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ABSTRAK

Tujuan dari penelitian ini adalah untuk memodelkan pengaruh kepuasan,
perilaku mencari variasi dan negative word of mouth terhadap loyalitas melalui
berpindah merek Kklinik kecantikan. ~Kuesioner digunakan sebagai alat
pengumpulan data. Sampel dari penelitin ini merupakan member klinik kecantikan
yang pernag berpindah dari klinik satu ke Klinik lainya Metode yang digunakan
adalah Purposive Sampling dengan 100 sampel dengan berbagai kriteria yang
telah ditentukan. Analisis data menggunakan Structural Equation Modeling denan
pendekatan Patrial Least Square. Hasil dari penelitian ini mengungkapkan bahwa
faktor kepuasan berpengaruh negatif signifikan terhadap berpindah merek,
perilaku mencari variasi tidak berpengaruh terhadap berpindah merek, negative
word of mouth berpengaruh psitif signifikan terhadap berpindah merek, kepuasan
berpengaruh positif signifikan terhadap loyalitas, berpindah merek berpengaruh
positif tidak signifikan terhadap loyalitas, dan berpindah merek tidak dapat
memediasi pengaruh kepuasan, perilaku mencari variasi dan negative word of
mouth terhadap loyalitas.

Kata kunci: Kepuasan, Perilaku Mencari Variasi, Negative Word of Mouth,
Berpindah Merek dan Loyalitas.
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THE EFFECT OF SATISFACTION, VARIETY SEEKING BEHAVIOR AND
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BY BRAND SWITCHING ON BEAUTY CLINIC
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ABSTRACT

The purpose of this study was to design the effect of satisfaction, variety
seeking behaviour and negative word of mouth on loyalty with brand switching on
beauty clinic mediation variable. The sample of this study was member of beauty
clinic who have moved from one beauty clinic to another beauty clinic. The
questionnaire was used as a data collection tool. The sample used is purposive
sampling with 100 samples with various predetermined criteria. Data analysis
used Structural Equation Modeling with Patrial Least Square approach. The
results of this study revealed that satisfaction factors has significant negative
effect on brand switching, the variety seeking behavior has no effect on brand
switching, negative word of mouth had a significant positive effect on brand
switching, satisfaction has a significant positive effect on loyalty, brand switching
has no significant positive effect on loyalty, and brand switching cannot mediate
the effect of satisfaction, variety seeking behavior and negative word of mouth on
loyalty.

Keywords: Satisfaction, Variety Seeking Behavior, Negative Word of Mouth,
Brand Switching and Loyalty.
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