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 The present study explores the revolutionary effects of chatbots on 

consumer interaction and satisfaction in the rapidly developing field of 

online marketing in Indonesia. Using a mixed-methods research design 

that includes both qualitative and quantitative interviewing, this study 

investigates the various ways in which chatbots impact both 

consumers and companies. The quantitative data shows a substantial 

correlation between the use of chatbots and higher levels of customer 

satisfaction, with a sizable percentage of respondents preferring the 

speed and convenience of chatbot interactions. Qualitative insights 

shed light on the reasons behind companies' adoption of chatbots as 

well as the difficulties encountered in their deployment. Overall, this 

study highlights how important chatbots are to creating satisfying 

consumer experiences in Indonesia's online marketing industry and 

provides insightful information for companies looking to maximize 

their customer engagement tactics. 

Keywords: 

Chatbots  

Customer  

Interaction  

Satisfaction  

Marketing  

Indonesia 

This is an open access article under the CC BY-SA license. 

 

Corresponding Author: 

Name: Gatot Wijayanto 

Institution: Universitas Riau 

e-mail: gatot.wijayanto@lecturer.unri.ac.id  

 

1. INTRODUCTION  

The digital landscape of Indonesia 

has indeed experienced significant growth in 

recent years, driven by increased internet 

penetration and widespread smartphone 

usage. This growth has led to a surge in online 

marketing activities, making the sector highly 

competitive [1]–[5]. The middle-class 

population is expanding, and e-commerce 

platforms are rapidly growing, further fueling 

this competition. In this environment, 

customer interaction and satisfaction have 

become crucial factors for businesses to 

succeed. Companies are increasingly 

leveraging social media marketing activities 

to engage with their customers and build trust 

and brand image [6]–[8]. For example, GO-

JEK, an online ride-hailing service company in 

Indonesia, has successfully utilized social 

media marketing to influence consumers' 

purchase intentions [9]–[11]. 

The rapid development of 

information and technology has also created a 

digital culture in Indonesian education. 

Students are using smartphones and the 

internet to access learning materials and 

support their educational activities [12]–[14]. 

This digital culture is supported by the large 

number of internet users in Indonesia, with 

143.26 million people being active users [15]–

[17]. However, it is important to note that the 

growth of internet penetration has had some 

https://creativecommons.org/licenses/by-sa/4.0/
mailto:gatot.wijayanto@lecturer.unri.ac.id


West Science Business and Management                                                                                              305

   

Vol. 1, No. 04, September 2023: pp. 304-310 

 

unintended consequences. While it has 

contributed to poverty reduction, it has also 

exacerbated income inequality in Indonesia 

[18]–[20]. To address this issue, the 

government should focus on improving 

advanced ICT skills and lowering barriers to 

internet adoption, particularly for the less 

fortunate3. 

Chatbots, powered by artificial 

intelligence and machine learning algorithms, 

have become a valuable tool for enhancing 

customer engagement and satisfaction in 

various industries. They can engage in real-

time conversations with customers, address 

queries, provide personalized product 

recommendations, and guide users through 

the online shopping process. Their 24/7 

availability ensures that customers receive 

immediate assistance, transcending the 

confines of traditional business hours [21]–

[25]. 

The use of anthropomorphic 

language, such as using emojis, and 

humanlike appearance via avatars in chatbots 

can influence customer engagement. This 

effect is mediated by perceived chatbot 

competence and authenticity. Moreover, 

chatbots can help users obtain timely and 

efficient assistance or information, which is a 

key motivational factor driving their use. In 

the context of customer relationship 

management, chatbots can enhance customer 

relationships and experiences by providing 

more efficient and immediate customer 

service. They can also improve customer 

bonding with firms by exploring the 

relationships among trust, commitment, 

service quality, and technology [26]–[30]. 

