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PENGARUH Al CHATBOT SERVICE QUALITY TERHADAP
PENGGUNAAN LAYANAN PELANGGAN BERBASIS CHATBOT PADA

E-COMMERCE TOKOPEDIA

(Marcellino Osmon)

ABSTRAK

Perkembangan teknologi Al telah semakin marak digunakan oleh perusahaan
termasuk e-commerce. Salah satu contoh penerapan teknologi Al di e-commerce
adalah penggunaan chatbot sebagai layanan pelanggan atau customer service
menggantikan layanan pelanggan dengan operator manusia. Namun penerapan
chatbot sebagai layanan pelanggan belum dapat memberikan kinerja yang
maksimal dalam menyelesaikan permasalahan pelanggan sehingga banyak
pelanggan yang lebih memiliki layanan pelanggan dengan operator manusia.
Penelitian ini bertujuan untuk mengetahui faktor-faktor yang mempengaruhi
keinginan pelanggan untuk beralih dari layanan pelanggan dengan operator
manusia ke layanan pelanggan berbasis chatbot (willingness to switch) melalui
dimensi dari Al Chatbot Service Quality (AICSQ) yang meliputi ability to
understand, synchronicity, perceived humanness, dan problem resolution. Dengan
menggunakan metode kuantitatif, pengumpulan data penelitian dilakukan
menyebarkan kuesioner kepada responden yang pernah bertransaksi di Tokopedia
dan pernah menggunakan layanan pelanggan berbasis chatbot milik Tokopedia
yang bernama TANYA. Sebanyak 130 data responden terkumpul yang kemudian
data penelitian tersebut diolah dengan menggunakan sofiware IBM SPSS 26
dengan metode regresi linier berganda. Pengujian data penelitian meliputi Uji
Asumsi Klasik, Uji Statistik F, Uji Statistik t, dan Uji Regresi Linier Berganda.
Hasil penelitian menunjukkan bahwa dari 4 dimensi Al Chatbot Service Quality,
ability to understand dan problem resolution memiliki pengaruh positif dan
signfikan terhadap willingness to switch pelanggan dari layanan pelanggan dengan
operator manusia ke layanan pelanggan berbasis chatbot. Dimensi AICSQ
synchronicity hanya memiliki pengaruh positif namun tidak signifikan terhadap
willingness to switch dan dimensi AICSQ perceived humanness tidak memiliki
pengaruh terhadap willingness to switch pelanggan. Hasil analisis menunjukkan
bahwa layanan pelanggan berbasis chatbot yang dapat memahami permasalahan
yang dialami pelanggan serta mampu memberikan penyelesaian yang akurat
terhadap permasalahan pelanggan memengaruhi keinginan pelanggan untuk beralih
ke layanan pelanggan berbasis chatbot.

Kata kunci: Al Chatbot Service Quality, Chatbot, Willingness to Switch, Layanan
Pelanggan
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THE INFLUENCE OF Al CHATBOT SERVICE QUALITY ON
THE USE OF CHATBOT-BASED CUSTOMER SERVICES ON

TOKOPEDIA E-COMMERCE

(Marcellino Osmon)

ABSTRACT

The development of Al technology has been increasingly used by companies
including e-commerce. One example of the application of Al technology in e-
commerce is the use of chatbots as customer service or customer service replacing
customer service with human operators. However, the application of chatbots as
customer service has not been able to provide maximum performance in solving
customer problems so that many customers prefer customer service with human
operators. This study aims to determine the factors that influence customer
willingness to switch from customer service with human operators to chatbot-based
customer service (willingness to switch) through the dimensions of AI Chatbot
Service Quality (AICSQ) which include ability to understand, synchronicity,
perceived humanness, and problem resolution. Using quantitative methods,
research data collection was carried out by distributing questionnaires to
respondents who had made transactions on Tokopedia and had used Tokopedia's
chatbot-based customer service called TANYA. A total of 130 respondents' data
were collected and then the research data was processed using IBM SPSS
26software with multiple linear regression methods. Research data testing includes
the Classical Assumption Test, I Statistical Test, t Statistical Test, and Multiple
Linear Regression Test. The results of the study show that of the 4 dimensions of Al
Chatbot Service Quality, the ability to understand and problem resolution have a
positive and significant influence on customers' willingness to switch from customer
service with human operators to chatbot-based customer service. The AICSQ
synchronicity dimension only has a positive but insignificant influence on
willingness to switch and the AICSQ perceived humanness dimension has no
influence on customers' willingness to switch. The results of the analysis show that
chatbot-based customer service that able to understand the problems experienced
by customers and can provide accurate solutions to customer problems influences
customers' desire to switch to chatbot-based customer service.

Keywords: Al Chatbot Service Quality, Chatbot, Willingness to Switch, Customer
Service
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