[1]

[2]

[3]

[4]

[5]

[6]
[7]

[8]

[9]

DAFTAR PUSTAKA

C. B. Nordheim, A. Folstad, and C. A. Bjoerkli, “An Initial Model of Trust in
Chatbots for Customer Service - Findings from a Questionnaire Study,” Interact
Comput, vol. 31, no. 3, pp. 317-335, May 2019, doi: 10.1093/iwc/iwz022.

P. B. Brandtzaeg and A. Felstad, “Why people use chatbots,” Lecture Notes in
Computer Science (including subseries Lecture Notes in Artificial Intelligence
and Lecture Notes in Bioinformatics), vol. 10673 LNCS, pp. 377-392, 2017,
doi: 10.1007/978-3-319-70284-1_30/COVER.

A. Folstad and P. B. Brandtzaeg, “Users’ experiences with chatbots: findings
from a questionnaire study,” Qual User Exp, vol. 5, no. 1, Dec. 2020, doi:
10.1007/s41233-020-00033-2.

I. K. F. Haugeland, A. Falstad, C. Taylor, and C. Alexander, “Understanding the
user experience of customer service chatbots: An experimental study of chatbot
interaction design,” Int J Hum Comput Stud, vol. 161, p. 102788, May 2022,
doi: 10.1016/J.1JHCS.2022.102788.

T. L. Smestad and F. Volden, “Chatbot personalities matters: Improving the user
experience of chatbot interfaces,” in Lecture Notes in Computer Science
(including subseries Lecture Notes in Artificial Intelligence and Lecture Notes
in Bioinformatics), Springer Verlag, 2019, pp. 170-181. doi: 10.1007/978-3-
030-17705-8_15.

P. D. Berger, R. E. Maurer, and G. B. Celli, “Experimental Design.”

“Apa itu User Experience (UX): Fungsi, Pengertian & Penerapan.” Accessed:
Dec. 01, 2022. [Online]. Available: https://www.jagoanhosting.com/blog/user-
experience-adalah/

A. Berni and Y. Borgianni, “From the definition of user experience to a
framework to classify its applications in design,” in Proceedings of the Design
Society, Cambridge University Press, 2021, pp. 1627-1636. doi:
10.1017/pds.2021.424.

“Designing User Experience - David Benyon - Google Buku.” Accessed: Dec.
01, 2022. [Online]. Available:
https://books.google.co.id/books?hl=id&Ir=&id=MXgFDWAAQBAJ&oi=fnd
&pg=PP16&dq=user+experience&ots=v05mSemyilL &sig=cELHIIHCid-
xzKi3hhrti_zxKWA&redir_esc=y#v=onepage&qg=user%20experience&f=fals
e

70


http://www.jagoanhosting.com/blog/user-
http://www.jagoanhosting.com/blog/user-

[10]

[11]

[12]

[13]

[14]

[15]

[16]

[17]

[18]

[19]

[20]

M. Hassenzahl, “The Thing and I: Understanding the Relationship Between
User and Product,” pp. 301-313, 2018, doi: 10.1007/978-3-319-68213-6_19.

M. Hassenzahl, “The Thing and I: Understanding the Relationship Between
User and Product,” pp. 301-313, 2018, doi: 10.1007/978-3-319-68213-6_19.

A. Fglstad and M. Skjuve, “Chatbots for customer service: User experience and
motivation,” in ACM International Conference Proceeding Series, Association
for Computing Machinery, Aug. 2019. doi: 10.1145/3342775.3342784.

L. Laranjo et al., “Conversational agents in healthcare: a systematic review,”
Journal of the American Medical Informatics Association, vol. 25, no. 9, pp.
1248-1258, Sep. 2018, doi: 10.1093/JAMIA/OCY072.

J. Q. Pérez, T. Daradoumis, and J. M. M. Puig, “Rediscovering the use of
chatbots in education: A systematic literature review,” Computer Applications
in Engineering Education, vol. 28, no. 6, pp. 1549-1565, Nov. 2020, doi:
10.1002/CAE.22326.

R. M. von Wolff, S. Hobert, and M. Schumann, “How May | Help You? — State
of the Art and Open Research Questions for Chatbots at the Digital Workplace,”
Proceedings of the Annual Hawaii International Conference on System
Sciences, vol.  2019-January, pp. 95-104, Jan. 2019, doi:
10.24251/HICSS.2019.013.

