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Andre Juananta
Jurusan Manajemen, Fakultas Ekonomi, Universitasée
ABSTRAKSI

Tujuan dari penelitian ini adalah untuk menguji gemuh customer
satisfactiondan switching costsertatrust in brandterhadapcustomer retention
kartu prabayasimPATI di Kota Jember. Sampel yang terpilih sebe&4r drang
yang tersebar di tiga Kecamatan kota yaitu; Kecamdatrang, Kecamatan
Sumber Sari, dan Kecamatan Kaliwates. Metalaplingyang digunakan adalah
purposive sampling Metode analisis data menggunak&tructural Equation
Model (SEM). Berdasarkan hasil penelitian bahveaistomer satisfaction
berpengaruh positif dan signifikan terhad&pst in brand kartu prabayar
SimPATI di Kota JemberSwitching costtidak berpengaruh positif dan tidak
signifikan terhadaprust in brandkartu prabayasimPATI di Kota JemberTrust
in brand berpengaruh positif dan signifikan terhadapstomer retentiorkartu
prabayasimPATI di Kota Jember.

Kata kunci :customer satisfaction, switching cost, trust inrmtadancustomer
retention
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Andre Juananta
The Management Department, the Faculty of Econadeimber University
ABSTRACT

The aim of this study was to examine the effeciusfomer satisfaction
and switching cost and trust in the brand of cusipmetention in the City of
prepaid cards simPATI Jember. Selected sample Of gebple spread across
three District cities, namely: District Patrang, ®rict Sumber Sari, and District
Kaliwates. Sampling methods using purposive sagphfethods of data analysis
using Structural Equation Model (SEM). Based on rbsults of research that
customer satisfaction has positive and signifidamact on trust in the brand of
prepaid cards simPATI in the Jember City. Switchtogt does not positive and
does not significant effect on trust in the brarigoepaid cards simPATI in the
Jember City. Trust in brands has positive and $igant impact on customer
retention in the City of prepaid cards simPATI Jemb

Key words: customer satisfaction, switching casisttin the brand, and customer

retention.



RINGKASAN

Pengaruh Customer Satisfaction dan Switching Cost serta Trust in Brand
Terhadap Customer Retention pada Pengguna Kartu Seluler Prabayar
SImPATI Di Kota Jember: Andre Juananta, 080810291088, 2012, 72 halaman,

Jurusan Manajemen, Fakultas Ekonomi, Universitas Jember.

Perusahaan dapat menciptakan retensi pelanggan dengan memberikan
kepuasan terhadap layanan yang diberikan kepada pelanggan dan menciptakan
kepercayaan terhadap merek, sehingga perusahaan dapat meningkatkan
profitabilitas. Semakin banyaknya penyedia jasa telekomunikasi yang ada maka
akan semakin ketat pula persaingan yang ada, sehingga operator seluler perlu
menciptakan kepuasan, kepercayaan terhadap merek dan harga peralihan guna
mengunci pelanggan untuk tetap loyal dan melakukan pembelian ulang terhadap
produk yang ditawarkan oleh produsen. Tujuan penelitian ini adalah untuk
menguji pengaruttustomer satisfactionlan switching costsertatrust in brand
terhadapcustomer retentiopengguna kartu seluler prabaganPATI.

Populasi dari penelitian ini adalah pengguna kartu seluler prabayar
simPATI di kota Jember. Sampel yang terpilih sebanyak 120 responden yang
tersebar di tiga kecamatan kota. Metoslmpling yang digunakan adalah
purposive samplingMetode analisis data menggunak&tructural Equation
Modeling(SEM). Hasil dari penelitian menunjukkan baheustomer satisfaction
berpengaruh positif dan signifikan terhadagst in brandpengguna kartu seluler
prabayarsimPATI di kota Jember. Hal ini berdasarkan hasil pengujian koefisien
jalur yang menunjukkan bahwa hipotesis pertama yang menyatakan bahwa
customer satisfactioberpengaruh positif dan signifikan terhadagst in brand
terbukti. Hasil ini dapat diartikan bahwa peningkataustomer satisfaction
pengguna kartu seluler prabaysimPATI akan meningkatkarrust in brand
pengguna kartu prabaysimPATI.

