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INTISARI

Penelitian ini bertujuan untuk menganalisis Analisis Pengalaman Nasabah Terhadap Kepuasan
Dimoderasi Digital Service Channel dan Dampaknya Pada Loyalitas Nasabah Bri Di Wilayah
Yogyakarta.

Penelitian ini menggunakan SPSS 25 dengan jumlah repsonden sample valid 205 responden.
Responden tersebut dipilih berdasarkan kriteria tertentu yaitu nasabah BRI yang menggunakan
Digital Service Channel yang berada di wilayah Yogyakarta. Metode analisis yang digunakan untuk
mengevaluasi hasil penelitian ini adalah Uji Statistik( Uji t dan uji F), Analisis Regresi Linear

Berganda, Moderated Regression Analysis (MRA), dan Regresi Linear Sederhana.

Hasil uji hipotesis menunjukkan bahwa pengalaman nasabah BRI dalam hal kegunaan secara
parsial tidak memiliki pengaruh terhadap kepuasan, namun jika dilakukan secara simultan
pengalaman nasabah BRI dalam hal kegunaan, kenyamanan, keamanan dan keterlibatan karyawan-
nasabah berpengaruh terhadap kepuasan. Selain itu jika pengalaman nasabah BRI dalam hal
kegunaan, kenyamanan, keamanan dan keterlibatan karyawan-nasabah dimoderasi oleh digital
service channel BRI memperkuat pengaruh terhadap kepuasan nasabah. Selanjutnya kepuasan

nasabah pengguna digital service channel BRI berpengaruh terhadap loyalitas nasabah BRI.

Kata Kunci: Pengalaman Nasabah, Kegunaan, Kenyamanan, Keamanan, Keterlibatan Karyawan-

Nasabah, Kepuasan, Loyalitas, Digital service channel
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ABSTRACT

This study aims to analyze Customer Experience Analysis of Digital Service Channel Moderated

Satisfaction and Its Impact on BRI Customer Loyalty in the Yogyakarta Region.

This study uses SPSS 25 with a valid sample of 205 respondents. The respondents were selected
based on certain criteria, namely BRI customers who use Digital Service Channels in the
Yogyakarta area. The analytical methods used to evaluate the results of this study are Statistical
Test (t test and F test), Multiple Linear Regression Analysis, Moderated Regression Analysis

(MRA), and Simple Linear Regression.

The results of the hypothesis test show that the experience of BRI customers in terms of usefulness
partially has no effect on satisfaction, but if carried out simultaneously BRI customer experiences
in terms of usefulness, convenience, security and employee-customer engagement have an effect on
satisfaction. In addition, if BRI's customer experience in terms of usefulness, convenience, security
and employee-customer engagement is moderated by BRI's digital service channel, it strengthens
the influence on customer satisfaction. Furthermore, customer satisfaction using BRI's digital

service channel has an effect on BRI customer loyalty.

Keywords: Customer Experience, Usefulness , Convenience, Security, Employee-Customer
Engagement, Satisfaction, Loyalty, Digital service channel
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