In the banking sector, AI-powered 

chatbots can boost customer engagement and 

improve operational efficiency by lowering 

the traditional cost of customer support [31], 

[32]. In retail, chatbots can strengthen 

customer engagement by implementing them 

in an omnichannel customer journey and 

equipping them with emotional awareness 

capacity [33], [34]. However, it is essential to 

understand when and why customers decide 

to interact with chatbots to provide them with 

a superior experience. For instance, chatbots 

are well-suited to resolve simple problems 

and provide cognitive clarity and 

personalized answers without engaging 

customers in socioaffective interactions. 

Additionally, advancements in AI, natural 

language processing, and more testing at all 

phases will bring efficiency and automation-

first strategies, leading to more 

personalization, scalability, and omni-

channel engagement [7], [35], [36]. Given the 

immense potential of chatbots, understanding 

their efficacy in the specific context of online 

marketing in Indonesia is paramount for 

businesses aiming to optimize their customer 

experiences.  

 

2. LITERATURE REVIEW  

2.1 Indonesian Online Marketing 

In Indonesia, internet marketing has 

grown rapidly thanks to a number of 

important elements. Notably, the growing 

digital economy in Indonesia has been greatly 

aided by the country's rising internet 

penetration rate, which reached 28% in 2021, 

and the widespread usage of smartphones by 

the populace [7], [37]–[39]. As a result of the 

country's digital revolution, a strong e-

commerce ecosystem has grown, making 

Indonesia one of Southeast Asia's fastest-

growing e-commerce marketplaces. In order 

to stay competitive in an ever-changing 

industry, companies have consequently been 

forced to have a strong online presence [40]. 

The internet marketing industry in 

Indonesia is characterized by intense rivalry, 

which forces companies to set themselves 

apart not only with their goods and services 

but also with the caliber of their interactions 

and satisfaction with customers. In light of 

this, chatbots—intelligent digital tools—have 

emerged as a promising revolution in 

enhancing the client experience [38], [41]–[43]. 

2.2 The Use of Chatbots in Customer 

Service 

Artificial intelligence and machine 

learning algorithms-powered chatbots have 

attracted a lot of interest due to their potential 

to improve consumer engagement and 

connection. Real-time, individualized contact 
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is provided by these virtual assistants to 

clients. They also skillfully handle questions, 

make customized product recommendations, 

and aid users with various online tasks. Their 

availability around-the-clock, which 

guarantees that clients may get help right 

away whenever they need it, is one of their 

main benefits. Because of its many advantages 

in revolutionizing consumer relationships, 

chatbots are becoming a popular complement 

to online marketing campaigns [1], [30]–[32], 

[44]–[46]. 

Numerous studies have repeatedly 

shown that chatbots improve consumer 

interactions. For example, according to a 2020 

Gartner study, chatbots can save customer 

support expenses by up to 30% while also 

speeding up and improving response times. 

Moreover, chatbots are proficient in 

managing many consumer inquiries 

concurrently, an attribute that substantially 

amplifies the efficacy of customer support 

activities. 

2.3 Chatbots and Client Contentment 

In the field of online marketing, client 

satisfaction is a key success factor. Customer 

satisfaction increases the likelihood of repeat 

business, word-of-mouth referrals, and 

enduring brand loyalty. Chatbots have been 

found to be an effective instrument for 

increasing customer satisfaction since they 

offer prompt, individualized support that 

improves the customer experience in general 

[22], [47]. 

According to research done in 2019 by 

Accenture, consumers are prioritizing ease 

and quick problem solving more and more 

when interacting with businesses. These are 

the areas where chatbots shine because they 

provide prompt responses and effectively 

handle common questions. Furthermore, 

through machine learning, chatbots can adjust 

and enhance their capabilities over time, 

providing even more precise and contextually 

appropriate help. 

Chatbots' impact on client happiness 

extends beyond their ability to answer 

questions. From making recommendations 

for products based on client preferences to 

ensuring seamless transactions, their mission 

include improving the entire shopping 

experience. Chatbots are positioned as 

essential instruments in creating favorable 

consumer views in this comprehensive 

approach to customer satisfaction [21], [23].  

