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ABSTRAK 

Tujuan penelitian ini adalah untuk mengetahui apakah terdapat 

hubungan antara variabel perceived sacrific, perceived value, dan customer 

satisfaction terhadap customer switching pada ZARA di Surabaya.  Pada 

penelitian melibatkan 100 responden dari berbagai jenis karakteristik yang 

berbeda. Teknik analisis yang digunakan pada penelitian ini adalah 

Structrural Equation Model (SEM). Hasil penelitian menunjukan bahwa: 

(1) Perceived sacrifice berpengaruh negatif dan signifikan terhadap 

customer satisfaction, (2) Perceived value berpengaruh positif dan 

signifikan terhadap customer satisfaction, (3) Customer satisfaction 

berpengaruh negatif dan signifikan terhadap customer switching, dan (4) 

Perceived value berpengaruh negatif dan signifikan terhadap customer 

switching.  

 

Kata Kunci: Perceived Sacrifice, Perceived Value, Customer Satisfaction, 

Customer Switching. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xiv 

 

ABSTRACT 

The purpose of this study is to know whether there is a connection 

between perceived sacrifice, perceived value and customer satisfaction to 

customer switching in ZARA Surabaya. This study include 100 respondents 

from different characteristics. The analysis technical that is usein this study 

is Structural Equation Model (SEM). The result shows is as below: (1) 

perceived sacrifice influences customer satisfaction significantly negative, 

(2)  perceived value influences customer satisfaction significantly positive, 

(3) customer satisfactioninfluences customer switching significantly 

negative, (4) perceived value influences customer switching significantly 

negative. 

 

Key Words: Perceived Sacrifice, Perceived Value, Customer Satisfaction, 

Customer Switching. 

 


