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AI's quick growth has really changed how customer service works for online stores in Indonesia. 

Big names like Shopee and Tokopedia are using chat robots powered by AI to make their service 

faster, better, and able to handle more people. But, it's still not clear if customers like talking to 

these robots or actual people, and how good the robot service is affected if customers stick 

around. this study looks at how the quality of AI chatbot service affects if customers stay loyal, 

with customer happiness playing a big part. We used a numbers-based approach and got info 

from 210 Indonesian online shoppers who've used chatbot services before. We used a special 

method to analyze the data. What we found is that chatbot service quality really does help make 

customers happy and keep them coming back. Also, customer happiness helps bridge the gap 

between chatbot service quality and loyalty. The lesson here is that being quick to respond, being 

reliable, and making things personal are super important for good customer experiences with AI 

services. This study adds to what we already know about online service quality and gives advice 

to online stores that want to keep customers around by using AI-based customer support. 
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