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ABSTRAK

Kepuasan pelanggan sangat penting dalam sebuah perusahaan dengan
berkembangnya dunia usaha saat ini. Oleh sebab itu, mengukur tingkat kepuasan
pelanggan sangatlah penting karena akan memberikan banyak manfaat untuk
menambah perkembangan pada usaha tersebut. Brand image adalah citra atau
persepsi yang dibentuk oleh para konsumen mengenai suatu merek dari poduk
tertentu. Tujuan penelitian ini adalah Untuk mengetahui apakah Brand Image,
Customer Experience, dan Brand Image serta Customer Experience berpengaruh
terhadap kepuasan pelanggan Vcoofficial.id.

Penelitian ini menggunakan metode penelitian kuantitatif. Populasi yang
digunakan dalam penelitian ini adalah seluruh konsumen yang tidak diketahui
secara pasti dan telah melakukan pembelian di Store Vcoofficial.id. maka teknik
pengumpulan data yang digunakan dalam penelitian ini diantaranya
kuisioner/angket dan dokumentasi.

Berdasarkan penelitian yang telah dilakukan dapat simpulkan Brand Image tidak
berpengaruh terhadap kepuasan pelanggan di Vcoofficial.id, dibuktikan dengan
thitung 5,533 < twper 1,989. Customer Experience berpengaruh terhadap kepuasan
pelanggan di Vcoofficial.id, dibuktikan dengan thiwung 13,712 > tape 1,989. Brand
Image dan Customer Experience berpengaruh secara bersama-sama (simultan)
terhadap kepuasan pelanggan konsumen di Vcoofficial.id, dibuktikan dengan
fhitung 108,794 > ftabel 3,09.

Kata Kunci: Brand Image, Customer Experience, Kepuasan Pelanggan
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#THE EFFECT OF BRAND IMAGE AND CUSTOMER EXPERIENCE
ON CUSTOMER SATISFACTION
(Case Study At Vcoofficial.ld Store In Talang Padang)

Arif Budiman
Faculty of Economics and Business

ABSTACT

Customer satisfaction is very important in a company with the development of the
business world today. Therefore, measuring the level of customer satisfaction is
very important because it will provide many benefits to increase the development
of the business. Brand image is an image or perception formed by consumers
about a brand of a particular product. The purpose of this study is to determine
whether Brand Image, Customer Experience, and Brand Image and Customer
Experience affect customer satisfaction at Vcoofficial.id.

This study uses a quantitative research method. The population used in this study
were all consumers who were not known for certain and had made purchases at
the Vcoofficial.id Store. so the data collection techniques used in this study
include questionnaires and documentation.

Based on the research that has been done, it can be concluded that Brand Image
affects customer satisfaction at Vcoofficial.id, as evidenced by t count -5,533 < t
table 1.989. Customer Experience affects customer satisfaction at Vcoofficial.id,
as evidenced by t count 13.712> t table 1.989. Brand Image and Customer
Experience have a simultaneous effect on consumer customer satisfaction at
Vcoofficial.id, as evidenced by fcount 108.794 > ftable 3.09.

Keywords: Brand Image, Customer Experience, Customer Satisfaction
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