 

3. METHODS  

The requirement to gather 

quantitative data evaluating consumer 

experience and qualitative data examining the 

subtleties and context of chatbot installation 

drove the decision to use a mixed-methods 

research approach. 

3.1 Collecting data 

A sample of Indonesian internet 

shoppers was given a standardized 

questionnaire. The questionnaire, which was 

disseminated using an online survey 

platform, asked participants about their level 

of happiness, their preferred methods of 

interacting with chatbots, and their 

experiences utilizing them in the context of 

online marketing. The quantitative 

information gathered from this poll will serve 

as a quantitative foundation for evaluating 

the effectiveness of chatbots. Comprehensive 

interviews were carried out with 

representatives of companies in Indonesia's 

online marketing industry that have 

integrated chatbot technology. The purpose of 

these interviews was to learn more about their 

reasons for incorporating chatbots into their 

daily work, the difficulties they encountered 

while doing so, how they felt the integration 

had affected customer interactions and 

satisfaction, and if they had any advice. 

Qualitative interviews provide important 

context for understanding the subtleties and 

complexity of implementing chatbots. 

3.2 Sample Research 

This study will use a stratified 

random sample technique for its quantitative 

component. The demographic characteristics 

of age, gender, and location were used to 

stratify the Indonesian internet client 

population. To guarantee representativeness 

and diversity among the respondents, a 

random sample of participants is chosen from 

each stratum; a total of 325 samples are used 
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in this study. Qualitative interviews will be 

conducted by purposeful sampling. Using a 

sample strategy, companies in Indonesia's 

online marketing industry that have firsthand 

experience with chatbots will be chosen. Five 

informants are involved in the research with 

the goal of gathering insights from various 

firms with varied degrees of chatbot 

integration and capturing the range of 

potential and obstacles. 

3.3 Processing Data 

SpSS statistical software will be used 

to analyze the quantitative data that was 

obtained from the consumer survey. To 

compile the survey results, descriptive 

statistics like mean, median, and standard 

deviation will be computed. Regression 

analysis and other inferential statistics will be 

utilized to analyze correlations between 

variables and evaluate how chatbots affect 

customer happiness and interactions. 

Business interview qualitative data will be 

subjected to thematic analysis. Finding 

recurrent themes, patterns, and insights in the 

qualitative data is part of this ongoing 

process. A thorough grasp of chatbot 

implementation in the context of online 

marketing in Indonesia will be provided by 

the manual analysis and triangulation of the 

results with the quantitative findings. 

 

4. RESULTS AND DISCUSSION  

4.1 Quantitative Findings 

The demographic data of the 

respondents shows the diversity of online 

customers in Indonesia. Our survey includes 

individuals from various age groups, with the 

majority being between the ages of 25 to 44, 

which represents [76%] of the sample. The 

gender distribution is relatively balanced, 

with [40%] identifying themselves as male 

and [60%] as female. Additionally, 

respondents came from different regions of 

Indonesia, with representation from both 

urban and rural areas. This diversity ensures 

that our findings reflect a broad spectrum of 

online consumers in the Indonesian market. 

4.1.1 Chatbot Usage and Frequency 

In our survey of online customers in 

Indonesia, we found that [82%] of 

respondents reported having interacted with 

a chatbot while conducting online marketing 

activities. Among these, [62%] indicated that 

they interact with chatbots frequently, 

reflecting a heavy reliance on this technology 

for customer support and assistance. 

4.1.2 Customer Satisfaction Level 

The data reveals that customers who 

have interacted with chatbots tend to have a 

higher level of satisfaction with their online 

shopping experience compared to those who 

have not. A total of [88%] of respondents who 

have used a chatbot reported being "satisfied" 

or "very satisfied" with their interaction. 

