lee, S. H. M. (2023). Utilization of artificial intelligence in the banking

sector: A systematic literature review. Journal of Financial Services Marketing, 28(4),
835-852. https://doi.org/10.1057/s41264-022-00176-7

Giordani, J. (2024). Mitigating Chatbots Al Data Privacy Violations in the Banking Sector: A
Qualitative Grounded Theory Study. Ejaset, 2(4), 14-65.
https://doi.org/10.59324/ejaset.2024.2(4).02

Go, E., & Sundar, S. S. (2019). Humanizing chatbots: The effects of visual, identity and
conversational cues on humanness perceptions. Computers in Human Behavior, 97,
304-316. https://doi.org/10.1016/j.chb.2019.01.020

Gonzilez, S. M., Tano, D. G., & Bulchand-Gidumal, J. (2019). Predicting the Intentions to Use
Chatbots for Travel and Tourism. Current Issues in Tourism, 24(2), 192-210.
https://doi.org/10.1080/13683500.2019.1706457

Greitemeyer, T., & Kastenmiiller, A. (2024). A Longitudinal Analysis of the Willingness to Use
chatGPT for Academic Cheating: Applying the Theory of Planned Behavior.
Technology Mind and Behavior, 5(2), 1-8. https://doi.org/10.1037/tmb0000133

Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C. M. (2019). When to use and how to report
the results of PLS-SEM. FEuropean Business Review, 31(1), 2-24.
https://doi.org/10.1108/EBR-11-2018-0203

Halilovic, S., & and Cicic, M. (2013). Antecedents of information systems user behaviour —
extended expectation-confirmation model. Behaviour & Information Technology,
32(4), 359-370. https://doi.org/10.1080/0144929X.2011.554575

Harso, B. T., Arletta, D., & Adi, K. (2021). Analisis Pengaruh Kualitas Sistem, Kualitas
Informasi dan Perceived Usefullness Terhadap Kepuasaan Pengguna Aplikasi E-

Benefit dalam Upaya Meningkatkan Kinerja Karyawan pada PT Asuransi Jiwa Central

92



PENGARUH SERVICE QUALITY TERHADAP POST ACCEPTANCE INFORMATION SYSTEM
CONTINUANCE DALAM KONTEKS

CHATBOT PERBANKAN DI INDONESIA DENGAN PERCEIVED RISK SEBAGAI VARIABEL MODERASI
UNIVERSITAS M. Farhan Hidayat, Dr. Hargo Utomo, M.B.A.

GADJAH MADA Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

sia Raya Di Jakarta. Syntax Idea, 3(10), Article 10. https://doi.org/10.46799/syntax-

idea.v3i10.1521

Hidayat-ur-Rehman, 1., Akram, M. S., Malik, A., Mokhtar, S. A., Bhatti, Z. A., & Khan, M. A.
(2020). Exploring the Determinants of Digital Content Adoption by Academics: The
Moderating Role of Environmental Concerns and Price Value. Sage Open, 10(2).
https://doi.org/10.1177/2158244020931856

Hong, S., Thong, J. Y. L., & Tam, K. Y. (2006). Understanding continued information
technology usage behavior: A comparison of three models in the context of mobile
internet. Decision Support Systems, 42(3), 1819-1834.
https://doi.org/10.1016/j.dss.2006.03.009

Huang, M., & Rust, R. T. (2020). Engaged to a Robot? The Role of Al in Service. Journal of
Service Research, 24(1), 30—41. https://doi.org/10.1177/1094670520902266

Igba, E., Adeyemi, A. F., Enyejo, J. O., [jiga, A. C., Amidu, G., & Addo, G. (2024). Optimizing
Business Loan and Credit Experiences Through Al-Powered Chatbot Integration in
Financial Services. Finance & Accounting Research Journal, 6(8), 1436—1458.
https://doi.org/10.51594/farj.v618.1406

Jenneboer, L., Herrando, C., & Constantinides, E. (2022). The Impact of Chatbots on Customer
Loyalty: A Systematic Literature Review. Journal of Theoretical and Applied
Electronic Commerce Research, 17,212-229. https://doi.org/10.3390/jtaer17010011

Kang, S. R., Kim, S., & Kang, K. (2023). Awareness of Using Chatbots and Factors Influencing
Usage Intention Among Nursing Students in South Korea: A Descriptive Study. Child
Health Nursing Research, 29(4), 290-299. https://doi.org/10.4094/chnr.2023.29.4.290

Kasilingam, D. L. (2020). Understanding the attitude and intention to use smartphone chatbots
for shopping. Technology in Society, 62, 101280.

https://doi.org/10.1016/j.techsoc.2020.101280

93



PENGARUH SERVICE QUALITY TERHADAP POST ACCEPTANCE INFORMATION SYSTEM
CONTINUANCE DALAM KONTEKS

CHATBOT PERBANKAN DI INDONESIA DENGAN PERCEIVED RISK SEBAGAI VARIABEL MODERASI
M. Farhan Hidayat, Dr. Hargo Utomo, M.B.A.