K. Kvale, O. A. Sell, S. Hodnebrog, and A. Fglstad, “Improving Conversations:
Lessons Learnt from Manual Analysis of Chatbot Dialogues,” Lecture Notes in
Computer Science (including subseries Lecture Notes in Artificial Intelligence
and Lecture Notes in Bioinformatics), vol. 11970 LNCS, pp. 187-200, 2020,
doi: 10.1007/978-3-030-39540-7_13/COVER.

M. Chung, E. Ko, H. Joung, and S. J. Kim, “Chatbot e-service and customer
satisfaction regarding luxury brands,” J Bus Res, vol. 117, pp. 587-595, Sep.
2020, doi: 10.1016/J.JBUSRES.2018.10.004.

V. Ta et al., “User experiences of social support from companion chatbots in
everyday contexts: Thematic analysis,” J Med Internet Res, vol. 22, no. 3, p.
e16235, Mar. 2020, doi: 10.2196/16235.

D. Adiwardana et al., “Towards a Human-like Open-Domain Chatbot,” Jan.
2020, Accessed: Nov. 17, 2023. [Online]. Available:
https://arxiv.org/abs/2001.09977v3

K. Kvalg, O. A. Sell, S. Hodnebrog, and A. Fglstad, “Improving Conversations:
Lessons Learnt from Manual Analysis of Chatbot Dialogues,” Lecture Notes in
Computer Science (including subseries Lecture Notes in Artificial Intelligence

71



[21]

[22]

[23]

[24]

[25]

[26]

[27]

[28]

and Lecture Notes in Bioinformatics), vol. 11970 LNCS, pp. 187-200, 2020,
doi: 10.1007/978-3-030-39540-7_13/COVER.

“Designing Bots: Creating Conversational Experiences - Amir Shevat - Google
Buku.” Accessed: Nov. 23, 2023. [Online]. Available:
https://books.google.co.id/books?hl=id&Ir=&id=vdskDWAAQBAJ&oi=fnd&p
g=PR11&ots=7ZanCeFSVT&sig=XLCDPirN8Uz40tQqz5Y cdrhganl&redir_e
sc=y#v=onepage&q&f=false

M. Jain, P. Kumar, R. Kota, and S. N. Patel, “Evaluating and informing the
design of chatbots,” DIS 2018 - Proceedings of the 2018 Designing Interactive
Systems Conference, pp. 895-906, Jun. 2018, doi: 10.1145/3196709.3196735.

F. A. M. Valério, T. G. Guimaraes, R. O. Prates, and H. Candello, “Comparing
users’ perception of different chatbot interaction paradigms: A case study,” IHC
2020 - Proceedings of the 19th Brazilian Symposium on Human Factors in
Computing Systems, p. 10, Oct. 2020, doi: 10.1145/3424953.3426501.

T. Quatrani, “Introduction to the Unified Modeling Language,” 2003. [Online].
Available: http://www-106.ibm.com/developerworks/rational/library/998.html

“The Ultimate Guide to UML Activity Diagrams.” Accessed: Aug. 22, 2024.
[Online]. Awvailable: https://edrawmax.wondershare.com/diagram-tips/uml-
activity-diagram.html

E. T. Ruseffendi and A. Sanusi, Dasar-dasar penelitian pendidikan dan bidang
non-eksakta lainnya. Semarang: IKIP Semarang Press, 1994,

G. Laban and T. Araujo, “Working Together with Conversational Agents: The
Relationship of Perceived Cooperation with Service Performance Evaluations,”
Lecture Notes in Computer Science (including subseries Lecture Notes in
Artificial Intelligence and Lecture Notes in Bioinformatics), vol. 11970 LNCS,
pp. 215-228, 2020, doi: 10.1007/978-3-030-39540-7_15/COVER.

M. Hassenzahl, Z. Michael Burmester, and F. Koller, “AttrakDiff: Ein
Fragebogen zur Messung wahrgenommener hedonischer und pragmatischer
Qualitat 1,” 2003. [Online]. Available: www.attrakdiff.de.

72


http://www-106.ibm.com/developerworks/rational/library/998.html
http://www.attrakdiff.de/

