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ABSTRAK
WIDYANA DINI MAYLINDA, PENGARUH CUSTOMER EXPERIENCE
DAN PERSONALISASI ARTIFICIAL INTELLIGENCE (AlI) TERHADAP
LOYALITAS KONSUMEN E-COMMERCE SHOPEE DI SURABAYA

Transformasi digital pada aktivitas bisnis mendorong banyak munculnya e-
commerce. Shopee adalah salah satu Perusahaan e-commerce yang memiliki
banyak peminat di Indonesia. Berbentuk aplikasi mobile, Shopee dapat
memudahkan penggunanya dalam melakukan belanja online. Penelitian ini
bertujuan untuk menganalisis pengaruh Customer Experience dan Personalisasi
Artificial Intelligence (Al) terhadap Loyalitas Konsumen e-commerce Shopee di
Surabaya. Jenis penelitian yang digunakan adalah pendekatan kuantitatif dengan
metode explanatory research dan pengukuran variabel dilakukan dengan
menggunakan skala likert. Karakteristik responden pada penelitian ini adalah
konsumen Shopee domisili kota Surabaya berumur 18-28 tahun yang pernah
mengunduh, menggunakan dan berbelanja di aplikasi Shopee. Teknik penarikan
sampel yang digunakan pada penelitian ini yaitu non-probability sampling dengan
pendekatan purposive sampling dan didapatkan jumlah sampel sebanyak 204
responden dengan menggunakan rumus S/ovin. Penelitian ini menggunakan teknik
pengumpulan data berupa kuisioner. Teknik analisis data yang digunakan adalah
uji validitas, uji realibilitas, uji asumsi klasik, analisis regresi linear berganda, uji t
dan uji F melalui program IBM SPSS Statistics 25. Hasil penelitian ini
membuktikan bahwa secara parsial Customer Experience berpengaruh positif
signifikan terhadap Loyalitas Konsumen, secara parsial Personalisasi Artificial
Intelligence (Al) berpengaruh positif signifikan terhadap Loyalitas Konsumen,
serta secara simultan Customer Experience dan Personalisasi Artificial Intelligence
(AI) berpengaruh positif signifikan terhadap Loyalitas Konsumen.

Kata Kunci: Pengalaman Konsumen, Personalisasi Kecerdasan Buatan (Al),
Loyalitas Konsumen



ABSTRACT

WIDYANA DINI MAYLINDA, THE INFLUENCE OF CUSTOMER
EXPERIENCE AND PERSONALIZATION OF ARTIFICIAL
INTELLIGENCE (AI) ON SHOPEE E-COMMERCE CONSUMER LOYALTY
IN SURABAYA.

Digital transformation in business activities has encouraged the emergence of e-
commerce. Shopee is one of the e-commerce companies that has many enthusiasts
in Indonesia. In the form of a mobile application, Shopee can make it easier for
users to do online shopping. This study aims to analyze the effect of Customer
Experience and Artificial Intelligence (Al) Personalization on Shopee e-commerce
Consumer Loyalty in Surabaya. The type of research used is a quantitative
approach with an explanatory research method and variable measurement is
carried out using a Likert scale. The characteristics of respondents in this study are
Shopee consumers domiciled in the city of Surabaya aged 18-28 years who have
downloaded, used and shopped at the Shopee application. The sampling technique
used in this study was non-probability sampling with a purposive sampling
approach and obtained a sample size of 204 respondents using the Slovin formula.
This study uses data collection techniques in the form of questionnaires. The data
analysis techniques used are validity test, reliability test, classical assumption test,
multiple linear regression analysis, t test and F test through the IBM SPSS Statistics
25 program. The results of this study prove that partially Customer Experience has
a significant positive effect on Consumer Loyalty, partially Personalized Artificial
Intelligence (Al) has a significant positive effect on Consumer Loyalty, and
simultaneously Customer Experience and Personalized Artificial Intelligence (Al)
have a significant positive effect on Consumer Loyalty.

Keywords: Customer Experience, Artificial Intelligence (Al) Personalization,
Consumer Loyalty
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