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Abstract: The purpose of this study is to examine the effect of product quality on the decision of brand switching 

through customer satisfaction. The variables examined in this study are the variables of the influence of product 

quality, the decision to move the brand through customer satisfaction. The population of this study were 

Smartphone users who had used the Samsung brand with purposive sampling method, which had the criteria of 

ever using Samsung products, domiciled in Denpasar City, and had the last high school education. Data was 

collected through questionnaires. The analysis technique used is a sobel test using path analysis. Based on the 

results of the analysis found that product quality variables have a positive and significant effect on customer 

satisfaction. Product quality variables have a negative and significant effect on brand switching decisions. Variable 

of customer satisfaction has a negative and significant effect on the decision to move the brand of Smartphone 

users. Consumer satisfaction mediates the influence of product quality with decision to move the Samsung brand 

to another brand. 
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I.   INTRODUCTION 

Along with the development of technology many technologies in the products produced especially for communicating. 

One of the innovations that are growing fast in the field of ICT (Information Communication Technology) smartphone.  

The discovery of the smartphone was originally only serves to communicate it. As the development time of smartphones 

equipped multimedia functions such as a music player, camera, internet, and gaming (Chandra, 2014). 

One brand of smartphone coming into Indonesia is Samsung. The Samsung Group is one of the largest electronics 

companies in the world that one of its products is a smartphone. However in Indonensia particularly Denpasar, Bali, 

Samsung smartphone user population decline. According to some studies the possibility of a decline due to a decrease in 

the quality of the product Samsung.   

According to Kotler and Armstrong (2012:283), product quality is the ability of a product to demonstrate it function, this 

includes the overall long-term durability, reliability, precision, long-term durability, and other product attributes. Bowo, et 

al. (2013) also mentioned that one of the factors that affect whether or not the consumer is satisfied or the extents of the 

level of quality of the products that can be given by the company to meet the needs and desires of the consumers. 

Product quality also has direct influence against decisions to switch brands. It can be said that the higher the quality of the 

product, then the lower the likelihood of consumers to switch to other brands, and vice versa. Research conducted by the 

Khasanah and Kuswati (2013), and Zainudin Soestyo (2014), Hakim and Sutopo (2016) to find a result that the quality of 

the product significantly to effect the switch of the brand. 

The quality of the product has a close relationship with consumer satisfaction, because the higher product quality, the 

higher the level of consumer satisfaction . Kotler and Keller (2009:173) defined satisfaction or dissatisfaction are happy 

or disappointed feeling that appears after comparing between the perception of the performance of a product or how big a 

consumer expectations can be met. In addition to product satisfaction, factor product quality also be determinant of the 

decision of the displacement of the brand. Research conducted by Pranita and Irawanto (2013), and Zainudin Soestyo 

(2014), and Indarwati and Untarini (2017) that found a positive effect of discontent that significant against the switching 
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of the brand. It can also be said that the satisfaction of having a negative effect and significantly to the decision to switch 

brands, such as research conducted by Kurniawan (2016), Rama (2017) and Mannan et al. (2017). While the research 

conducted by Khosidah and Nuraeni (2014) finding that the satisfaction results have no effect against significant 

displacement of the brand. 

II.   LITERATURE REVIEW 

A. Product quality 

Kotler and Armstrong (2012:283) stating the product quality is the ability of a product to demonstrate the function, this 

includes the overall durability, reliability, precision, durability, and also other product attributes. The ability of the product 

to provide the best service at the wearer will strengthen the position or the position of the product in the minds of 

consumers to allow consumers prioritize a product. 

B. Consumer satisfaction 

Consumer satisfaction is one indicator of the company's success in providing real services to customers. An important 

company retains existing customers, because the cost of attracting new customers is far greater than the cost of retaining 

existing customers (N.Thawil, 2014). Satisfaction or dissatisfaction defined by Kotler and Keller (2009: 173) is feelings 

of pleasure or disappointment that arise after comparing between perceptions with the performance of a product or how 

much consumer expectations can be fulfilled. If performance exceeds expectations, consumers will feel happy or satisfied, 

but if the performance is below expectations, consumers will feel dissatisfied. 

