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ABSTRAK

Perkembangan ritel khususnya franchise ternyata telah mengubah pola
perilaku konsumen saat berbelanja. Ritel yang menggunakan jaringan waralaba
akan lebih memudahkan dalam menjalankan bisnisnya. Bisnis tersebut tentu akan
dikenal oleh kalangan masyarakat. Toko yang berbasis franchise tentu juga
memiliki cabang yang ada di semua tempat sehingga masyarakat yang menjadi
konsumen akan mudah untuk berbelanja di toko tersebut. Konsumen tidak ingin
mengeluarkan banyak biaya, tenaga, waktu dan pikiran untuk beralih ke toko lain.
Persaingan antar retailer dalam memberikan daya tarik kepada konsumen tentu
semakin ketat. Retailer harus bisa memberikan kualitas produk dan citra merek
yang baik, sehingga konsumen akan loyal terhadap toko tersebut. Salah satu toko
ritel berbasis franchise yang cukup terkenal adalah Miniso.

Penelitian ini bertujuan untuk mengetahui pengaruh Inertia, Switching
Cost, Attractiveness of Alternatives terhadap Switching Barriers dan Customer
Loyalty pada konsumen digital products Miniso di Surabaya. Penelitian ini
merupakan penelitian kausal. Variabel eksogen yang digunakan adalah Inertia,
Switching Cost, Attractiveness of Alternatives dan variabel endogen yang
digunakan adalah Switching Barriers dan Customer Loyalty. Sampel yang
digunakan dalam penelitian ini sebesar 150 responden dengan menggunakan
teknik pengambilan sampel non-probability sampling dengan cara purposive
sampling. Teknik analisis data menggunakan analisis SEM dengan program
LISREL.

Hasil penelitian membuktikan bahwa Inertia memiliki pengaruh positif
terhadap Switching Barriers; Switching Cost memiliki pengaruh positif terhadap
Switching Barriers; Attractiveness of Alternatives memiliki pengaruh positif
terhadap Switching Barriers; Switching Barriers memiliki pengaruh positif
terhadap Costumer Loyalty.

Kata kunci: Inertia, Switching Cost, Attractiveness of Alternatives, Switching
Barriers, Customer Loyalty
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THE EFFECT OF INERTIA, SWITCHING COST, ATTRACTIVENESS OF
ALTERNATIVES ON SWITCHING BARRIERS AND CUSTOMER
LOYALTY IN MINISO’S DIGITAL PRODUCTS CUSTOMERS
IN SURABAYA

ABSTRACT

The development of retail, especially franchises, has changed the pattern
of consumer behavior when shopping. Retailers who use franchise networks will
make it easier to run their business. The business will certainly be known by the
community. Franchise-based stores certainly also have branches in all places so
that people who become consumers will find it easy to shop at the store.
Consumers do not want to spend a lot of money, energy, time and thought to
switch to another store. Competition between retailers in providing attractiveness
to consumers is certainly getting tougher. Retailers must be able to provide good
product quality and brand image, so that consumers will be loyal to the store. One
of the well-known franchise retail stores is Miniso.

This research aims to analize the effect of Inertia, Switching Cost,
Attractiveness of Alternatives on Switching Barriers and Customer Loyalty in
Miniso’s digital products customers in Surabaya. In this research used causal
research. Exogenous variables used were is Inertia, Switching Cost, Attractiveness
of Alternatives and the endogen variables used were is Switching Barriers and
Customer Loyalty. Sample used in this research consists of 150 respondents,
technique used for sample taking is non-probability sampling in a way of
purposive sampling. Technique used for data analysis is SEM analysis with
LISREL program.

The result of this research proves that Inertia has a positive effect on
Switching Barriers; Switching Cost has a positive effect on Switching Barriers;
Attractiveness of Alternatives has a positive effect on Switching Barriers;
Switching Barriers has a positive effect on Customer Loyalty.

Keywords: Inertia, Switching Cost, Attractiveness of Alternatives, Switching
Barriers, Customer Loyalty
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