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ABSTRAK

FARREL HAIKAL AKBAR. Pengaruh Mediasi Interactional Justice antara
Human Agent dan Robot Agent pada Hubungan Deep Acting dan Kepuasan
Pelanggan. Dibimbing oleh ARIF IMAM SUROSO dan KHAIRIYAH KAMILAH.

Meningkatnya interaksi pelanggan dengan layanan e-commerce yang
berpotensi menimbulkan kegagalan layanan sehingga diperlukan strategi service
recovery yang efektif. Penelitian ini bertujuan menganalisis pengaruh deep acting
terhadap interactional justice dan kepuasan pelanggan, menguji peran mediasi
interactional justice, serta membandingkan persepsi pelanggan terhadap human
agent dan robot agent dalam proses service recovery. Penelitian menggunakan
pendekatan kuantitatif eksplanatori dengan metode Structural Equation Modeling-
Partial Least Squares (SEM-PLS) dan paired samples t-test pada 190 responden
pengguna layanan e-commerce di Indonesia. Hasil penelitian menunjukkan bahwa
deep acting berpengaruh positif dan signifikan terhadap interactional justice pada
kedua jenis agen layanan, dan interactional justice terbukti memediasi hubungan
antara deep acting dan kepuasan pelanggan secara penuh (full mediation). Selain
itu, tidak ditemukan perbedaan persepsi interactional justice yang signifikan antara
human agent dan robot agent dalam konteks layanan digital berbasis teks.

Kata kunci: deep acting, human agent, interactional justice, kepuasan pelanggan,
robot agent

ABSTRACT

FARREL HAIKAL AKBAR. The Mediating Effect of Interactional Justice
Between Human Agent and Robot Agent on the Relationship Between Deep Acting
and Customer Satisfaction. Supervised by ARIF IMAM SUROSO and
KHAIRIYAH KAMILAH.

Increased customer interaction with e-commerce services, which raises the
risk of service failure and the need for effective service recovery strategies. This
study aims to analyze the effect of deep acting on interactional justice and customer
satisfaction, examine the mediating role of interactional justice, and compare
customer perceptions of human agents and robot agents in service recovery. A
quantitative explanatory approach was employed using Structural Equation
Modeling-Partial Least Squares (SEM-PLS) and paired samples t-test involving
190 respondents who used e-commerce services in Indonesia. The results indicate
that deep acting has a positive and significant effect on interactional justice for both
types of service agents, and interactional justice fully mediates the relationship
between deep acting and customer satisfaction. Furthermore, no significant
difference in interactional justice perception was found between human agents and
robot agents in the context of text-based digital services.

IKeywords: customer satisfaction, deep acting, human agent, interactional justice,
robot agent
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