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ABSTRACT

Intelligent Agent is a program of making decisions or providing services
according to the user's environment, input, and experiences. Chatbot is a type of
intelligent agents used in selling insurance and providing customer policy services.
The objective of this research is to study factors related to the intention to purchase
insurance by Intelligent Agent. It is quantitative research that uses the Service Robot
Acceptance Model (SRAM), consisting of factors such as Perceived Ease of Use,
Perceived Usefulness, Perceived Humanness, Perceived Social Presence, Trust in
Intelligent Agent, and Rapport to study the factors influencing acceptance of
Intelligent Agents in the context of human-computer interaction. Additionally, Factors
of Customization and Information Richness were studied to expand the scope of this
model's usage. The researcher collected 206 questionnaire responses, divided into
two groups: life insurance consumers and non-life insurance consumers, with 103
responses each, and analyzed the data using statistical analysis software.

The research findings show that factors, Perceived Social Presence and

Customization, affect the intention to purchase insurance by Intelligent Agent.
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On the other hand, Perceived Ease of Use, Perceived Usefulness, Perceived
Humanness, Trust in Intelligent Agent, and Information Richness do not influence the
intention to purchase insurance by Intelligent Agent. Additionally, both life insurance
consumers and non-life insurance consumers influence the relationship between
Perceived Ease of Use, Perceived Usefulness, Perceived Humanness, Perceived Social
Presence, Trust in Intelligent Agent, Rapport, Customization, Information Richness, and

intention to purchase insurance by Intelligent Agent.
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