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ABSTRACT 

 

Salsabila Oktavianca, The Influence of Artificial Intelligence (AI) on Customer 

Experience, Customer Satisfaction, and Customer Loyalty: A Study on Gojek App 

Users in Banjarmasin, RR. Yulianti Prihatiningrum (Supervisor) 

Keywords: Artificial Intelligence, Customer Experience, Customer Satisfaction, 

Customer Loyalty 

This study aims to identify and analyze the influence of Artificial 

Intelligence (AI) as an independent variable on Customer Experience, Customer 

Satisfaction, and Customer Loyalty as dependent variables among Gojek app 

users in Banjarmasin. 

The research method involves a questionnaire administered to a sample of 

140 Gojek app users in Banjarmasin, selected from the population of Gojek app 

users in the Banjarmasin area. The variables are measured using a Likert scale 

technique with a weight range from 1 to 5. To determine the correlation between 

the independent variable and the dependent, the statistical technique SmartPLS 

(Partial Least Square) is utilized. 

The results indicate that: (1) Artificial Intelligence has a positive and 

significant impact on Customer Experience, (2) Artificial Intelligence has a 

positive and significant impact on Customer Satisfaction, (3) Artificial 

Intelligence has a positive and significant impact on Customer Loyalty, (4) 

Customer Experience has a positive and significant impact on Customer 

Satisfaction, and (5) Customer Satisfaction has a positive and significant impact on 

Customer Loyalty. 

Banjarmasin, June 4 2024 

   Approved by :  

Head of Language Center 

 

 

 

Dr. Jumariati, M. Pd. 

 NIP. 197608062001122002 
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Salsabila Oktavianca, Pengaruh Artificial Intelligence (AI) terhadap Customer 

Experience, Customer Satisfaction dan Customer Loyalty: (Studi pada pengguna 

aplikasi Gojek di Banjarmasin). RR. Yulianti Prihatiningrum (pembimbing). 

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh 

antara Artificial Intelligence sebagai variabel independen dan Customer 

Experience, Customer Satisfaction dan Customer Loyalty sebagai variabel 

dependen pada pengguna aplikasi Gojek di Banjarmasin. 

Metode penelitian ini menggunakan kuesioner dengan sampel 140 

pengguna aplikasi Gojek di Banjarmasin sebagai sampel dan telah dipilih dari  

populasi penelitian adalah pengguna aplikasi Gojek di wilayah Banjarmasin. 

Pengukuran variabel menggunakan teknik Skala Likert dengan skala bobot dari 1 

sampai 5. Untuk mengetahui korelasi antara variabel independen terhadap 

variabel dependent menggunakan teknik statistik SmartPLS (Partial Least 

Square) .  

Hasil penelitian menyatakatan bahwa (1) Artificial Intelligence 

berpengaruh positif dan signifikan terhadap Customer Experience, (2) Artificial 

Intelligence berpengaruh positif dan signifikan terhadap Customer Satisfaction,(3) 

Artificial Intelligence berpengaruh positif dan signifikan terhadap Customer 

Loyalty, (4) Customer Experience berpengaruh positif dan signifikan terhadap 

Customer Satisfaction dan (5) Customer Satisfaction berpengaruh positif dan 

signifikan terhadap Customer Loyalty. 

 

Kata kunci: Artificial Intelligence, ,Customer Experience, Customer Satisfaction 

Customer Loyalty  
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