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Motto:

If you fail to plan
You are planning to fail

Nasib bukanlah kebetulan, tapi pilihan
Bukan untuk ditunggu, tapi untuk dicapai
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ABSTRACT

The title of this research is to “ influence of satisfaction and switching
barriers as a moderating variable retention against a BCA Bank customers in
Surabaya”. This study that analyzes the causal variables affect of customer
satisfaction and switching barriers as a moderating variable retention of Bank
BCA customers in Surabaya.

Variable used is customer satisfaction (X1) and switching barriers
customer (X2) the impact on customer retention. Where switching barriers and as
a moderating variable that can strengthen or weaken the relationship between
customer satisfaction and customer retention (Y).

Sample design that is particulary non-probability sampling. Data analysis
techniques used are descriptive and statistical analysis. To test the influence of
each variable used Multiple Linear Regression Test and Regression Test
Moderation.

The results of the analysis in this study showed that customers satisfaction
affects customer retention, while not affecting the switching barriers, found also
that switching barriers, not moderate influence on the customer's customer
satisfaction,customer retention.

Keywords: Satisfaction, Switching Barriers, Customer Retention




