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ABSTRAK

Penelitian ini bertujuan untuk menganilisis pengaruh customer satisfaction,
switching cost dan trust in brand secara parsial terhadap customer retention.
Populasi dalam penelitian ini adalah seluruh Mahasiswa Fakultas Ekonomi
Manajemen, Universitas Muhammdiyah Jember, yakni berjumlah 1.697
mahasiswa. Sampel yang digunakan sebanyak 100 responden, menggunakan
teknik non probability sampling dengan pendekatan purposive sampling. Hasil
penelitian membuktikan bahwa customer satisfaction, switching cost dan trust in
brand secara parsial memiliki pengaruh positif terhadap customer retention. Hal
tersebut menunjukkan semakin tinggi customer satisfaction, switching cost dan
trust in brand akan menyebabkan peningkatan customer retention terhadap
layanan kartu perdana Telkomsel. Hasil analisis koefisien determinasi
menunjukan bahwa 58% customer retention dipengaruhi oleh customer
satisfaction, switching cost dan trust in brand. Sedangkan sisanya 42%
dipengaruhi oleh variabel lain diluar model atau persamaan, seperti kualitas
pelayanan, kualitas produk dan lain-lain.

Kata kunci: customer satisfaction, switching cost, trust in brand dan customer
retention
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ABSTRACT

This research aims to analyze the influence of customer satisfaction, switching
cost and trust in brand partially on customer retention. The population in this
research are all students of Management Economic Faculty, Muhammadiyah
Jember University, amounted to 1.697 students. The samples used were 100
respondents, using the technique of non-probability sampling with purposive
sampling approach. The results of this research prove that customer satisfaction,
switching cost and trust in brand partially have a positive impact on customer
retention. It showed that the higher customer satisfaction, switching cost and trust
in the brand, it will cause an increase in customer retention. Coefficient
determination analysis shows that 58% of customer retention influenced by
customer satisfaction, switching cost and trust in brand. While the remaining 42%
is influenced by other variables outside the model or equation, like price, product
quality, service quality and others.

Key words: customer satisfaction, switching cost, trust in brand and customer
retention
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