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Abstract

This study aims to analyze the impact of implementing the Syva chatbot on customer satisfaction and sharia compliance
in digital services at KB Bank Syariah. Using a descriptive quantitative approach, data were collected through
questionnaires and interviews with customers and customer service staff. The results show that chatbot features (Al
capability, NLP, and responsiveness) have a significant effect on service quality, including reliability, ease of use, and
sharia compliance. High service quality subsequently increases customer satisfaction. This study also identifies a
literature gap by integrating User Experience (UX) and sharia compliance aspects in the context of digital Islamic banking
and provides recommendations for KB Bank Syariah to optimize the Syva chatbot service.
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INTRODUCTION

Islamic banking in Indonesia has grown rapidly since the establishment of Bank Muamalat
Indonesia in 1991. Consolidation and foreign acquisitions, such as the entry of South Korea’s KB
Financial Group which formed KB Bank Syariah, have further strengthened the industry. In the
digital era, customer service has become a key factor in creating customer satisfaction and loyalty.
However, challenges such as long queues, extended waiting times, and limited operating hours
are still frequently encountered.

Artificial Intelligence (AI) and chatbot technologies offer solutions to improve service efficiency.
KB Bank Syariah launched the Syva chatbot in 2024 as part of its digital transformation. Previous
studies indicate that chatbots can enhance customer satisfaction and operational efficiency;
however, specific studies on chatbots in Islamic banking—particularly those integrating User
Experience (UX) and sharia compliance—remain limited.

Therefore, this study focuses on evaluating the implementation of the Syva chatbot in improving
customer service, customer satisfaction, and compliance with sharia principles at KB Bank
Syariah.
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METHODS

This study employs a descriptive quantitative approach, with data collected through
questionnaires and interviews. The questionnaire was designed using a 1-5 Likert scale and
distributed to customers who use the Syva chatbot at KB Bank Syariah, while interviews were
conducted with customer service staff to obtain insights into the implementation and operational
challenges. The research population includes all customers who use the Syva chatbot, with the
sample selected through purposive sampling focused on active users.

The research instruments were tested for validity using the Pearson Product Moment
correlation via SPSS, and reliability testing was conducted using Cronbach’s Alpha coefficient,
where the instrument was considered reliable if a = 0.70. Data analysis was carried out using
descriptive statistical methods to calculate percentages, means, and frequency distributions.
Meanwhile, chatbot performance was measured using three main indicators: NLP accuracy
(calculated from the ratio of correct responses to total questions), average response time, and
user satisfaction levels based on questionnaire scores.

This study follows the stages of the Software Development Life Cycle (SDLC), which
include planning, analysis, design, development, testing, implementation, maintenance, and
evaluation. System requirement identification covers functional aspects such as text-based
interaction and integration with an FAQ database; non-functional aspects such as data security
and 24 /7 service availability; and user requirements involving customers, prospective customers,
and bank staff.
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FINDINGS AND DISCUSSION

The research findings indicate that the implementation of the Syva chatbot in KB Bank
Syariah’s digital services has had a positive impact on customer satisfaction and Sharia
compliance. Based on questionnaire data collected from 200 active customers who use the
chatbot, it was found that the majority of respondents (aged 25-45 years) felt assisted by the
chatbot in accessing general information. From a technical perspective, the Syva chatbot
demonstrated good performance, achieving an NLP accuracy rate of 87% in handling FAQ-related
inquiries, along with a fast average response time of 2.3 seconds. In terms of user satisfaction, the
average score obtained was 4.2 on a 1-5 Likert scale, with the highest indicators observed in ease
of use and response speed. Furthermore, interviews with customer service staff revealed that the
chatbot successfully reduced operational workload by up to 30% for routine inquiries, allowing
staff to focus more on services requiring human-centered and complex interactions.

