DAFTAR ISI

HALAMAN PENGESAHAN ... i
HALAMAN PERNYATAAN. ...t i
KATA PENGANTAR ...t ii
ABSTRAK bbb b s \Y;
ABSTRACT ettt nae e nree s \
DAFTAR IST ..ot nneas vi
DAFTAR GAMBAR. ... e X
DAFTAR TABEL ... Xi
BAB I PENDAHULUAN. ... 1
1.1 Gambaran UmUM ... 1
1.1.1 Gambaran Umum Objek Penelitian...........ccccccvvevveiiiieie e, 1
1.1.2 Fitur dan Promosi GO FOOO ..........cccooiriiiiiiiiiceeeee e, 2
1.2 Latar Belakang Penelitian...........ccccooiiiiiiiniiiiieeeee e 2
1.3 Perumusan Masalah ...........ccocoiiiiiiiic e 4
1.4 Tujuan Penelitian .........ooo i 5
1.5 Manfaat Penelitian ..o 5
1.6 Sistematika Penulisan Tugas AKNIT ..., 6
BAB I TINJAUAN PUSTAKA ..ottt 7
2.1 Teori dan Penelitian Terdahulu ............ccccoooiiiiiiiiiiccee 7
2.1.2 Artificial Intelligent Stimuli ..., 7
2.1.3 Technology REAAINESS.......ccveiiiiiiieiieecie e 7
2.1.4 Smart Customer EXPEIIENCE .......civveiieecie ittt 8
2.1.5 Customer SatiSTACtION.............coiiiiiiiieic e 9
2.1.6 S-O-R FramewWOrk .......c.ccooiiiiiiiiiieieeee e 9

Vi



2.2 Kerangka PEMIKITAN ......ccoiiiiiiiiiiceeiee e 15

2.3 Hipotesis Penelitian (Untuk Penelitian Kuantitatif) ............ccccoevvieinennenn 17
BAB Il METODE PENELITIAN ..o 19
3.1 JENIS PENEHTIAN ... 19
3.2. Operasionalisasi Variabel dan Skala Pengukuran .............c.ccocovviininenen, 20
3.2.1 Variabel Operasional ...........ccccccviiiiieii i 20
3.2.2 SKala PENQUKUIAN .........cviiiiiiece e 21

3.3. Tahapan Penelitian ..........cccccooiiiiii i 22
3.4 Populasi dan Sampel/Situasi SOSial...........cccccceieeiiiieiieieee e, 23
B4 L POPUIBST vttt sttt 23
342 SAMPEL ... 23

3.5. Pengumpulan Data dan Sumber Data...........cccccevieieieeiecie e, 24
3.5.1 Pengumpulan Data...........ccocveieierieneiesiieseseeeee e 24
3.5.2 SUMDET DAL ..ottt 25

3.6. Uji Validitas dan Reliabilitas. ..., 25
36. 1 UjJi VAAITAS. ... 25
3.6.2 REHADIIITAS ... 26

3.7. Teknik ANAliSIS DALA .........ccoveiriiieieiese s 26
3.7.1 Analisis Statistik DesKriptif.........ccccoiiiiiiiiiii e, 26
3.7.2 Analisis Regresi Moderasi (Moderated Regression Analysis)............. 28
3.7.3 Method Of Successive Interval (MSI1)........cccoovieiiiiiieiiecc e 29
3.7.6 Koefisien Determinasi (adjusted r SQUAre) .........ccoeevveereesiveevivessieesnens 30
7.7 UJE HIPOTESIS ...ttt 31
BAB IV METODE PENELITIAN ...t 33
4.1 Karakteristik RESPONUEN........ccouiiiiiiiie et 33
4.1.1 Demografi RESPONGEN ......c.cccviiieiiee e 33

vii



4.2 Method of SUCCESSIVE TNLEIVAL........ooeeeeeeeeee e, 35
4.3 ANaliSiS DESKITPEIT......cciiiiiiieieeee e 35

4.3.1 Tanggapan Responden Terhadap Artificial Intelligence Stimuli (Pengaruh

4.3.2 Tanggapan Responden Terhadap Smart Customer Experience (Pengalaman

= P T o=V ) ISR 37
4.3.3 Tanggapan Responden Terhadap Technology readiness...............cc........ 38
4.4 ANALISIS DALA ......ouveveiiiiiiiiiieiees s 40
4.4, 1 UJENOIMAITAS ...cvveeieiieisiee e 40
4.4.2 UjJi MUIIKOINEAITEAS. .....cveiiieiieiieiee e 41
4.5 Analisis Regresi Moderasi (Moderated Regression Analysis).................... 42
4.5.1 Analisis Regresi Linear Sederhana............c.ccovvveieieneienenenisiseeee, 42
4.5.2 Analisis Regresi MOUEraS..........coeieririiiiiiisieieriee e 43
4.6 UJISODBL ... 44
4.7 UJi HIPOTESIS ...ttt ettt re e re e 46
4.7.1 Uji Signifikasi Parsial (Ui 1) .......cccoeiieiiiiiiic e, 46
4.7.2 Uji Signifikasi Simultan (Uji f) ..o, 49
4.8 Pembahasan Hasil Penelitian.............ccocoiieiiiniiiiiceeescseees 50

4.8.1 Passion dan Usability (Artificial Intelligence Stimuli) terhadap Smart
CUSTOMET EXPEITEINCE. ......eeiieieeteiee sttt bbbt 50

4.8.2 Pengaruh moderasi Optimisme pada hubungan antara Artificial Intelligence
Stimuli terhadap Smart Customer EXPeriencCe..........cocvvvrererenenenesiseeeeeans 50

4.8.3 Pengaruh moderasi Ketidaknyamanan (discomfort) pada hubungan antara

Artificial Intelligence Stimuli terhadap Smart Customer Experience................ 51

4.8.4 Pengaruh Smart Customer Experience terhadap Word of Mouth (WOM).

viii



5.1 KESIMPUIAN ...t 53

5.2 SAIAN ...t 53
5.2.1 ASPEK PraKLiS....ccueeueeiieieieiteierieee e 53
5.2.2 ASPEK TEONILIS ...t 54
DAFTAR PUSTAKA .ttt 56