UI\]IDIXEIRS[LADS Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/
®a T, é/',, & Arora, S. (2020). Role of perceived risk in online banking and its impact on

behavioral intention: Trust as a moderator. Journal of Asia Business Studies, 15(1), 1—
30. https://doi.org/10.1108/JABS-08-2019-0252

Kumar, A., Adlakaha, A., & Mukherjee, K. (2018). The effect of perceived security and
grievance redressal on continuance intention to use M-wallets in a developing country.
International Journal of  Bank Marketing, 36(7), 1170-1189.
https://doi.org/10.1108/1IJBM-04-2017-0077

Lai, F., & Chu, Z. (2019). Continuous usage intention of Internet banking: A commitment-trust
model. Information Systems and e-Business Management, 17.
https://doi.org/10.1007/s10257-018-0372-4

Lazo, M. P, & Ebardo, R. (2023). Artificial Intelligence Adoption in the Banking Industry:
Current State and Future Prospect. Journal of Innovation Management, 11(3), 54-74.
https://doi.org/10.24840/2183-0606_011.003 0003

Lee, M. K., & Park, H. (2019). Exploring Factors Influencing Usage Intention of Chatbot—
Chatbot in Financial Service. Journal of Korean Society for Quality Management,
47(4), 755-765. https://doi.org/10.7469/JKSQM.2019.47.4.755

Lee, M., & Park, J.-S. (2022). Do parasocial relationships and the quality of communication
with Al shopping chatbots determine middle-aged women consumers’ continuance
usage intentions? Journal of Consumer  Behaviour, 21(4), 842-854.
https://doi.org/10.1002/cb.2043

Li, L., Lee, K. Y., Emokpae, E., & Yang, S.-B. (2021). What makes you continuously use
chatbot services? Evidence from chinese online travel agencies. Electronic Markets,
31(3), 575-599. https://doi.org/10.1007/s12525-020-00454-z

Li, Y., Hou, R., & Tan, R. (2024). How Customers Respond to Chatbot Anthropomorphism:

The Mediating Roles of Perceived Humanness and Perceived Persuasiveness.

94



PENGARUH SERVICE QUALITY TERHADAP POST ACCEPTANCE INFORMATION SYSTEM
CONTINUANCE DALAM KONTEKS

CHATBOT PERBANKAN DI INDONESIA DENGAN PERCEIVED RISK SEBAGAI VARIABEL MODERASI
UNIVERSITAS M. Farhan Hidayat, Dr. Hargo Utomo, M.B.A.

DA Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

GADIAT %uropean Journal of Marketing, 58(12), 2757-2790. https://doi.org/10.1108/ejm-11-

2022-0827

Li, Y., & Shang, H. (2020). Service quality, perceived value, and citizens’ continuous-use
intention regarding e-government: Empirical evidence from China. Information &
Management, 57(3), 103197. https://doi.org/10.1016/j.im.2019.103197

Loah, S. H. W., & Mulyadi, R. (2021). Pengaruh E-Service Quality Terhadap E-Satisfaction
Pada Pengguna Aplikasi. Jurnal Sosial Dan  Sains, 1(6), 477-481.
https://doi.org/10.36418/sosains.v1i6.118

Margaret, D. S., Elangovan, N., Balaji, V., & Sriram, M. (2023). The Influence and Impact of
Al-Powered  Intelligent  Assistance  for  Banking  Services.  374-385.
https://doi.org/10.2991/978-94-6463-162-3 33

Maseke, B. F. (2024). The Transformative Power of Artificial Intelligence in Banking Client
Service. South Asian Journal of Social Studies and Economics, 21(3), 93-105.
https://doi.org/10.9734/sajsse/2024/v2113787

Mehrolia, S., Alagarsamy, S., Moorthy, V., & Jeevananda S. (2023). Will Users Continue Using
Banking Chatbots? The Moderating Role of Perceived Risk. FIIB Business Review,
23197145231169900. https://doi.org/10.1177/23197145231169900

Mer, A., & Virdi, A. S. (2023). Modeling Millennials” Adoption Intentions of E-banking:
Extending UTAUT with Perceived Risk and Trust. FIIB Business Review, 12(4), 425—
438. https://doi.org/10.1177/23197145211052614

Mills, R., Mangone, E. R., Lesh, N., Jayal, G., Mohan, D., & Baraitser, P. (2024). Chatbots
That Deliver Contraceptive Support: Systematic Review. Journal of Medical Internet