C. Brand switching 

Brand switching is the process by which consumers switch from using one product brand to another, with the same 

category. To investigate brand switching by looking at consumer loyalty to the brand (Govender, 2017). Brand switching 

decisions according to Peter and Olson (2010: 522) are purchasing patterns characterized by changes or changes from one 

brand to another. Consumers who activate their cognitive stages are consumers who are most vulnerable to brand 

displacement due to marketing stimuli. Brand switching behavior is very important for competition among producers, 

where the only way for producers to expand market share is to encourage users or consumers to switch from competitors 

(Kwifi and McNaughton, 2013) 

III.   RESEARCH HYPOTHESIS 

A. Effect of product quality on customer satisfaction 

Product quality also influences consumer satisfaction. The higher the quality of products offered by producers, the higher 

the level of satisfaction of these consumers, and vice versa. Andreas and Yuniati's (2016) research shows that product 

quality has a significant and positive effect on customer satisfaction. According to research conducted by Susanti (2015), 

Gaol et al (2016), Saputra (2017) and Priyono (2017) that product quality variables have a positive and significant effect 

on the variable customer satisfaction. 

The research conducted by Shukla (2004) and Kosidah and Nuraeni (2016) found different results that satisfaction did not 

significantly influence the decision to switch brands. Based on empirical studies from the results of previous studies, the 

hypothesis can be constructed as follows.  

H1: Product quality has a positive and significant effect on customer satisfaction. 

B. Effect of product quality on brand switching decisions 

Product quality also has a direct effect on the decision to move to another brand, the higher the quality of a product, the 

lower the intention of a consumer to switch. Research conducted by, Candra (2014), Faustine (2015), Shujaat et al. (2015) 

Loprang (2016), found results that product quality had a significant negative effect on brand displacement. Based on 

empirical studies from the results of previous studies, the hypothesis can be constructed as follows 

H2: Product quality has a negative and significant effect on brand switching decisions. 

C. Effect of consumer satisfaction on brand switching decisions 

The research conducted by Isnaeny (2014) shows that there is a positive and significant effect of dissatisfaction with 

brand switching behavior. Gusmadara (2015) and Bashori (2018) found the same results that dissatisfaction had a 

significant positive effect on brand switching behavior. It can be said that satisfaction has a negative and significant 

influence on behavior to move to another brand, such as a study conducted by Xu et al. (2017). 
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H3: Satisfaction has a negative and significant effect on brand switching decisions. 

D. The role of consumer satisfaction mediates the effect of product quality on brand switching decisions. 

Previous research conducted by Susila et al. (2014) found results that product quality had a significant effect on customer 

satisfaction which ultimately had an impact on someone's decision to switch to another brand or not. Putro (2014) and 

Sulistyowati (2016) found that there is an indirect effect of product quality on brand switching behavior mediated by 

satisfaction that has significant results. This is also supported by research from Xu et al. (2017). Based on empirical 

studies from the results of previous studies, the hypothesis can be constructed as follows 

H4: Consumer satisfaction can significantly mediate the effect of product quality on brand switching decisions. 

IV.   RESEARCH METHOD 

The design of this study when viewed from the variables and the linkages that will be examined can be categorized as 

associative research designs. The location of this research is conducted around the Denpasar City area. Determination of 

this research sample using non-probability sampling method that is sampling technique that does not provide the same 

opportunity / opportunity for each element or member of the population to be selected as a sample. The sample size is 100 

respondents. Methods of collecting data using a questionnaire. The data analysis technique used for this study is 

descriptive and inferential statistics, because it analyzes data by describing it to conclude, the data has been collected. 

Inferential statistics are path analysis tests, classical assumptions and sobel tests. 

V.   RESULT 

Path analysis was used to test the data in this study, with the following results: 

 

 

 

 

 

 

 

 

 

 

Based on the diagram the line in Figure 2, then can be calculated the magnitude of the influence of direct and indirect 

influence as well as the influence of the total between variables. Calculation of influences between variables are 

summarized in table 1 as follows. 

Table 1: The influence of direct, Indirect Influence and impact the Total quality of the product (X), customer satisfaction (Y1), 

and the decision to switching the brand (Y2) 

The Influence Of 

Variable 

Direct 

Influence 

Indirect Influence Through Customer 

Satisfaction (Y1)= ( 1 x  3) 

The Influence 

Of Total 

Product Quality → 

Consumer Satisfaction 
0,755 - 0,755 

Consumer Satisfaction → 

Brand Switching 
-0,687 - -0,687 

Product Quality → Brand 

Switching 
-0,277 -0,518 -0, 795 

The results of testing the mediating variables in accordance with Table 4.10, namely the perception of the value obtained 

by Z calculated after in absolute amount of 7.7443, the value of Z is 7.7443> 1.96 with a significant level of 0.000 <0.05 

which means H0 is rejected and H1 is accepted which means the variable satisfaction consumers mediate product quality 

variables with the decision to move the Samsung brand to other brands in the city of Denpasar. 
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VI.   DISCUSSION AND CONCLUSION 

Based on the analysis of the effect of product quality on customer satisfaction the value of Sig. t is 0,000 with beta 

coefficient value 0.755. Sig value. t 0,000 <0,05 indicates that product quality variables have a significant positive effect 

on customer satisfaction. The results show that, the higher the quality of a product, the higher the level of customer 

satisfaction. Performance indicators, added features of reliability and durability that are promised have a high factor 

loading value, which means that if the higher the quality of the smartphone provided by Samsung, the satisfaction level 

will be higher. 

