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ABSTRACT 

This study aims to identify and provide an analysis of the relationship between 
Customer Satisfaction and Brand Experience with the Brand Preference for 
Ventela and Converse shoe products. The sample used in this study were 173 
respondents, both male and female, with criteria that were owned by users of 
Ventela or Converse shoes and also the age range of 19-40 years. Sampling using 
incidental sampling technique. In data collection, researchers used three 
measuring tools, namely customer satisfaction scale (3 items), brand experience 
(8 items) and brand preference (6 items). Analysis techniques to test hypotheses 
using Spearman's rho technique. The results show that there is a significant 
relationship between customer satisfaction and brand preference with a value of r 
= 0.274; p = 0.000 and a significant relationship was also found between brand 
experience and brand preference with a value of r = 0.561; p = 0.000. Additional 
findings from this study are there is a difference in customer satisfaction between 
Ventela and Converse users with a value of t = 2.489; p = 0.014, besides that there 
is a difference between brand preference between Ventela and Converse users with 
a value of t = 2.561; p = 0.011, then found differences in customer satisfaction 
based on age with a value of F = 2.459; p = 0.015 and the difference in brand 
preference based on the department with a value of F = 2.402; p = 0.007. 
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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui serta memberikan analisis terkait 

hubungan antara Customer Satisfaction dan Brand Experience dengan Brand 
Preference produk sepatu Ventela dan Converse. Sampel yang digunakan dalam 

penelitian ini sebanyak 173 responden baik laki-laki maupun perempuan dengan 

kriteria yang dimiliki ialah pengguna sepatu Ventela atau Converse dan juga 

rentang usia 19 - 40 tahun. Pengambilan sampel menggunakan teknik incidental 
sampling. Dalam pengambilan data, peneliti menggunakan tiga alat ukur, yaitu 

skala customer satisfaction (3 item), brand experience (8 item) dan brand 
preference (6 item). Teknik Analisa untuk menguji hipotesis menggunakan teknik 

spearman rho’s. Hasil menunjukkan bahwa terdapat hubungan yang signifikan 

antara customer satisfaction dengan brand preference dengan nilai r = 0,274 ; p = 

0.000 dan hubungan yang signifikan juga ditemukan antara brand experience 
dengan brand preference dengan nilai r = 0.561 ; p = 0.000. Temuan Tambahan 

dari penelitian ini adalah terdapat perbedaan customer satisfaction antara pengguna 

Ventela dan Converse dengan nilai t = 2,489 ; p = 0,014, selain itu terdapat 

perbedaan antara brand preference antara pengguna Ventela dan Converse dengan 

nilai t = 2,561 ; p = 0.011, kemudian ditemukan perbedaan customer satisfaction 

berdasarkan usia dengan nilai F = 2.459 ; p = 0.015 dan perbedaan brand 
preference berdasarkan jurusan dengan nilai F = 2,402 ; p = 0,007. 
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Ventela, Converse
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