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Abstrak.

Penelitian ini bertujuan untuk menguji pengaruh ketidakpuasan konsumen dan citra merek
terhadap perpindahan merek ban Dunlop (studi kasus perpindahan merek ban Dunlop ke
merek lain di Indonesia). Sampel yang digunakan yaitu 100 responden. Teknik penarikan
sampel adalah purposive sampling. Data diolah dengan menggunakan SPSS versi 20. Jenis
data yang digunakan adalah data primer dengan penyebaran kuesioner. Metode analisa data
dengan analisis regresi linier berganda. Hasil penelitian menemukan bahwa ketidakpuasan
konsumen berpengaruh positif terhadap perpindahan merek ban dunlop, citra merek
berpengaruh positif terhadap perpindahan merek ban dunlop.

Kata Kunci : Ketidakpuasan Konsumen, Citra Merek, Perpindahan Merek, SPSS versi 20.

Abstract.

This study was conducted to examine the effect of consumer dissatisfaction and brand image
on Dunlop tire brand switching (a case study of Dunlop tire brand switching to other brands
in Indonesia). The sample used is 100 respondents. The sampling technique is purposive
sampling. The data was processed using SPSS version 20. The type of data used was primary
data by distributing questionnaires. Method of data analysis with multiple linear regression
analysis. The results of the study found that consumer dissatisfaction had a positive effect on
changing Dunlop tire brands, brand image had a positive effect on Dunlop tire brand
switching.

Keywords: Consumer Dissatisfaction, Brand Image, Brand Switching, SPSS version 20.
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