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ABSTRAK 

 
Penelitian ini menganalisis perilaku konsumen yang berpindah dari SPBU 

Pertamina ke SPBU BP-AKR di Surabaya dengan menggunakan kerangka Push, 

Pull, dan Mooring, khususnya untuk melihat bagaimana faktor Push, Pull, dan 

Mooring memengaruhi Switching Intention, Switching Behavior, serta Continuance 

Intention. Berdasarkan hasil pengujian hipotesis menggunakan Structural Equation 

Modeling (SEM), ditemukan bahwa Push (X1) berpengaruh positif dan signifikan 

terhadap Switching Intention (Y1), sedangkan Pull (X2) dan Mooring (X3) tidak 

berpengaruh signifikan terhadap Y1 meskipun Pull berarah positif dan Mooring 

berarah negatif. Model simultan yang dihasilkan adalah Y₁ = 0,814X₁ + 0,179X₂ − 

0,057X₃, Y₂ = 0,770X₁ + 0,169X₂ − 0,054X₃, dan Y₃ = 0,501X₁ + 0,110X₂ − 

0,035X₃. Persamaan tersebut menunjukkan bahwa Push merupakan faktor yang 

paling dominan dalam memengaruhi Switching Intention, Switching Behavior, 

maupun Continuance Intention. Temuan ini mengindikasikan bahwa keputusan 

konsumen untuk berpindah dan kemudian melanjutkan penggunaan BP-AKR lebih 

banyak dipicu oleh faktor pendorong berupa ketidakpuasan terhadap layanan 

sebelumnya dibandingkan oleh daya tarik alternatif maupun hambatan 

perpindahan, sehingga proses switching dalam penelitian ini lebih bersifat reaktif 

terhadap kondisi yang dianggap kurang memuaskan. 

 

Kata Kunci: Continuance Intention, Push-Pull-Mooring, Structural Equation 

Modeling (SEM), Switching Intention, Switching Behavior. 

 

 

  



 
 

xiii 
 

ABSTRACT 
 

This study analyzes the behavior of consumers who switch from Pertamina gas 

stations to BP-AKR gas stations in Surabaya using the Push, Pull, and Mooring 

framework, specifically to examine how Push, Pull, and Mooring factors influence 

Switching Intention, Switching Behavior, and Continuance Intention. Based on 

hypothesis testing using Structural Equation Modeling (SEM), the results indicate 

that Push (X1) has a positive and significant effect on Switching Intention (Y1), while 

Pull (X2) and Mooring (X3) do not have a significant effect on Y1, although Pull 

shows a positive direction and Mooring shows a negative direction. The resulting 

simultaneous models are Y₁ = 0.814X₁ + 0.179X₂ − 0.057X₃, Y₂ = 0.770X₁ + 

0.169X₂ − 0.054X₃, and Y₃ = 0.501X₁ + 0.110X₂ − 0.035X₃. These equations 

demonstrate that Push is the most dominant factor influencing Switching Intention, 

Switching Behavior, and Continuance Intention. The findings indicate that 

consumers’ decisions to switch and subsequently continue using BP-AKR are 

primarily driven by push factors in the form of dissatisfaction with the previous 

service rather than by the attractiveness of alternatives or switching barriers, 

suggesting that the switching process in this study is largely a reactive response to 

perceived shortcomings in the prior service provider. 

 

Keywords: Continuance Intention, Push-Pull-Mooring, Structural Equation 

Modeling (SEM), Switching Intention, Switching Behavior. 


