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ABSTRAK

KANESHIA ACHMADI. Membangun Customer Engagement dan Meningkatkan
Intention to Use Aplikasi Bank Digital Melalui CSR, Sustainability Marketing, dan

Employee Advocacy. Bisnis Digital, Fakultas Ekonomi dan Bisnis, Universitas

Negeri Jakarta, 2025.

Perkembangan pesat dalam sektor perbankan digital menuntut perusahaan untuk
tidak hanya mengandalkan inovasi teknologi, tetapi juga membangun hubungan
emosional dan nilai berkelanjutan bagi konsumennya. Penelitian ini bertujuan
untuk menguji pengaruh persepsi terhadap Corporate Social Responsibility (CSR),
Sustainability Marketing, dan Employee Advocacy terhadap Customer Engagement
dan Intention to Use aplikasi bank digital, khususnya pada konsumen di Indonesia.
Pendekatan penelitian yang digunakan adalah kuantitatif dengan teknik
pengumpulan data melalui penyebaran kuesioner daring menggunakan Google
Form. Data dikumpulkan dari 250 responden dan dianalisis dengan tekmik
Structural Equation Modeling (SEM). Hasil penelitian menunjukkan bahwa CSR,
Sustainability Marketing, dan Employee Advocacy secara signifikan berpengaruh

terhadap Customer Engagement maupun Intention to Use.

Kata Kkunci: Customer Engagement, Intention to Use, Corporate Social

Responsibility (CSR), Sustainability Marketing, Employee Advocacy, Bank Digital.



ABSTRACT

KANESHIA ACHMADI. Building Customer Engagement and Increasing
Intention to Use Digital Banking Applications through CSR, Sustainability
Marketing, and Employee Advocacy. Digital Business, Faculty of Economics and

Business, Universitas Negeri Jakarta, 2025.

The rapid development of the digital banking sector requires companies not only to
rely on technological innovation but also to build emotional connections and
deliver sustainable value to consumers. This study aims to examine the influence of
perceived Corporate Social Responsibility (CSR), Sustainability Marketing, and
Employee Advocacy on Customer Engagement and Intention to Use digital banking
applications, particularly among Indonesian consumers. This research employs a
quantitative approach, with data collected through an online survey using Google
Forms. A total of 250 responses were obtained and analyzed using the Structural
Equation Modeling (SEM) technique. The findings reveal that CSR, Sustainability
Marketing, and Employee Advocacy have a significant positive effect on both

Customer Engagement and Intention to Use.
Keywords: Customer Engagement, Intention to Use, Corporate Social

Responsibility (CSR), Sustainability Marketing, Employee Advocacy, Digital
Banking.
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