In the discussion, these findings confirm that chatbot features—particularly Al
capabilities, natural language processing (NLP), and responsiveness—significantly influence the
quality of digital services. High service quality, encompassing reliability, ease of access, and
compliance with Sharia principles, was found to be a strong mediator in enhancing customer
satisfaction. These results are consistent with the proposed theoretical framework, in which a
well-designed chatbot not only improves efficiency but also strengthens customers’ perceptions
of the bank’s commitment to implementing Sharia values. However, the study also identified
several challenges, such as the chatbot’s limitations in handling contextual or emotional inquiries,
as well as the need for continuous database updates to ensure accurate and Sharia-compliant
responses. The implication is that the Syva chatbot has the potential to become a strategic tool in
the digital transformation of Islamic banking, provided it is supported by continuous
development, user training, and close integration with Sharia principles in every service
interaction.

38



Jurnal Sistekinfo 39

CONCLUSION

Based on the research findings and discussions that have been conducted, it can be
concluded that the implementation of the Syva chatbot in the digital services of KB Bank Syariah
has a positive influence on improving customer satisfaction and sharia compliance. The Syva
chatbot has proven to be effective in enhancing customer service through fast response times
(average 2.3 seconds), high accuracy (87%), and ease of use as perceived by customers.
Additionally, the integration of sharia principles in the chatbot’s design and content strengthens
customer trust in the bank’s commitment to upholding sharia values. However, this study also
identifies limitations of the chatbot in handling complex and contextual inquiries, indicating the
need for continuous development, particularly in natural language processing (NLP) capabilities
and knowledge base updates. Overall, the Syva chatbot can serve as a strategic solution in
supporting the digital transformation of sharia banking, provided that service optimization is
continually pursued through user training, regular monitoring, and synergy between Al
technology and sharia principles.Future research should prioritize pollution-resilient datasets for
edge devices, lightweight Deep RL variants for real-time operation, and integration with smart
city platforms linking energy optimization to environmental monitoring. By pursuing these
directions, IoT energy management can evolve from isolated node optimization to scalable
infrastructure for sustainable urban ecosystems and public health protection.

39



40| Nurul Izzah Ahlam, Mohammad Givi Efgiva

REFERENCES

Akbar Norrahman, R., Islam Negeri Antasari, U., ] Ahmad Yani NoKm, B., Bunga, K., Banjarmasin
Tim, K., Banjarmasin, K., & Selatan, K. (n.d.). THE EFFECT OF USING ARTIFICIAL
INTELLIGENCE ON CUSTOMER TRUST ON SHARIA BANK SERVICES IN INDONESIA (Vol. 02).

Alfarizi, M. (2023). Interaction of Customer Satisfaction and Retention of Digital Services: PLS
Evidence From Indonesian Sharia Banking. International Journal of Islamic Economics and
Finance (IJIEF), 6(1). https://doi.org/10.18196/ijief.v6i1.16824

Chen, J., Tam, D., Raffel, C,, Bansal, M., & Yang, D. (n.d.). An Empirical Survey of Data Augmentation
for Limited Data Learning in NLP. https://doi.org/10.1162 /tacl

Eka Sri Wahyuni, Ayu Yuningsih, Yosy Arisandy: Managing customer service through artificial
intelligence-driven chatbot systems in Islamic Banking institutions 97. (2025).
https://doi.org/10.26740/al-uqud.vOn1.p96-104

Feng, S. Y. Gangal, V., Wei, ], Chandar, S., Vosoughi, S., Mitamura, T., & Hovy, E. (n.d.). A Survey of
Data Augmentation Approaches for NLP. https://github.com/styfeng/DataAug4NLP.

Hamadou, 1., Yumna, A., Hamadou, H., & Jallow, M. S. (2024). Unleashing the power of artificial
intelligence in Islamic banking: A case study of Bank Syariah Indonesia (BSI). Modern
Finance, 2(1), 131-144. https://doi.org/10.61351/mfv2i1.116

Isnaini, H. H.,, & Tulasmi, T. (2024). Analysis of factors affecting the satisfaction of using Aisyah
BSI Chatbot using UTAUT 2 Theory. Journal of Islamic Economics Lariba, 10(2), 1021-1042.
https://doi.org/10.20885 /jielariba.vol10.iss2.art21

