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INDONESIA 

 Andhika Viriyananda Susantho 

ABSTRAK 

 

Teknologi digital yang berkembang mengubah kegiatan di berbagai bidang, 

termasuk bidang keuangan. Muncul layanan keuangan baru seperti bank 

digital, peer-to-peer lending, e-wallet, fintech, dan lain sebagainya. Pada saat 

penelitian ini dilakukan, terdapat kesenjangan antara tingkat awareness dan 

ownership antara platform keuangan digital antara satu dengan yang lainnya. 

Salah satunya adalah jumlah monthly active users bank digital yang masih 

tergolong sedikit di Indonesia, dimana saat ini lebih banyak rekening nasabah 

yang bersifat low usage atau bahkan inactive. Bank digital adalah model 

bisnis perbankan baru, tanpa kantor cabang dan semua aktivitas dilakukan 

serba online. Penelitian ini menganalisis faktor-faktor yang mempengaruhi 

adoption to digital financial services pada bank digital sebagai kunci dalam 

meningkatkan jumlah usage nasabah terhadap bank digital. UTAUT 

merupakan dasar teori yang digunakan pada penelitian ini Metode penelitian 

ini adalah kuantitatif, dimana data diperoleh dari kuesioner online sejumlah 

220 responden dan diolah dengan teknik analisis Structural Equation Model 

(SEM) dengan bantuan aplikasi SmartPLS 4.0. Temuan dari penelitian inI 

menunjukkan bahwa digital literacy berpengaruh negatif terhadap perceived 

risk yang kemudian juga berpengaruh negatif terhadap attitude towards 

digital financial services. Di sisi lain, komunikasi interpersonal secara 

langsung antara staf bank dengan nasabah juga meningkatkan perceived 

usefulness dan perceived trust. Meskipun bank digital tidak memiliki kantor 

fisik, komunikasi dengan staf bank tetap diperlukan. Selain itu, pengaruh dari 

kolega dan lingkungan sekitar juga mempengaruhi tingkat efikasi diri 

seseorang dalam mengadopsi bank digital. 

 
Kata kunci: bank digital, adoption to digital financial services, digital 

literacy, komunikasi interpersonal 
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ANALYSIS OF FACTORS INFLUENCING ADOPTION TO 

DIGITAL FINANCIAL SERVICES IN GEN Z: EMPIRICAL 

STUDY OF DIGITAL BANK USERS IN INDONESIA 

 Andhika Viriyananda Susantho 

 

ABSTRACT 

 

Developing digital technology is changing activities in various fields, 

including finance. New financial services have emerged such as digital banks, 

peer-to-peer lending, e-wallets, fintech, and so on. At the time this research 

was conducted, there was a gap between the level of awareness and 

ownership between one digital financial platform and another. One of them 

is the number of monthly active digital bank users which is still relatively 

small in Indonesia, where currently more customer accounts are low usage 

or even inactive. Digital banks are a new banking business model, without 

branch offices and all activities are carried out online. This research analyzes 

the factors that influence the adoption of digital financial services in digital 

banks as the key to increasing the number of customer usage of digital banks. 

UTAUT is the theoretical basis used in this research. This research method 

is quantitative, where data is obtained from an online questionnaire of 220 

respondents and processed using the Structural Equation Model (SEM) 

analysis technique with the help of the SmartPLS 4.0 application. The 

findings from this research show that digital literacy has a negative effect on 

perceived risk which then also has a negative effect on attitude towards 

digital financial services. On the other hand, direct interpersonal 

communication between bank staff and customers also increases perceived 

usefulness and perceived trust. Even though digital banks do not have 

physical offices, communication with bank staff is still necessary. Apart from 

that, the influence of colleagues and the surrounding environment also 

influences a person's level of self-efficacy in adopting digital banking 

 

Keywords: digital bank, adoption to digital financial services, digital  

    Literacy, interpersonal communication 
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