Mungkinkah Bank tanpa Teller? Masa Depan Layanan Bank berbasis Chatbot bagi Generasi Z
Bangkit Ade Reforman, Dr. Sahid S. Nugroho, M.Sc.,

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

UNIVERSITAS
GADJAH MADA

DAFTAR PUSTAKA

Bhattacherjee, A. (2001). Understanding information systems continuance: An
expectation-confirmation model. MIS Quarterly, 25(3), 351-370.
https://doi.org/10.2307/3250921

Cyara Team. (2023, February 1). New survey finds consumers give chatbots a
failing grade in customer experience. Cyara.
https://cyara.com/news/new-survey-gives-chatbots-a-failing-grade-in-

customer-experience/ (Diakses pada tanggal 27 April 2025)
Consumer Financial Protection Bureau. (2023). CFPB issue spotlight analyzes

artificial intelligence chatbots in banking.
https://www.consumerfinance.gov/about-us/newsroom/cfpb-issue-
spotlight-analyzes-artificial-intelligence-chatbots-in-banking/ (Diakses
pada tanggal 27 April 2025)

Cooper, D. R., & Schindler, P. S. (2014). Business research methods (12th ed.).
McGraw-Hill/Irwin.

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, 19(4), 9-30.

Elayat, A. M. A., & Elalfy, R. M. (2025). Using SOR theory to examine the impact
of Al Chatbot quality on Gen Z’s satisfaction and advocacy within the
fast-food sector. Young Consumers, 26(1), 352—-383.

Graham, G., Nisar, T. M., Prabhakar, G., Meriton, R., & Malik, S. (2025). Chatbots
in customer service within banking and finance: Do chatbots herald the
start of an Al revolution in the corporate world? Computers in Human
Behavior, 165, 108570. https://doi.org/10.1016/1.chb.2025.108570

Gupta, S., Modgil, S., Lee, C. K., Cho, M., & Park, Y. (2022). Artificial intelligence
enabled robots for stay experience in the hospitality industry in a smart
city. Industrial Management & Data Systems, 122(10), 2331-2350.
https://doi.org/10.1108/IMDS-10-2021-0621.

Hsiao, C.-H., & Chen, C.-C. (2022). What drives continuance intention to use a
food-ordering  chatbot?  Service  Business, 16(2), 289-310.
https://doi.org/10.1108/LHT-08-2021-0274

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2014). 4 Primer on Partial
Least Squares Structural Equation Modeling (PLS-SEM). Sage
Publications Ltd.

Han, R., Lam, H. K. S., Zhan, Y., Wang, Y., Dwivedi, Y. K., & Tan, K. H. (2021).
Artificial intelligence in business-to-business marketing: A bibliometric

analysis of current research status, development and future directions.

113


https://doi.org/10.2307/3250921
https://cyara.com/news/new-survey-gives-chatbots-a-failing-grade-in-customer-experience/?utm_source=chatgpt.com
https://cyara.com/news/new-survey-gives-chatbots-a-failing-grade-in-customer-experience/?utm_source=chatgpt.com
https://www.consumerfinance.gov/about-us/newsroom/cfpb-issue-spotlight-analyzes-artificial-intelligence-chatbots-in-banking/
https://www.consumerfinance.gov/about-us/newsroom/cfpb-issue-spotlight-analyzes-artificial-intelligence-chatbots-in-banking/
https://doi.org/10.1016/j.chb.2025.108570
https://doi.org/10.1108/IMDS-10-2021-0621
https://doi.org/10.1108/LHT-08-2021-0274

Bangkit Ade Reforman, Dr. Sahid S. Nugroho, M.Sc.,
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Industrial Management & Data Systems, 121(12), 2467-2497.
https://doi.org/10.1108/IMDS-05-2021-0300

Hochreiter, V., Benedetto, C., & Loesch, M. (2023). The Stimulus—Organism—
Response (S-O-R) paradigm as a guiding principle in environmental
psychology. Journal of Entrepreneurship and Business Development
3(1), 7-16. https://doi.org/10.18775/jebd.2806-8661.2021.31.5001

Hong, W., Thong, J., Wong, W., & Tam, K. Y. (2015). Determinants of user
acceptance of digital libraries: An empirical examination of individual

differences and system characteristics. Journal of Management
Information Systems, 18(3), 97-124.
https://doi.org/10.1080/07421222.2002.11045692

Hsu, C. L., & Lin, J. C. C. (2023). Understanding the user satisfaction and loyalty
of customer service chatbots. Journal of Retailing and Consumer
Services, 71, 103211. https://doi.org/10.1016/.jretconser.2022.103211

Huang, S. Y. B. (2025). Why Can Fintech Chatbots Guide Consumers to Buy
Banking Products? International Journal of Human—Computer
Interaction, 1-6. https://doi.org/10.1080/10447318.2025.2453611

Huang, M. H., & Rust, R. T. (2018). Artificial intelligence in service. Journal of
Service Research, 21(2), 155-172.
https://doi.org/10.1177/1094670517752459

Lissitsa, S. (2025). Generations X, Y, Z: The effects of personal and positional
inequalities on critical thinking digital skills. Online Information Review,
49(1), 35-54. https://doi.org/10.1108/OIR-09-2023-0453

Luo, X., Tong, S., Fang, Z., & Qu, Z. (2019). Machines vs. humans: The impact of
artificial intelligence chatbot disclosure on customer purchases.
Marketing Science, 38(6), 937-947.
https://doi.org/10.1287/mksc.2019.1192

Morris, M. (2024), “Gen Z prefers Al Chatbots over phone calls”,
businessinsider.com, available at: https://www.businessinsider.com/gen-
z-prefers-ai-chatbots-phone-calls-affirm-ceo-bnpl-2024-5 (diakses 27
april 2025).

