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FAKTOR-FAKTOR YANG MEMENGARUHI CONTINUANCE
INTENTION PENGGUNAAN LAYANAN CHATBOT
BERBASIS ARTIFICIAL INTELLIGENCE (VARA) DI
UNIVERSITAS MULTIMEDIA NUSANTARA

Winda Maulidina Nurrohmah

ABSTRAK

Perkembangan teknologi digital di perguruan tinggi menuntut peningkatan efisiensi
layanan mahasiswa, terutama melalui penerapan chatbot berbasis Artificial
Intelligence (VARA) di Universitas Multimedia Nusantara (UMN). Kendala yang
dihadapi saat ini adalah lamanya waktu respons petugas layanan yang sebagian
besar berkisar antara 2 hingga 6 jam, jauh melampaui Standar Layanan Pelanggan
(SLA) yakni <1 menit, yang berdampak negatif terhadap kepuasan dan niat
keberlanjutan penggunaan layanan. Penelitian ini bertujuan untuk mengidentifikasi
faktor-faktor yang memengaruhi niat mahasiswa dalam menggunakan chatbot
secara berkelanjutan dengan pendekatan Technology Continuance Theory (TCT).
Rumusan masalah utama meliputi pengaruh faktor kualitas informasi, layanan,
sistem, confirmation, perceived ease of use, dan perceived usefulness terhadap niat
keberlanjutan mahasiswa. Hasil penelitian berpengaruh signifikan Information
Quality terhadap Perceived Ease of Use. Dengan ini, kualitas informasi yang
diberikan oleh chatbot, semakin mudah mahasiswa merasa menggunakan layanan
tersebut. Sebaliknya paling tidak signifikan menunjukkan quality service terhadap
Perceived Usefulness. Karena ini menunjukkan, layanan sudah tersedia, mahasiswa
tidak menganggapnya berguna, yang artinya pengalaman pengguna terhadap
layanan perlu ditinjau ulang dan diperbaiki. Temuan ini memberikan kontribusi
dalam memperkaya literatur TCT di konteks pendidikan tinggi serta memberikan
panduan praktis dalam meningkatkan keberlanjutan penggunaan layanan digital
berbasis Al. Kebaruan dari penelitian ini adalah penerapan integratif TCT yang
dikombinasikan dengan faktor organisasi dalam konteks inovasi layanan
pendidikan menggunakan chatbot Al, yang secara langsung memberikan kontribusi
terhadap pengembangan layanan berkelanjutan yang adaptif terhadap kebutuhan
mahasiswa dan perkembangan teknologi.

Kata kunci: Chatbot, Continuance Intention, Technology Continuance
Theory (TCT), Perguruan Tinggi.
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FACTORS AFFECTING THE CONTINUANCE INTENTION OF
USING ARTIFCIAL THE INTELLIGENCE-BASED CHATBOT
SERVICES (VARA) AT MULTIMEDIA NUSANTARA
UNIVERSITY

Winda Maulidina Nurrohmah

ABSTRACT (English)

The development of digital technology in higher education demands improved
efficiency in student services, particularly through the implementation of an
Artificial Intelligence-based chatbot (VARA) at Universitas Multimedia
Nusantara (UMN). A key issue currently faced is the long response time from
service staff, which mostly ranges from 2 to 6 hours far exceeding the
Customer Service Level Agreement (SLA) standard of < 1 minute. This delay
Negatively impacts user satisfaction and the students’ intention to continue
using the service. This study aims to identify the factors that influence
students’ intention to continuously use the chatbot, using the Technology
Continuance Theory (TCT) approach. The main research questions explore
the influence of information quality, service quality, system quality,
confirmation, perceived ease of use, and perceived usefulness on students’
continuance intention. The research findings indicate a significant influence
of Information Quality on Perceived Ease of Use. This means that the better
the information quality provided by the chatbot, the easier students feel it is
to use the service. Conversely, the least significant result was found in the
relationship between Service Quality and Perceived Usefulness. This
suggests that although services are available, students do not perceive them
as useful highlighting a need to reevaluate and improve the user experience
of these services. These findings contribute to enriching the literature on TCT
in the context of higher education, while also providing practical guidance
for enhancing the sustainability of Al based digital services. The novelty of
this study lies in the integrative application of TCT combined with
organizational factors within the context of educational service innovation
using Al chatbots. This approach directly supports the development of
sustainable services that are adaptive to both student needs and technological
advancements.

Keywords: Chatbot, Continuance Intention, Technology Continuance
Theory (TCT), University.
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