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ABSTRAK

KIRAYNA EVITASARI, 1710621019, Efektivitas Chatbot Al dalam
Meningkatkan Customer Loyalty (Studi pada Pengguna Fitur Diana Aplikasi
Dana). Skripsi, Jakarta: Program Studi Bisnis Digital, Fakultas Ekonomi dan

Bisnis, Universitas Negeri Jakarta, 2025.

Penelitian ini bertujuan untuk menganalisis efektivitas chatbot Al dalam
meningkatkan Customer Loyalty pada pengguna fitur DIANA di aplikasi DANA.
Penelitian ini menggunakan metode Kkuantitatif dengan instrumen survei.
Pengumpulan data dilakukan melalui teknik non probability sampling yaitu
purposive sampling dengan mengambil sampel 160 responden. Kemudian jawaban
responden yang telah diperoleh diolah menggunakan teknis analisis data Structural
Equation Modelling-Partial Least Square (SEM-PLS) dengan menggunakan
software SmartPLS 4.0. Hasil pengujian hipotesis dalam penelitian ini diperoleh,
bahwa terbukti 1) Service Quality berpengaruh terhadap Customer Loyalty, 2)
Service Quality berpengaruh terhadap Customer Satisfaction, 3) Trust berpengaruh
terhadap Customer Loyalty, 4) Trust berpengaruh terhadap Customer Satisfaction,
5) Customer Satisfaction berpengaruh terhadap Customer Loyalty, 6) Service
Quality berpengaruh terhadap Customer Loyalty melalui Customer Satisfaction, 7)

Trust berpengaruh terhadap Customer Loyalty melalui Customer Satisfaction.

Kata Kunci: service quality, trust, customer satisfaction, customer loyalty,

chatbot, dompet digital.
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ABSTRACT

KIRAYNA EVITASARI, 1710621019, The Effectiveness of Al Chatbot in
Increasing Customer Loyalty (Study on Users of Dana Application's Diana
Feature). Thesis, Jakarta: Digital Business Study Program, Faculty of

Economics and Business, Universitas Negeri Jakarta, 2025.

This study aims to analyze the effectiveness of Al chatbots in increasing Customer
Loyalty in users of the DIANA feature in the DANA application. This research uses
quantitative methods with survey instruments. Data collection was carried out
through non-probability sampling techniques, namely purposive sampling by
taking a sample of 160 respondents. Then the respondents’ answers that have been
obtained are processed using Structural Equation Modeling-Partial Least Square
(SEM-PLS) data analysis techniques using SmartPLS 4.0 software. The results of
hypothesis testing in this study obtained, that it is proven 1) Service Quality affects
Customer Loyalty, 2) Service Quality affects Customer Satisfaction, 3) Trust affects
Customer Loyalty, 4) Trust affects Customer Satisfaction, 5) Customer Satisfaction
affects Customer Loyalty, 6) Service Quality affects Customer Loyalty through
Customer Satisfaction, 7) Trust affects Customer Loyalty through Customer

Satisfaction.

Keywords: service quality, trust, customer satisfaction, customer loyalty, chatbot,

e-wallet.
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