DAFTAR GAMBAR

Gambar 1.1 Logo TelKOMSEL.........cccoi i 1
Gambar 1.2 Logo Customer Insight Management...........cccoccevveveieeneese e seeseenns 3
Gambar 1.3 Lapers Bot Telegram ..........ccooeiiiiiiiiiiiieeeecee e 4
Gambar 1.4 Perbandingan Pemakaian Lapers Bot Telegram dan u2020................. 6
Gambar 2.1 Kerangka PEMIKIFaN ..........cceiiiiiiiiiiiieeeeeee e 51
Gambar 3.1 Komponen dan Proses Penelitian Kuantitatif ..............cc.cccoeveinnnn, 65
Gambar 3.2 Kriteria Persentase dalam Garis Kontinum............ccccovvnvnininienen, 75
Gambar 3.3 Proses Analisis PLS-SEM.........cccccooiiiiiiiininieee s, 76
Gambar 4.1 Karakteristik Responden Berdasarkan Gender ............cccccvvevviienen. 82
Gambar 4.2 Karakteristik Responden Berdasarkan Usia...........c.ccccceevveieenciiennn, 83
Gambar 4.3 Karakteristik Responden Berdasarkan Jenjang Pendidikan............... 84
Gambar 4.4 Karakteristik Responden Berdasarkan Revenue...........cccceevevvinenen. 85
Gambar 4.5 Garis Kontinum Sub Variabel System Quality............ccccoovvininnennen. 91
Gambar 4.6 Garis Kontinum Sub Variabel Information Quality ............cccceveeee. 94
Gambar 4.7 Garis Kontinum Sub Variabel Service Quality ...........c.ccoovvviinnennen. 96
Gambar 4.8 Garis Kontinum Sub Variabel Privacy and Security Concerns ........ 98
Gambar 4.9 Garis Kontinum Sub Variabel System Quality............c.cccooevevvenen. 100
Gambar 4.10 Garis Kontinum Sub Variabel Social Influence ..........ccccoovevenene. 102
Gambar 4.11 Garis Kontinum Sub Variabel Facilitating Conditions ................. 105
Gambar 4.12 Garis Kontinum Sub Variabel Utilitarian Value ............cccccccoeuee. 107
Gambar 4.13 Garis Kontinum Sub Variabel Satisfaction .............c.ccocvoviiinnnn 108
Gambar 4.14 Garis Kontinum Sub Variabel Confirmation ..........c.cccoovvvinnne. 111
Gambar 4.15 Garis Kontinum Sub Variabel Continued Intention to Use ........... 113
Gambar 4.16 Model Hubungan Kausal Antar Variabel..............ccccoooiiiiinnnnn 114

Xviii