The results of this study are in accordance with the study conducted by Amryyanti (2013) Andreas and Yuniati (2013), 

Susanti (2015), Gaol, et al (2016) Saputra (2017) and Priyono (2017) Studies conducted by Dewi (2014) concluded that 

product quality with a significant positive effect on consumer satisfaction of Apple products in Semarang 

Based on the results of the analysis of the effect of product quality on the brand displacement decision, the Sig value is 

obtained t is 0,000 with beta coefficient value -0,277. Sig value. t 0,000 <0,05 indicates that product quality has a negative 

and significant effect on brand switching decisions. The results show that, the higher the quality of a product, the lower 

the level of brand displacement. Performance indicators, additional features of reliability and smartphone durability are 

given to have the highest factor loading value, which means that if the quality of the product provided by Samsung is 

higher, the brand's switching rate will be lower. 

The results of this study are in accordance with a study conducted by Candra (2014), Susanti (2014), Gusmadara (2015), 

Isnaeny (2014), Susanti (2014), Gusmadara (2015) Faustine (2015), Shujaat et al. (2015) and Loprang (2016) Xu et al. 

(2017) Zainudin and Soestyo (2014) which state product quality has a significant negative effect on brand displacement. 

The study conducted by Shujaat et al. (2015) concluded that product quality through network quality and added value had 

a negative and significant effect on brand switching decisions in the telecommunications industry in Pakistan. The 

research stated the importance of the quality of the provider products that are used to support customer loyalty in using 

these products. 

Based on the results of the analysis of the influence of customer satisfaction on the brand switching decision obtained the 

value of Sig. t is 0,000 with beta coefficient value -0,687. Sig value. t 0,000 <0,05 indicates that customer satisfaction has 

a significant negative effect on brand switching decisions. The results show that, the higher the level of customer 

satisfaction, the lower the level of brand movement. The variable customer satisfaction has a high factor loading value, 

which means that if the overall level of satisfaction with Samsung products is higher, then the brand's switching rate will 

be lower. 

This study is in accordance with the study conducted by Saleh et al, (2015), Afzal(2013), Arshad(2013), Rama (2017), 

Mannan et al. (2017) and Pransisya and Sudaryanto (2017). The study conducted by Rama (2017) concluded that 

consumer satisfaction has a negative and significant influence on the decision to move brands on Islamic banking industry 

products in Indonesia. 

The role of consumer satisfaction in mediating the effect of product quality on the decision to move Samsung Smartphone 

brands to other brands has been tested in this study. The test results of the influence of product quality on the decision to 

move the original brand are -0.277, then after the existence of customer satisfaction as a mediating variable, the value of 

the influence of product quality on brand switching decisions increases to -0.795. These results indicate that customer 

satisfaction is able to mediate the effect of product quality on the decision to move the brand partially. The calculated 

Sobel test strengthens these results with the z coefficient value obtained is 7.7443> 1.96. So that it can be said that 

consumer satisfaction significantly mediates the effect of product quality on brand switching decisions. This result is in 

accordance with the research conducted by Putro (2014) Susila, et al. (2014) Sulistyowati (2016) and, Xu et al (2017) 

which states that satisfaction can mediate product quality with brand switching decisions. 

It can be said that, the higher the quality of the product provided, the lower the consumer in carrying out the brand 

switching, but with the overall satisfaction of the customer for a product, it will greatly reduce the level of brand 

switching, compared to just looking at the quality of the product. Satisfaction felt by consumers also tends to encourage a 

consumer to buy or reuse the same product and be loyal to the product. 

VII.   LIMITATION AND FUTURE RESEARCH 

This study has limitations because the scope of the research is carried out only in the Denpasar city area, so that the results 

of this study cannot be generalized to consumers in a wider area. Considering that this research was carried out in a 

certain period of time (cross section), while the environment experienced very rapid changes, such as consumer 

purchasing power, this research is important to do again in the future. 
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The results of this study are expected to be used for the management Samsung parties should pay more attention to 

product quality. Samsung is expected to pay attention to the performance, additional features, reliability and durability of 

products by increasing research and development in the selection of components that have better quality, so as to improve 

product quality. This is based on consumer responses to the endurance indicator which gets the lowest rating. Improved 

product quality is expected to be able to prevent consumers from moving brands that can later harm the company. 

