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ABSTRAK 

Choirul Yoga (11220255) Analisis Pengaruh Chatbot Terhadap Kepuasan 

Pelanggan Menggunakan Model UTAUT dan SmartPLS 4.0 pada E-commerce 

di Indonesia 

 

Perkembangan e-commerce di Indonesia mendorong perusahaan untuk menghadirkan 

inovasi layanan berbasis teknologi, salah satunya melalui penggunaan chatbot berbasis 

kecerdasan buatan (AI) yang berperan dalam meningkatkan efisiensi pelayanan dan 

kepuasan pelanggan. Penelitian ini bertujuan untuk menganalisis pengaruh chatbot 

terhadap kepuasan pelanggan dengan menggunakan model Unified Theory of 

Acceptance and Use of Technology (UTAUT) dan diolah melalui SmartPLS 4.0. 

Penelitian dilakukan dengan pendekatan kuantitatif melalui penyebaran kuesioner 

kepada pengguna e-commerce di Indonesia yang pernah menggunakan layanan 

chatbot. Variabel penelitian meliputi performance expectancy, effort expectancy, 

social influence, facilitating conditions, behavioral intention, serta kepuasan 

pelanggan. Hasil analisis menunjukkan bahwa faktor-faktor dalam model UTAUT 

berpengaruh signifikan terhadap behavioral intention yang kemudian berdampak pada 

kepuasan pelanggan. Temuan ini menegaskan bahwa implementasi chatbot dapat 

menjadi strategi penting bagi e-commerce dalam meningkatkan pengalaman 

berbelanja dan membangun loyalitas pelanggan. 

 

Kata kunci: Chatbot, E-commerce, Kepuasan Pelanggan, UTAUT, SmartPLS 4.0 
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ABSTRACT 

Choirul Yoga (11220255). Analysis of the Influence of Chatbots on Customer 

Satisfaction Using the UTAUT Model and SmartPLS 4.0 in Indonesian E-

commerce. 

 

The rapid growth of e-commerce in Indonesia has encouraged companies to adopt 

technological innovations, one of which is the use of artificial intelligence (AI)-based 

chatbots that play a role in enhancing service efficiency and customer satisfaction. 

This study aims to analyze the influence of chatbots on customer satisfaction by 

employing the Unified Theory of Acceptance and Use of Technology (UTAUT) model 

and processed using SmartPLS 4.0. A quantitative approach was applied through the 

distribution of questionnaires to Indonesian e-commerce users who have interacted 

with chatbot services. The research variables include performance expectancy, effort 

expectancy, social influence, facilitating conditions, behavioral intention, and 

customer satisfaction. The analysis results indicate that the factors in the UTAUT 

model significantly affect behavioral intention, which in turn impacts customer 

satisfaction. These findings highlight that the implementation of chatbots can serve as 

an important strategy for e-commerce platforms to enhance shopping experiences and 

foster customer loyalty. 

 

Keywords: Chatbot, E-commerce, Customer Satisfaction, UTAUT, SmartPLS 4.0 
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