Research, 26(1), e46758. https://doi.org/10.2196/46758

95



PENGARUH SERVICE QUALITY TERHADAP POST ACCEPTANCE INFORMATION SYSTEM
CONTINUANCE DALAM KONTEKS

M. Farhan Hidayat, Dr. Hargo Utomo, M.B.A.
UNIVERSITAS Uni ’ ’ h . . . )
niversitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

%gﬁgfgﬁ% B., & Kasamani, T. (2021). Antecedents and Consequences of Chatbot Initial Trust.
European Journal of Marketing, 56(6), 1748—1771. https://doi.org/10.1108/ejm-02-
2020-0084

Mulyono, J. A., & Sfenrianto, S. (2022). Evaluation of Customer Satisfaction on Indonesian
Banking Chatbot Services During the COVID-19 Pandemic. CommIT (Communication
and Information Technology) Journal, 16(1), Article 1.
https://doi.org/10.21512/commit.v16i1.7813

Nguyen, D. M., Chiu, Y.-T. H., & Le, H. D. (2021). Determinants of Continuance Intention
towards Banks’ Chatbot Services in Vietnam: A Necessity for Sustainable
Development. Sustainability, 13(14), Article 14. https://doi.org/10.3390/su13147625

Nicolescu, L., & Tudorache, M. T. (2022). Human-Computer Interaction in Customer Service:
The Experience With Al Chatbots—A Systematic Literature Review. Electronics,
11(10), 1579. https://doi.org/10.3390/electronics11101579

Orden-Mejia, M., & Huertas, A. (637720128000000000). Analysis of the attributes of smart
tourism technologies in destination chatbots that influence tourist satisfaction. Current
Issues in Tourism, 1-16. https://doi.org/10.1080/13683500.2021.1997942

Oulasvirta, A., Engelbrecht, K.-P., Jameson, A., & Moller, S. (t.t.). The Relationship Between
User Errors and Perceived Usability of a Spoken Dialogue System.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A Conceptual Model of Service
Quality and Its Implications for Future Research. Journal of Marketing, 49(4), 41-50.
https://doi.org/10.1177/002224298504900403

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

96

CHATBOT PERBANKAN DI INDONESIA DENGAN PERCEIVED RISK SEBAGAI VARIABEL MODERASI



PENGARUH SERVICE QUALITY TERHADAP POST ACCEPTANCE INFORMATION SYSTEM
CONTINUANCE DALAM KONTEKS

M. Farhan Hidayat, Dr. Hargo Utomo, M.B.A.
UNIVERSITAS Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/
DJAH MADA ! : perelC: y-ugm.ac.

arasuraman, A., Zeithaml, V., & Berry, L. (1988). SERVQUAL: A multiple-item scale for

measuring consumer perceptions of service quality. Journal of Retailing.
https://www.semanticscholar.org/paper/SERVQUAL%3A-A-multiple-item-scale-for-
measuring-of-Parasuraman-Zeithaml/d26a2423f00ca372b424a029ae22521299f00ede

Pereira, J., & Diaz, O. (2018). Chatbot Dimensions that Matter: Lessons from the Trenches.
Dalam T. Mikkonen, R. Klamma, & J. Hernandez (Ed.), Web Engineering (hlm. 129—
135). Springer International Publishing. https://doi.org/10.1007/978-3-319-91662-0 9

Prayanthi, 1., Lompoliu, E., & Langkedeng, R. D. (2020). Pengaruh Kualitas Sistem, Kualitas
Informasi Dan Perceived Usefulness Terhadap Kepuasan Pengguna Sistem Informasi
Akuntansi. Klabat Accounting Review, 1(2), 1. https://doi.org/10.31154/kar.v1i2.475.1-
11

Ruan, Y., & Mezei, J. (2022). When do Al chatbots lead to higher customer satisfaction than
human frontline employees in online shopping assistance? Considering product
attribute type. Journal of Retailing and Consumer Services, 68, 103059.
https://doi.org/10.1016/j.jretconser.2022.103059

Sands, S., Ferraro, C., Campbell, C., & Tsao, H.-Y. (2020). Managing the human—chatbot
divide: How service scripts influence service experience. Journal of Service
Management, 32(2), 246-264. https://doi.org/10.1108/JOSM-06-2019-0203

Sankar, M., Deivasigamani, S., Khan, S. D., Pradeepa, S., Prakash, O., & Janaki, L. (2023).
Artificial Intelligence as a Game Changer Tool to Reshape the Banking Services in
Digital Transformation. https://doi.org/10.52783/eel.v13i5.915

Saputera, S. A., & Sari, Y. A. (2023). Analysis of Chatboot Applications in Services Output
Treatment With the Tam Model Approach. Journal of Technopreneurship and

Information System (Jtis), 6(2), 52—58. https://doi.org/10.36085/jtis.v612.5484

97

CHATBOT PERBANKAN DI INDONESIA DENGAN PERCEIVED RISK SEBAGAI VARIABEL MODERASI



PENGARUH SERVICE QUALITY TERHADAP POST ACCEPTANCE INFORMATION SYSTEM
CONTINUANCE DALAM KONTEKS

CHATBOT PERBANKAN DI INDONESIA DENGAN PERCEIVED RISK SEBAGAI VARIABEL MODERASI
M. Farhan Hidayat, Dr. Hargo Utomo, M.B.A.

