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 PENGARUH CUSTOMER EXPERIENCE TERHADAP 

CUSTOMER SATISFACTION MELALUI LOYALTY 

INTENTION DAN WORD OF MOUTH PADA INTERNET 

BANKING PT. BANK INTERNASIONAL INDONESIA 

KANTOR CABANG PEMBANTU (KCP) GALAXY 

SURABAYA 

Adin Wahyudi Chandra 

ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh 

customer experience terhadap customer satisfaction melalui 

loyalty intention dan word of mouth pada internet banking PT. 

Bank Internasional Indonesia Kantor Cabang Pembantu (KCP) 

Galaxy Surabaya. 

Penelitian ini merupakan penelitian kausalitas dengan 

menggunakan metode non-probability sampling yaitu dengan 

metode purposive sampling. Penelitian ini menggunakan 

instrument yang digunakan berupa kuesioner yang dibagikan 

secara langsung kepada 200 orang responden, sehingga data 

primer dapat diperoleh secara langsung. Teknik analisis data 

yang digunakan yaitu analisis Structural Equation Modeling 

(SEM). 

Hasil analisis menunjukkan bahwa terdapat pengaruh 

Customer Experience terhadap Customer Satisfaction dalam 

penggunaan fasilitas internet banking pada BII KCP Galaxy  

Surabaya, terdapat pengaruh Customer Satisfaction terhadap 

Loyalty Intention dalam penggunaan fasilitas internet banking 

pada BII KCP Galaxy  Surabaya, terdapat pengaruh Customer 

Satisfaction terhadap Word of Mouth dalam penggunaan 

fasilitas internet banking pada BII KCP Galaxy  Surabaya, 

terdapat pengaruh Customer Experience terhadap Loyalty 

Intention melalui Customer Satisfaction dalam penggunaan 

fasilitas internet banking pada BII KCP Galaxy Surabaya, 

terdapat pengaruh Customer Experience terhadap Word of 
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Mouth melalui Customer Satisfaction dalam penggunaan 

fasilitas internet banking pada BII KCP Galaxy Surabaya. 

 

 

Kata kunci: Customer Experience, Customer Satisfaction, 

Loyalty Intention, Word of Mouth. 
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THE INFLUENCE OF CUSTOMER EXPERIENCE TO 

CUSTOMER SATISFACTION BY LOYALTY INTENTION 

AND WORD OF MOUTH ON INTERNET BANKING PT. 

BANK INTERNASIONAL INDONESIA BRANCH OFFICE 

(KCP) GALAXY IN SURABAYA 

Adin Wahyudi Chandra 

ABSTRACT 

The purpose of this research is to analyze the effect of 

customer experience to customer satisfaction by loyalty 

intention and word of mouth on internet banking PT. Bank 

Internasional Indonesia branch office (KCP) Galaxy Surabaya. 

This study is a causality research which use non-

probability sampling method by convience sampling method. 

This study used an instrument that used a questionnaire 

distributed to 200 respondents, so that primary data can be 

obtained directly. Data analysis techniques were used that 

analysis of Structural Equation Modeling (SEM). 

The results show that  direct influence from Customer 

Experience to Customer Satisfaction in using facility internet 

banking on BII KCP Galaxy  Surabaya, there direct influence 

from Customer Satisfaction to Loyalty Intention in using 

facility internet banking on BII KCP Galaxy  Surabaya, there 

direct influence  from Customer Satisfaction to Word of Mouth 

in using facility internet banking on BII KCP Galaxy  

Surabaya, there direct influence from Customer Experience to 

Loyalty Intention by Customer Satisfaction in using facility  

internet banking on BII KCP Galaxy Surabaya, there direct 

influence from Customer Experience to Word of Mouth by 

Customer Satisfaction in using facility internet banking on BII 

KCP Galaxy Surabaya. 

  

Keywords: Customer Experience, Customer Satisfaction, 

Loyalty Intention, Word of Mouth. 
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