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ABSTRAK

Penelitian ini diberi judul Analisis Pengaruh Product Involvement, Market Maven,
Perceived Risk Terhadap Post-Switching Negative Word Of Mouth Pada Provider
Lama Berpindah Ke Kartu As Telkomsel Di Kota Jember yang akan menjelaskan
seberapa besar pengaruh variabel Product involvement, Market Maven dan
Perceived Risk yang mempunyai peran dalam menciptakan ketidakpuasan/
dissatisfaction  pelanggan. Secara keseluruhan, variabel ketidakpusan/
dissatisfaction mempunyai peran dalam menciptakan berita negatif kepada
pelanggan yang mengalami berpindah-pindah provider/ Post-switching Negative
word of mouth (PNWOM). Pada penelitian ini menggunakan metode path
Analysis atau yang biasa disebut analisis jalur dengan menggunakan pendekatan
regresi linier berganda, alasan digunakan analisis jalur adalah untuk memudahkan
peneliti untuk mengetahui dan menganalisis pengaruh langsung, pengaruh tidak
langsung, dan total antar variabel yang bersangkutan.

Berdasarkan hasil penelitian dapat disimpulkan bahwa semua variabel product
involvement, market maven dan perceived risk terhadap dissatisfaction serta
variabel product involvement, market maven dan perceived risk dan
dissatisfaction terbukti signifikan.

Kata Kunci : Product involvement, Market maven, perceived risk,
dissatisfaction, Post-switching Negative Word of Mouth



ABSTRACT

This study entitled Analysis Effect of Product Involvement, Market Maven,
Perceived Risk Of Post-Switching Negative Word Of Mouth On Moving Into Old
Provider Telkomsel KartuAS In the city of Jember that will explain how big the
influence of product involvement variable, Market Maven and Perceived Risk of
having role in creating customer dissatisfaction. Overall, variable dissatisfaction
with a role in creating the negative news to customers who have moved provider /
Post-switching Negative word of mouth (PNWOM). In this study using the
method of path analysis or so-called path analysis using multiple linear regression
approach, the reasons used path analysis is to enable researchers to determine and
analyze the direct effect, indirect effect, and the total inter-related variables.

Based on the results of this study concluded that all the variables product
involvement, market Maven and perceived risk of dissatisfaction with product
involvement, market Maven and perceived risk and dissatisfaction proved
significant.

Keyword : Product involvement, Market maven, perceived risk, dissatisfaction,
Post-switching Negative Word of Mouth
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