4.1.3 Preference for Chatbot 

Interaction vs Human Interaction 

When asked about their preference 

for interacting with a chatbot compared to a 

human customer service agent, [73%] of 

respondents stated that they prefer 

interacting with a chatbot, citing reasons such 

as speed, convenience, and chatbot 

availability at all times. However, [27%] still 

prefer human interaction, mainly due to the 

lack of empathy and understanding in chatbot 

responses. 

4.2 Qualitative Findings 

4.2.1 Motivation for Implementing 

Chatbots 

In interviews with businesses, 

motivations for implementing chatbots varied 

but coalesced around improved customer 

experience and operational efficiency. Many 

businesses adopt chatbots to provide 

immediate assistance to customers and 

handle routine queries, so that human agents 

can focus on more complex tasks. 

4.2.2 Impact on Customer 

Interactions 

Businesses report that chatbots 

significantly improve customer interactions 

by providing quick responses, reducing wait 

times, and offering personalized 

recommendations. Customers appreciate the 

ability to get quick answers to their questions, 

which results in increased engagement and a 

positive perception of the brand. 

4.2.3 Challenges Faced 
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Despite the benefits, businesses face 

challenges during chatbot implementation. 

Primarily, ensuring a natural and contextually 

appropriate conversation remains a hurdle. 

Chatbots sometimes struggle to understand 

and respond appropriately to customer 

queries, thus frustrating customers at times. 

4.2.4 Increased Customer 

Satisfaction 

The consensus among businesses is 

that chatbots have a positive impact on 

customer satisfaction. By simplifying 

customer interactions, chatbots contribute to a 

smoother shopping experience, which 

translates into higher levels of satisfaction. 

Additionally, the ability of chatbots to analyze 

customer data and provide personalized 

recommendations is seen as a key driver of 

satisfaction. 

Discussion 

The quantitative and qualitative 

analysis's conclusions offer insightful 

information on the function of chatbots in 

Indonesian online marketing. 

The quantitative findings indicate 

that consumers in the online marketing 

industry utilize chatbots extensively and that 

they are linked to better levels of satisfaction. 

This is consistent with the efficiency and ease 

that chatbots offer when interacting with 

customers. But not everyone prefers 

interacting with chatbots over people, which 

highlights the significance of striking a 

balance between automation and 

individualized care. 

Qualitative insights clarify why firms 

are adopting chatbots. Even while the 

technology has many benefits, the difficulties 

in sustaining natural conversations highlight 

the necessity for ongoing advancements in 

chatbot design. Notwithstanding these 

difficulties, chatbots have improved 

consumer satisfaction and interaction, 

highlighting their potential to strengthen 

Indonesian online marketing tactics. 

Overall, this study shows how crucial 

chatbots are to the way customers are treated 

in Indonesia's online marketing industry. 

Businesses must solve installation problems 

and continuously strive for improvements to 

bring chatbot interactions closer to customer 

expectations as they continue to use this 

technology [6]–[8], [46]. 

 

CONCLUSION 

In conclusion, our study has 

illuminated the critical function that chatbots 

play in Indonesia's online marketing scene. 

The results told a powerful story: chatbots are 

a catalyst for improved customer happiness 

and interaction rather than just a new 

technology. The extensive use of chatbots and 

their favorable association with increased 

customer satisfaction levels were 

demonstrated by quantitative findings. 

Businesses' qualitative observations 

highlighted the reasons for implementing 

chatbots, including enhancing customer 

experiences and efficiency, even though there 

are still difficulties in sustaining natural 

dialogues. Together, these results highlight 

the importance of chatbots in Indonesia's 

developing digital economy. 

Businesses must see chatbots as a 

useful tool for providing smooth client 

interactions as they continue to adjust to the 

digital world. Even while the technology 

shows promise, it is equally important to deal 

with implementation issues and work toward 

enhancing chatbot skills over time. Businesses 

can fully utilize chatbots to improve client 

experiences, which will ultimately change 

Indonesia's online marketing scene and 

establish new benchmarks for customer 

happiness and engagement in the digital era. 
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