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ABSTRAK

Dewasa ini kemajuan teknologi internet telah merambah
ke segala bidang kehidupan, mulai dari bidang ekonomi, bisnis,
hiburan, budaya dan pendidikan. Hal ini menunjukkan bahwa
kebutuhan manusia terhadap media informasi seperti internet
semakin maju dan berkembang, sehingga internet menjadi
suatu keharusan yang dapat menunjang segala kegiatan
manusia dan banyaknya provider internet di Indonesia yang
menawarkan berbagai paket internet, mulai dari harga yang
murah sampai harga yang lumayan tinggi.

Tujuan penelitian ini adalah untuk menganalisis pengaruh
service reliability, service assurance, network quality terhadap
attitudinal loyalty melalui customer commitment pada Nusanet
di Surabaya.

Jenis penelitian yang digunakan oleh penulis adalah
penelitian kausal. Desain penelitian yang digunakan dalam
penelitian ini adalah penelitian pengujian hipotesis (kuantitatif)
dengan jenis penelitian asosiatif. Responden yang akan diteliti
adalah pelanggan Nusanet di Surabaya. Sampel yang diteliti
oleh peneliti adalah pelanggan yang telah berlangganan 12
bulan dan akan memperpanjang kontrak baru dengan paket
internet Dedicated Wireless dengan masa kontrak per tahun.
Jumlah sampel yang akan digunakan dalam penelitian ini
adalah sebanyak 150 responden. Teknik pengolahan data yang
digunakan adalah structural equation modeling (SEM).

Hasil penelitian menunjukkan bahwa variabel service
reliability, service assurance dan network quality berpengaruh
signifikan terhadap customer commitment dan attitudinal
loyalty. Customer commitment berpengaruh tidak signifikan
terhadap attitudinal loyalty.

Kata Kunci: service reliability, service assurance, network
quality, attitudinal loyalty, customer commitment
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ABSTRACT

Nowadays the advances of internet technology has
penetrated to all areas of life, ranging from the field of
economy, business, entertainment, culture and education. This
shows that the human needs of information media such as the
Internet is more advanced and growing, so the internet
becomes a necessity that can support all human activities and
the number of internet providers in Indonesia that offers
various internet packages, ranging from low prices to fairly
high prices.

The purpose of this research is to analyze the influence
of service reliability, service assurance, network quality to
attitudinal loyalty through customer commitment at Nusanet
in Surabaya.

The type of research used by the author is causal
research. The research design used in this research is the
hypothesis testing (quantitative) research with the type of
associative research. Respondents to be studied are Nusanet
customers in Surabaya. The sample studied by the researcher
is a customer who has been subscribed 12 months and will
extend the new contract with Dedicated Wireless internet
package with contract period per year. The number of samples
to be used in this study is as many as 150 respondents. Data
processing technique used is structural equation modeling
(SEM).

The result of this research are service reliability,
service assurance and network quality had significant effect
on customer commitment and attitudinal loyalty. Customer
commitment had not significant effect on attitudinal loyalty.

Keywords :  service reliability, service assurance, network
quality, attitudinal loyalty, customer commitment
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