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ABSTRAK 

Judul skripsi ini adalah “Pengaruh Pengalaman Pengguna dan Kepercayaan 

Terhadap Customer Engagement dengan Kepuasan Nasabah Sebagai Variabel 

Mediasi Pada Pengguna BYOND by BSI Mahasiswa UIN Imam Bonjol 

Padang”. Disusun oleh Januari Enjelina dengan NIM 2216050067, Program Studi 

Perbankan Syariah, Fakultas Ekonomi dan Bisnis Islam, Universitas Islam Negeri 

(UIN) Imam Bonjol Padang. Transformasi digital di industri perbankan syariah 

mendorong integrasi layanan keuangan melalui aplikasi mobile banking, seperti 

BYOND by BSI. Meskipun adopsi teknologi terus meningkat, tantangan utama 

perbankan adalah membangun keterikatan nasabah secara berkelanjutan (customer 

engagement) yang tidak sekadar berfokus pada transaksi dasar. Penelitian ini 

bertujuan untuk menganalisis pengaruh pengalaman pengguna dan kepercayaan 

terhadap customer engagement, baik secara langsung maupun tidak langsung melalui 

kepuasan nasabah sebagai variabel mediasi pada pengguna aplikasi BYOND by BSI 

di kalangan mahasiswa UIN Imam Bonjol Padang. Pendekatan yang digunakan 

adalah kuantitatif dengan kerangka teoritis Stimulus-Organism-Response (S-O-R). 

Sampel penelitian berjumlah 96 responden mahasiswa aktif pengguna BYOND by 

BSI yang dipilih menggunakan teknik purposive sampling berdasarkan rumus 

Lemeshow. Data primer diperoleh melalui penyebaran kuesioner dan dianalisis 

menggunakan metode Structural Equation Modeling-Partial Least Squares (SEM-

PLS) dengan bantuan aplikasi SmartPLS. Hasil penelitian menunjukkan bahwa secara 

langsung, kepercayaan berpengaruh positif dan signifikan terhadap customer 

engagement, serta pengalaman pengguna dan kepercayaan berpengaruh positif dan 

signifikan terhadap kepuasan nasabah. Kepuasan nasabah juga terbukti berpengaruh 

positif dan signifikan terhadap customer engagement. Sebaliknya, pengalaman 

pengguna tidak berpengaruh signifikan secara langsung terhadap customer 

engagement. Uji mediasi mengungkapkan bahwa kepuasan nasabah memediasi penuh 

(full mediation) pengaruh pengalaman pengguna terhadap customer engagement, 

serta memediasi sebagian (partial mediation) pengaruh kepercayaan terhadap 

customer engagement. Temuan ini menegaskan bahwa untuk meningkatkan 

keterikatan nasabah, peningkatan pengalaman pengguna dan kepercayaan harus 

diimbangi dengan pemenuhan kepuasan nasabah secara optimal.  

Kata kunci: BYOND by BSI, Kepercayaan, Kepuasan Nasabah, Customer 

Engagement, Pengalaman Pengguna. 
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ABSTRACT 

The title of this thesis is “The Influence of User Experience and Trust on 

Customer Engagement with Customer Satisfaction as a Mediating Variable among 

BYOND by BSI Users of Students at UIN Imam Bonjol Padang”. This research was 

conducted by Januari Enjelina with Student ID Number 2216050067, Sharia Banking 

Study Program, Faculty of Islamic Economics and Business, State Islamic University 

(UIN) Imam Bonjol Padang. Digital transformation in the Islamic banking industry 

encourages the integration of financial services through mobile banking applications, 

such as BYOND by BSI. Although technology adoption continues to increase, the 

main challenge for the banking industry is to build sustainable customer engagement 

that does not merely focus on basic transactions. This study aims to analyze the 

influence of user experience and trust on customer engagement, both directly and 

indirectly through customer satisfaction as a mediating variable among BYOND by 

BSI application users at UIN Imam Bonjol Padang. The approach used in this study is 

quantitative with the Stimulus-Organism-Response (S-O-R) theoretical framework. 

The research sample consisted of 96 active student respondents who use BYOND by 

BSI, selected using purposive sampling based on the Lemeshow formula. Primary 

data were obtained through questionnaire distribution and analyzed using the 

Structural Equation Modeling-Partial Least Squares (SEM-PLS) method with the 

assistance of SmartPLS software. The results showed that, directly, trust has a 

positive and significant effect on customer engagement, while user experience and 

trust have a positive and significant effect on customer satisfaction. Customer 

satisfaction was also found to have a positive and significant effect on customer 

engagement. In contrast, user experience does not have a significant direct effect on 

customer engagement. The mediation test revealed that customer satisfaction fully 

mediates (full mediation) the effect of user experience on customer engagement and 

partially mediates (partial mediation) the effect of trust on customer engagement. 

These findings confirm that to increase customer engagement among, improvements 

in user experience and trust must be accompanied by optimal fulfillment of customer 

satisfaction. 

Keywords: BYOND by BSI, Trust, Customer Satisfaction, Customer Engagement, 

User Experience 
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