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ABSTRAK

Bhagas Satya Pandura. Analisa Pengaruh Push-Pull-Mooring Terhadap Customer
Switcing Behavior Pelanggan Operator Telekomunikasi di Jabodetabek. Dibimbing
oleh MA'MUN SARMA.

Industri telekomunikasi di Jabodetabek menghadapi persaingan semakin
ketat seiring meningkatnya ekspektasi pelanggan terhadap kualitas layanan, harga
kompetitif, dan inovasi produk. Dalam kondisi ini, memahami pola serta faktor
yang memengaruhi perpindahan pelanggan menjadi krusial bagi perusahaan untuk
merumuskan strategi retensi yang efektif. Penelitian ini menganalisis pengaruh
push, pull, dan mooring terhadap customer switching behavior pelanggan operator
telekomunikasi, serta menguji peran moderasi mooring pada hubungan antara push
dan pull terhadap customer switching behavior. Data dari 155 responden
dikumpulkan dengan teknik convenience sampling dan dianalisis menggunakan
Structural Equation Modeling—Partial Least Squares (SEM-PLS). Hasil
menunjukkan push berpengaruh negatif signifikan, sedangkan pull dan mooring
berpengaruh positif signifikan terhadap customer switching behavior. Interaksi
mooring dan push berpengaruh positif signifikan, sedangkan interaksi mooring dan
pull berpengaruh negatif namun tidak signifikan. Temuan ini menegaskan bahwa
faktor pendorong, penarik, dan penghambat berpindah memiliki peran berbeda dan
tidak selalu sesuai prediksi teoritis, sehingga perusahaan perlu mengadopsi strategi
pengelolaan pelanggan holistik berbasis pemahaman perilaku aktual.

Kata kunci: Customer switching behavior, mooring, pull, push, telekomunikasi

ABSTRACT

Bhagas Satya Pandura. Analysis of the Influence of Push-Pull-Mooring on
Customer Switching Behavior of Telecommunication Operator Customers in
Jabodetabek. Supervised by MA'MUN SARMA.

The telecommunication industry in Jabodetabek faces increasingly intense
competition as customer expectations for service quality, competitive pricing, and
product innovation rise. In this context, understanding the patterns and factors
driving customer switching is crucial for companies to design effective retention
strategies. This study examines the effects of push, pull, and mooring factors on
customer switching behavior, and the moderating role of mooring in the
relationships between push and pull with customer switching behavior. Data from
155 respondents were collected using convenience sampling and analyzed through
Structural Equation Modeling—Partial Least Squares (SEM-PLS). Results show
push has a significant negative effect, while pull and mooring have significant
positive effects. The interaction between mooring and push has a significant
positive effect, whereas the interaction between mooring and pull is negative but
insignificant. These findings highlight that push, pull, and mooring factors play
distinct roles not always consistent with theory, requiring holistic, behavior-based
customer management strategies.

Keywords: Customer switching behavior, mooring, pull, push, telecommunication
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