Switching cosberpengaruh negatif dan tidak signifikan terhattapt in

brand pengguna kartu seluler prabayarmPATI di kota Jember. Hal ini



berdasarkan hasil pengujian koefisien jalur yang menunjukkan bahwa hipotesis
yang kedua yang menyatakan bahswitching costberpengaruh positif dan
signifikan terhadaptrust in brand tidak terbukti atau ditolak. Hal ini dapat
diartikan semakin tinggswitching costyang ada akan menurunkanost in brand
pengguna kartu seluler prabaganPATI di kota Jember.

Trust in brand berpengaruh positif dan signifikan terhadepstomer
retention pengguna kartu seluler prabaysimPATI di kota Jember. Hal ini
berdasarkan hasil pengujian koefisien jalur yang menunjukkan bahwa hipotesis
ketiga yang menyatakan bahwast in brandberpengaruh positif dan signifikan
terhadapcustomer retentiorpengguna kartu seluler prabay@amPATI di kota
Jember terbukti. Hal ini dapat diartikan bahwa semakin titiggt in brand
pengguna kartu seluler prabayamPATI di kota Jember maka akan
meningkatkancustomer retentiorpengguna kartu seluler prabayar simPATI di
kota Jember.
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SUMMARY

The Influence of Customer Satisfaction and Switckinst with Trust in Brand to
Customer Retention in The User of simPATI CelllRag-Pay Card at Jember
City: Andre Juananta, 080810291088, 2012, 72 palyes)agemen Department,
the Faculty of Economic, Jember University

The company can make a customer retention by gaatigfaction to the
service that given to customer and making trustrand, so that the company can
increase the profitability. Much more the provid#rtelecommunication service
so the competence will be stronger, so that tiielee operator need to make a
satisfaction, trust in brand, switching cost toKkao the customer for still loyal
and do buy-repetation to the product that offergglovider.

The purpose of this research is to test the infleerof customer
satisfaction and switching cost with trust in bratacustomer retention in the
user of simPATI celluler pre-pay card at Jember.cithe population of this
research is the user of sSimPATI celluler pre-paydcat Jember city. The sample
that chossen is 120 responden that disseminate sab3district. The sampling
method that use in this research is purposive sa@plThe method of data
analysis in this research is use Structural Equatitodeling (SEM).

Result of this research indicates that customesfattion have significant
and positive effect to trust in brand in the usesinPAT]I celluler pre-pay card
at Jember city. This things is based on result edting of line coefficient
indicating that the first hypothesis expresing tltaistomer satisfaction have
signifcant and positive effect to trust in brandloé user sSimPATI celluler card at
Jember city have been fulfill. The result can erpreted that improvement of
customer satisfaction will increase trust in braaotithe user simPATI celluler
pre-pay card at Jember city.

Switching cost have not significant and negativecefto trust in brand of
the user simPATI celluler pre-pay card at Jembey.cThis things is based on

result of testing of line coefficient indicatingatithe second hypothesis expresing

Xii



that switching cost have signifcant and positiviectfto trust in brand of the user
SimPATI celluler card at Jember city can not befilful The result can be
interpreted that improvement of switching cos wéktrease trust in brand of the
user sSimPATI celluler pre-pay card at Jember city.

Trust in brand have significant and positive effeectustomer retention of
the user simPATI celluler pre-pay card at Jembey.cThis things is based on
result of testing of line coefficient indicatingaththe third hypothesis expresing
that trust in brand have signifcant and positivieef to customer retention of the
user simPATI celluler card at Jember city have bédfll. The result can be
interpreted that improvement of customer satiséerctvill increase trust in brand
of the user simPATI celluler pre-pay card at Jemdity.
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