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ABSTRAKSI

Penelitian ini bertujuan untuk mengetahui tentang pengaruh kualitas
layanan, harga produk dan ketidakpuasan konsumen terhadap keputusan
perpindahan merek kartu perdana seluler. Populasi dalam penelitian ini adalah
masyarakat yang sudah berpindah merek kartu perdana seluler di Surakarta.
Sampel diambil sebanyak 130 responden dengan menggunakan teknik Non
Probability Sampling dengan jenis Purposive Sampling yang merupakan teknik
penarikan sampel berdasarkan kriteria tertentu pada responden. Metode
pengumpulan data yang digunakan adalah kuesioner. Teknik analisis data dalam
penelitian ini adalah Uji Validitas, Uji Reliabilitas, Uji ketepatan model (Uji F),
Uji Koefisien Determinasi (R%), Uji Regresi Linier Berganda dan uji ketepatan
parameter penduga (Uji t). Hasil penelitian menunjukkan bahwa kualitas layanan,
harga produk dan ketidakpuasan konsumen berpengaruh positif terhadap
keputusan perpindahan merek kartu perdana seluler.

Kata Kunci : Kualitas Layanan, Harga Produk, Ketidakpuasan Konsumen,
Perpindahan Merek.
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ABSTRACT

This study aims to know about the influence of service quality, product
prices and consumer dissatisfaction with the decision of mobile card brand
switching. Population in research this is a society that has moved the brand of
cellular prime card in Surakarta. The sample was taken as many as 130
respondents using Non Probability Sampling technique with Purposive Sampling
which is a sampling technique based on certain criteria on the respondent. Data
collection method used is questionnaire. Data analysis technique in this research is
Validity Test, Reliability Test, test of model accuracy (F test), Test Coefficient of
Determination (R2) Multiple Linear Regression Test and parameter of estimation
test (t Test). The results showed that service quality, product price and consumer's
dissatisfaction had a positive effect on the decision of mobile card brand
switching.

Keywords: Service Quality, Product Price, Consumer Dissatisfaction, Brand
Switching.
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