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ABSTRAKSI

Tujuan penelitian ini adalah untuk mengetahui pengaruh encounter
quality terhadap relationship quality dan satisfaction, pengaruh relationship
quality terhadap customer satisfaction, pengaruh customer satisfaction dan
switching barriers berpengaruh positif terhadap loyalty.

Penelitian ini menggunakan rancangan penelitian kausal. Populasi
dari penelitian ini adalah seluruh nasabah AIG Life di Surabaya dan
bertempat tinggal di Surabaya dengan jumlah sampel yaitu sebanyak 100
orang sebagai responden. Metode pengolahan data yang digunakan dalam
penelitian adalah analisis structural equation model dengan menggunakan
AMOS.

Hasil penelitian menunjukkan bahwa encounter quality berpengaruh
positif terhadap relationship quality dan customer satisfaction, relationship
quality berpengaruh positif terhadap customer satisfaction, dan customer
satisfaction dan switching barriers berpengaruh positif terhadap loyalty
Saran yang diajukan untuk AIG Life adalah AIG Life sebaiknya
menjalankan  Encounter quality sebaik-baiknya schingga loyalitas
pelanggan tetap terjaga dengan baik, seperti meningkatkan keramahan
karyawan dalam setiap pertanyaan maupun masalah yang terjadi pada
pelanggan.

Kata Kunci:

Encounter quality, relationship quality, customer satisfaction,
switching barriers dan loyalty
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THE EFFECT OF ENCOUNTER QUALITY, RELATIONSHIP
QUALITY, CUSTOMER SATISFACTION AND SWITCHING
TO BARRIER LOYALTY AIG LIFE IN SURABAYA

ABSTRACT

The purpose of this study was to determine the influence of
relationship quality encounter quality and satisfaction, the influence of
relationship quality on customer satisfaction, customer satisfaction and the
influence of switching barriers have a positive effect on loyalty.

This research uses causal research design. Population of this
research is all customer AIG Life in Surabaya and resides in Surabaya with
the number of samples of 100 people as respondents. Data processing
methods used in the study is the analysis of structural equation models using
AMOS.

The results showed that the quality encounter a positive effect on
relationship quality and customer satisfaction, relationship quality has a
positive effect on customer satisfaction, and customer satisfaction and
switching barriers has a positive effect on loyalty Suggestions submitted to
AIG Life are AIG Life Encounter quality should run so well that maintain
customer loyalty well, such as improving hospitality employees in every
question or problem that occurs on the customer.

Keyword:

Encounter quality, relationship quality, customer satisfaction,
switching barriers and loyalty
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