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MOTTO 
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ABSTRAK 
 
 

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh Customer-Brand 
Engagement terhadap Brand Satisfaction pada pengguna internet banking BNI di 
Surabaya dengan Online Brand Experience sebagai variabel mediasi. berdasarkan 
metode pengumpulan data penelitian ini menggunakan metode survei dimana 
peneliti mengajukan beberapa pertanyaan kepada responden berupa kuesioner. 
Penelitian ini melibatkan 104 responden yang menggunakan internet banking 
BNI. Sampling akan menggunakan teknik non-probability sampling dengan 
metode purposive sampling. Hasil penelitian menunjukkan bahwa Customer-
Brand Engagement berpengaruh signifikan terhadap Brand Satisfaction pada 
internet banking BNI di Surabaya. Selanjutnya, Online Brand Experience 
berpengaruh signifikan terhadap Brand Satisfaction pada internet banking BNI di 
Surabaya, dan Customer-Brand Engagement tidak berpengaruh signifikan 
terhadap Online Brand Experience pada internet banking BNI di Surabaya. Dalam 
penelitian ini, juga ditemukan bahwa Online Brand Experience tidak memediasi 
pengaruh Customer-Brand Engagement terhadap Brand Satisfaction pada internet 
banking BNI di Surabaya. 
 

Kata kunci : Customer-Brand Engagement, Online Brand Experience, Brand 
Satisfaction, Internet Banking. 
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ABSTRACT 
 

The purpose of this research is to determine the effect of Customer-Brand 
Engagement to Brand Satisfaction on internet banking users BNI in Surabaya 
with Online Brand Experience as a mediation variable. based on data collection 
method of this research using survey method where the researcher ask some 
question to respondent in the form of questioner. This study involved 104 
respondents who use internet banking BNI. Sampling will use non probability 
sampling technique with purposive sampling method. The results showed that 
Customer-Brand Engagement significantly affect to Brand Satisfaction on internet 
banking BNI in Surabaya. Furthermore, the Online Brand Experience 
significantly affects to Brand Satisfaction on BNI internet banking in Surabaya, 
and Customer-Brand Engagement has no significant effect to Online Brand 
Experience on BNI internet banking in Surabaya. In this research, also found that 
the Online Brand Experience does not mediate the influence of Customer-Brand 
Engagement to Brand Satisfaction on BNI internet banking in Surabaya. 
 

Key words : Customer-Brand Engagement, Online Brand Experience, Brand 
Satisfaction, Internet Banking. 
 