UNIVERSITAS Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

%/il%ﬁi ])d/ﬁf\, Jain, V., Roy, G., & Chakraborty, A. (2022). Al-driven Banking Services: The Next

Frontier for a Personalised Experience in the Emerging Market. The International
Journal of Bank Marketing, 40(6), 1248—1271. https://doi.org/10.1108/ijbm-09-2021-
0449

Skjuve, M., Folstad, A., Fostervold, K. 1., & Brandtzaeg, P. B. (2021). My Chatbot
Companion—A Study of Human-Chatbot Relationships. International Journal of
Human-Computer Studies, 149, 102601. https://doi.org/10.1016/.ijhcs.2021.102601

Suarnata, I. G., Sukarsa, I. M., & Wibawa, K. S. (2022). Pencocokan Menu Berbasis Keywords
Pada Chatbot Dengan Metode Jaccard. Jitter Jurnal llmiah Teknologi Dan Komputer,
3(1), 786. https://doi.org/10.24843/jtrti.2022.v03.i101.p14

Susanto, A., Chang, Y., & Ha, Y. (2016). Determinants of continuance intention to use the
smartphone banking services: An extension to the expectation-confirmation model.
Industrial ~ Management  &amp;,  Data  Systems, 116(3), 508-525.
https://doi.org/10.1108/IMDS-05-2015-0195

Tanzil, L., & Lestari, R. B. (2023). Pengaruh Kepuasan Nasabah Dan E-Servis Quality
Terhadap Loyalitas Nasabah Pengguna M-Banking BCA. MDP-Sc, 2(2), 515-520.
https://doi.org/10.35957/mdp-sc.v2i2.4470

Trivedi, J. (2019). Examining the Customer Experience of Using Banking Chatbots and Its
Impact on Brand Love: The Moderating Role of Perceived Risk. Journal of Internet
Commerce, 18(1), 91-111. https://doi.org/10.1080/15332861.2019.1567188

Tzeng, G.-H., & Chang, H.-F. (2011). Applying Importance-Performance Analysis as a Service
Quality Measure in Food Service Industry. Journal of technology management &amp;

innovation, 6(3), 106—115. https://doi.org/10.4067/S0718-27242011000300008

98



PENGARUH SERVICE QUALITY TERHADAP POST ACCEPTANCE INFORMATION SYSTEM
CONTINUANCE DALAM KONTEKS

CHATBOT PERBANKAN DI INDONESIA DENGAN PERCEIVED RISK SEBAGAI VARIABEL MODERASI
M. Farhan Hidayat, Dr. Hargo Utomo, M.B.A.

UNIVERSITAS Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

%%E, ]\%.?flin, X., & Shao, B. (2022). Artificial Intelligence Changes the Way We Work: A

Close Look at Innovating With Chatbots. Journal of the Association for Information
Science and Technology, 74(3), 339-353. https://doi.org/10.1002/as1.24621

Widyaningrum, E. A., Yestari, F. E. J., Sari, E. A., & Srihartini, I. (2022). Analisis Pengaruh
Kualitas Layanan Informasi Swamedikasi Online Berbasis Whatsapp Bot Terhadap
Kepuasan Masyarakat. Jfionline | Print Issn 1412-1107 | E-Issn 2355-696x, 14(2), 117—
129. https://doi.org/10.35617/jfionline.v14i2.73

Xue, L., Rashid, A. M., & Ouyang, S. (2024). The Unified Theory of Acceptance and Use of
Technology (UTAUT) in Higher Education: A Systematic Review. SAGE Open, 14(1),
21582440241229570. https://doi.org/10.1177/21582440241229570

Yang, F., & Shen, F. (2018). Effects of Web Interactivity: A Meta-Analysis. Communication
Research, 45, 635-658. https://doi.org/10.1177/0093650217700748

Zhu, Y., Wang, R., & Pu, C. (2022). “I Am Chatbot, Your Virtual Mental Health Adviser.” What
Drives Citizens’ Satisfaction and Continuance Intention Toward Mental Health
Chatbots During the COVID-19 Pandemic? An Empirical Study in China. Digital

Health, 8,205520762210900. https://doi.org/10.1177/20552076221090031

99



