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ABSTRAK 

 

Tujuan penelitian ini untuk mengetahui pengaruh variabel independen 

ketidakpuasan pasca konsumsi, switching cost dan word of mouth terhadap 

keputusan perpindahan merek. Teknik pengumpulan data menggunakan purposive 

sampling dengan menggunakan 100 sampel responden. Teknik analisis data yang 

digunakan yaitu analisis regresi linier berganda. 

Hasil analisis menunjukan bahwa variabel ketidakpuasan pasca konsumi, 

switching cost dan word of mouth secara simultan berpengaruh positif  dan 

signifikan terhadap keputusan perpindahan merek ke Reta Beauty Clinic. Variabel 

ketidakpuasan pasca konsumsi secara parsial berpengaruh positif tidak signifikan 

dan variabel switching cost secara parsial berpengaruh negatif dan tidak signifikan 

terhadap keputusan perpindahan merek. Variabel word of mouth secara parsial 

berpengaruh positif dan signifikan terhadap keputusan perpindahan merek. 

 

Kata kunci : ketidakpuasan pasca konsumsi, switching cost dan word of mouth 
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ABSTRACT 

 

The purpose of this study is to determine the effect of independent 

variables are which post-consumption dissatisfaction, switching costs and word of 

mouth on towards brand switching. Data collection techniques used is purposive 

sampling metodh with 100 respondents. The data analysis technique used is 

multiple linear regression analysis. 

The results of the analysis show that the variables of post-consumer 

dissatisfaction, switching cost and word of mouth simultaneously have a positive 

and significant effect on the brand's switching decision to move to the Reta 

Beauty Clinic. Post-consumption dissatisfaction variable, switching cost variable 

partially has no effect on brand switching decisions. Word of mouth variabels 

partially have a positive and significant effect on brand switching decisions.  

  

Keywords: post-consumption dissatisfaction, switching costs and word of mouth 
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