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ABSTRAK
KEVIN NAUFAL ERYOGIA. Analisis Pengaruh Faktor Push-Pull-Mooring
terhadap Customer Switching Behavior Maskapai Berbiaya Rendah di Indonesia.
Dibimbing oleh JONO MINTARTO MUNANDAR.

Industri penerbangan berkembang pesat bersaaman dengan tingginya minat
dan preferensi masyarakat menggunakan jasa angkutan udara, sehingga persaingan
antar maskapai tidak terhindarkan. Maskapai bersaing dalam segi kualitas layanan,
harga, serta kenyamanan untuk memastikan penumpang tetap menggunakan
maskapai tersebut. Penelitian ini bertujuan menganalisis faktor-faktor kunci yang
menjadi pendorong berpindahnya pengguna maskapai penerbangan. Model Push-
Pull-Mooring digunakan dalam penelitian ini untuk memberikan pendalaman
pemahaman terhadap pola perpindahan penumpang. Responden merupakan
penumpang maskapai berbiaya rendah di Indonesia sebanyak 218 responden.
Penentuan sampel dilakukan dengan teknik sampel non-probabilitas yaitu
convenience sampling. Analisis deskriptif dan SEM-PLS dilakukan untuk
menganalisis data. Hasil penelitian ini menunjukkan adanya pengaruh secara
signifikan dari faktor Push dan Pull secara positif, serta Mooring secara negatif
terhadap perilaku berpindah pelanggan. Ditemukan pula hubungan moderasi antara
faktor Mooring dengan hubungan variabel Push dan Pull terhadap perilaku
berpindah pelanggan.

Kata kunci: kepuasan pelanggan, loyalitas, penerbangan, Push-Pull-Mooring

ABSTRACT
KEVIN NAUFAL ERYOGIA. Analysis on the Effects of Push-Pull-Mooring
Factors on Customer Switching Behavior Low-Cost Carrier Users in Indonesia.
Supervised by JONO MINTARTO MUNANDAR.

The aviation industry is growing rapidly along with the high demand
and preferences of the general public in using air transportation services, thus
competition between airline is inevitable. Airlines compete in terms of
service quality, price, and convenience to ensure that passengers continue to
use the airline. This study aims to analyze the key factors driving the
migration of airline passengers. The Push-Pull-Mooring model is used in this
study to provide an in-depth understanding of passenger switching patterns.
Respondents of this research are 218 passengers of low-cost carriers in
Indonesia. Sampling method was determined using a non-probability
sampling technique, with convenience sampling. Descriptive analysis and
SEM-PLS were performed to analyze the data. The results of this study
indicate a significant influence of the Push and Pull factors positively, and
Mooring negatively on customer switching behavior. There is also a
moderating relationship between the Mooring factor and the relationship
between Push and Pull variables on customer switching behavior.

Keywords: aviation, customer satisfaction, loyalty, Push-Pull-Mooring
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