Mulyono, J. A., & Sfenrianto. (2022). Evaluation of Customer Satisfaction on
Indonesian Banking Chatbot Services During the COVID-19 Pandemic.
CommlT Journal, 16(1), 69-85.

Nguyen, T. H., & Le, X. C. (2025). Artificial intelligence-based chatbots: A
motivation underlying sustainable development in banking from the

standpoint of customer experience and behavioral intention. Cogent
Business & Management, 12(1), 2443570.
https://doi.org/10.1080/23311975.2024.2443570

114

Mungkinkah Bank tanpa Teller? Masa Depan Layanan Bank berbasis Chatbot bagi Generasi Z


https://doi.org/10.1108/IMDS-05-2021-0300
https://doi.org/10.18775/jebd.2806-8661.2021.31.5001
https://doi.org/10.1080/07421222.2002.11045692
https://doi.org/10.1016/j.jretconser.2022.103211
https://doi.org/10.1080/10447318.2025.2453611
https://doi.org/10.1177/1094670517752459
https://doi.org/10.1108/OIR-09-2023-0453
https://doi.org/10.1287/mksc.2019.1192
https://www.businessinsider.com/gen-z-prefers-ai-chatbots-phone-calls-affirm-ceo-bnpl-2024-5
https://www.businessinsider.com/gen-z-prefers-ai-chatbots-phone-calls-affirm-ceo-bnpl-2024-5
https://doi.org/10.1080/23311975.2024.2443570

Bangkit Ade Reforman, Dr. Sahid S. Nugroho, M.Sc.,
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Nguyen, T. M., Quach, S., & Thaichon, P. (2022). The effect of Al quality on
customer experience and brand relationship. Journal of Consumer
Behaviour, 21(3), 481-493. https://doi.org/10.1002/cb.1974

Novalius, F. (2018, December 3). Virtual assistant permudah perbankan jawab
pertanyaan  hingga  complain  nasabah. Okezone Economy.
https://economy.okezone.com/read/2018/12/03/320/1985177/virtual-
assistant-permudah-perbankan-jawab-pertanyaan-hingga-complain-
nasabah?page=all (Diakses pada 27 April 2025)

Oliver, R. L. (1997). Satisfaction: A Behavioral Perspective on the Consumer. New
York: McGraw-Hill.

Prentice, C., & Nguyen, M. (2020). Engaging and retaining customers with Al and
employee service. Journal of Retailing and Consumer Services, 56,
102186. https://doi.org/10.1016/j.jretconser.2020.102186

Press, G. (2023, February 1). One negative chatbot experience drives away 30% of
customers. Forbes.
https://www.forbes.com/sites/gilpress/2023/02/01/one-negative-
chatbot-experience-drives-away-30-of-customers/  (Diakses:18  Mei
2025)

RFI Global. (2023, March 21). Leave customers where they are: Why banks need
to become chat-first—and the cyber security implications. RFI Global.
https://rfi.global/leave-customers-where-they-are-why-banks-need-to-
become-chat-first-and-the-cyber-security-implications/ (Diakses:18 Mei
2025)

Thomas, V. L., & Fowler, K. (2021). Close encounters of the Al kind: Use of Al
influencers as brand endorsers. Journal of Advertising, 50(1), 11-25.
https://doi.org/10.1080/00913367.2020.1810595

Witt, G. L., & Baird, D. E. (2018). The Gen Z frequency: How brands tune in and
build credibility. Kogan Page.

Wixom, B. H., & Todd, P. A. (2005). A theoretical integration of user satisfaction
and technology acceptance. Information Systems Research, 16(1), 85—
102.

115

Mungkinkah Bank tanpa Teller? Masa Depan Layanan Bank berbasis Chatbot bagi Generasi Z


https://doi.org/10.1002/cb.1974
https://economy.okezone.com/read/2018/12/03/320/1985177/virtual-assistant-permudah-perbankan-jawab-pertanyaan-hingga-complain-nasabah?page=all
https://economy.okezone.com/read/2018/12/03/320/1985177/virtual-assistant-permudah-perbankan-jawab-pertanyaan-hingga-complain-nasabah?page=all
https://economy.okezone.com/read/2018/12/03/320/1985177/virtual-assistant-permudah-perbankan-jawab-pertanyaan-hingga-complain-nasabah?page=all
https://doi.org/10.1016/j.jretconser.2020.102186
https://www.forbes.com/sites/gilpress/2023/02/01/one-negative-chatbot-experience-drives-away-30-of-customers/
https://www.forbes.com/sites/gilpress/2023/02/01/one-negative-chatbot-experience-drives-away-30-of-customers/
https://rfi.global/leave-customers-where-they-are-why-banks-need-to-become-chat-first-and-the-cyber-security-implications/
https://rfi.global/leave-customers-where-they-are-why-banks-need-to-become-chat-first-and-the-cyber-security-implications/
https://doi.org/10.1080/00913367.2020.1810595