Kiela, D., Bartolo, M., Nie, Y., Kaushik, D., Geiger, A., Wu, Z., Vidgen, B., Prasad, G., Singh, A., Ringshia,
P., Ma, Z, Thrush, T., Riedel, S., Waseem, Z., Stenetorp, P., Jia, R, Bansal, M., Potts, C., &
Williams, A. (2021). Dynabench: Rethinking Benchmarking in NLP.
http://arxiv.org/abs/2104.14337

Kurniatul FilKurniatul Fil Khoirin, Khodijah Ishak, Muhammad Ise Selamat, & Uswatul Hasanah.
(2023). Influence of Customer Service on Customer Satisfaction Indonesian Sharia Bank KCP
Bengkalis. International Journal of Integrative Sciences, 2(7), 1043-1056.
https://doi.org/10.55927 /ijis.v2i7.5158

Ltifi, M. (2023). Trust in the chatbot: a semi-human relationship. Future Business Journal, 9(1).
https://doi.org/10.1186/s43093-023-00288-z

Mittal, V., Han, K., Frennea, C., Blut, M., Shaik, M., Bosukonda, N., & Sridhar, S. (2023). Customer
satisfaction, loyalty behaviors, and firm financial performance: what 40 years of research
tells us. Marketing Letters, 34(2), 171-187. https://doi.org/10.1007/s11002-023-09671-w

Nguyen, H. M., Ho, T. K. T., & Ngo, T. T. (2024). The impact of service innovation on customer
satisfaction and customer loyalty: a case in Vietnamese retail banks. Future Business Journal,
10(1). https://doi.org/10.1186/s43093-024-00354-0

Pratama, R. &, Sardiana, A. ;, & Sardiana, A. (n.d.). THE INFLUENCE OF SERVICE QUALITY AND THE
APPLICATION OF ISLAMIC VALUES ON CUSTOMER SATISFACTION IN ISLAMIC BANK, A STUDY
OF CUSTOMERS IN SUKMAJAYA SUB-DISTRICT RAKHA PRATAMA.

Sahata Sitanggang, A., Syafariani, R. F., Sari, F. W.,, Wartika, W., & Hasti, N. (2023). Relation of
Chatbot Usage Towards Customer Satisfaction Level in Indonesia. International Journal of

40



Jurnal Sistekinfo 41

Advances in Data and Information Systems, 4(1), 86-96.
https://doi.org/10.25008/ijadis.v4i1.1261

Sain, Z., & Adinugraha, H. H. (2025). Artificial Intelligence and Islamic Finance: Enhancing Sharia
Compliance and Social Impact in Banking 4.0. Journal of Business Management and Islamic
Banking, 025-046. https://doi.org/10.14421/jbmib.2025.0401-03

Sasmita, W. M. H., Sumpeno, S., & Rachmadi, R. F. (2025). Improving Government Helpdesk
Service With an Al-Powered Chatbot Built on the Rasa Framework. Jurnal RESTI, 9(2), 393-
403. https://doi.org/10.29207 /resti.v9i2.6293

Sworna, Z. T., Urzedo, D., Hoskins, A.]., & Robinson, C.]. (2024). The ethical implications of Chatbot
developments for conservation expertise. Al and Ethics, 4(4), 917-926.
https://doi.org/10.1007 /s43681-024-00460-3

Tedjokusumo, C., & R. Murhadi, W. (2023). Customer satisfaction as a mediator between service
quality and customer loyalty: a case study of Bank Central Asia. Jurnal Siasat Bisnis, 156-170.
https://doi.org/10.20885/jsb.vol27.iss2.art3

Yuda Pramana, Maria Apsari Sugiat, & Anton Mulyono Azis. (2024). Evaluation of Customer
Satisfaction on Indonesian Banking Chatbot Services After the COVID-19 Pandemic. JKBM
(JURNAL KONSEP BISNIS DAN MANAJEMEN), 11(1), 1-13.
https://doi.org/10.31289/jkbm.v11i1.12590

Gursoy, D., Chi, O. H,, Ly, L., & Nunkoo, R. (2021). Consumers acceptance of artificially intelligent
(AI) device use in service delivery. International Journal of Information Management, 59,
102320.
https://doi.org/10.1016/].ijinfomgt.2020.102320

41


https://doi.org/10.1016/j.ijinfomgt.2020.102320