REFERENCES 

[1] Afzal, Sarwat; Aamir Khan Chandio; Sania Shaikh,; Muskan Bhand, Bais Ghumro, Ali and Anum Kanwal Khuhro. 

2013. Factors Behind Brand Switching In Cellular Networks. International Journal of Asian Social Science, 3(2), pp. 

299-307. 

[2] Arshad, Rizwan. 2014. Impact of Brand Switching, Brand Credibility, Customer Satisfaction and Service Quality on 

Brand Loyalty Journal of Business and Management,2(3), hal. 127-176 

[3] Amryyanti, Ruth dan Sukaatmadja, I.P.G. 2013. Pengaruh Kualitas Layanan, Produk, Dan Kewajaran Harga 

Terhadap Kepuasan Dan Loyalitas Pelanggan Pada LnC Skin Care Singaraja. E-Jurnal Ekonomi dan Bisnis 

Universitas Udayana. 2(1), hal. 22-29 

[4] Andreas,Caesar dan Tri Yuniati.  2016 Pengaruh Kualitas Produk Terhadap Loyalitas Pelanggan dengan Kepuasan 

sebagai Variabel Intervening. Jurnal Ilmu dan Riset Manajemen, 5(5), hal. 101-129 

[5] Bashori, Ahmad. 2018. Pengaruh Ketidakpuasan dan Kebutuhan Mencari Variasi Terhadap Perpindahan Merek 

Smrtphone Samsung Ke merek Smartphone Lain di Surabaya Jurnal Ilmu Manajemen 6, 1. hal.1-7. 

[6] Bowo, Koko Arie; Hoyyi, Abdul; Mukid, M.A.2013. Analisis Faktor-Faktor Yang Mempengaruhi Keputusan 

Pembelian Dan Kepuasan Konsumen Pada Notebook Merek Acer (Studi Kasus Mahasiswa Universitas Diponegoro). 

Jurnal Gaussian, 2,(1), hal. 29-38. 

[7] Candra,Johan. 2014. Pengaruh Faktor Promosi, Kualitas Produk, dan Ketidakpuasan terhadap Perpindahan Merek. 

Jurnal Ilmu Manajemen . 2 (3) . hal 89 -103. 

[8] Dewi, N.N.A.S.T.C dan I Gusti Agung Ketut Gede Suasana,. 2014. Pengaruh Kualitas Produk, Citra Merek, dan 

Materialisme terhadap Loyalitas Merek Pengguna Produk Apple di Kota Denpasar E-Jurnal Manajemen Unud .vol 3 

No. 3. hal 74-91. 

[9] Dharma, N.P.S Adi dan I.P.G Sukaatmadja, Pengaruh Citra Merek, Kesadaran Merek, Dan Kualitas Produk 

Terhadap Keputusan Membeli Produk Apple E-Jurnal Manajemen Unud, 4 (10), hal : 3228 - 3255 

[10] Faustine, Megan. 2015.  The Impact of Variety Seeking, Social Status, Quality and Advertisement Towards Brand 

Switching in Smartphone Product (A Case Study of BlackBerry User Thas Has Ever Changed Into Another 

Smartphone Product in Surabaya) iBuss Management,3(2), hal 142 – 153. 

[11] Fallefi,Muhammad. 2018. Pengaruh Nilai Utilitarian dan Nilai Hedonis terhadap Perpindaha Merek dengan 

Kepuasan Konsumen sebagai Pemoderasi (Studi Kasus Perpindahan Merek dari Smartphone Lain Ke Iphone pada 

Mahasiswa di Lingkungan Universitas Syiah Kuala)     

[12] Gaol, A.L.; Kadarisman Hidayat, Sunarti. 2016. Pengaruh Kualitas Produk Terhadap Tingkat Kepuasan Konsumen 

Dan Loyalitas Konsumen. Jurnal Administrasi Bisnis, 38, (1), hal. 125-132. 

[13] Govender, Krishna Kisten . 2017 Brand choice and brand switching: a case study of relocated consumers. African 

Journal of Economic and Management Studies,8 (4), hal. 441-461. 

[14] Gusmadara, Linda dan H.Y Utami. 2013. Pengaruh Ketidakpuasan dan Kebutuhan Mencari Variasi Terhadap 

Perilaku Perpindahan Merek Pada Pengguna Sim Card Simpati PT. Telkomsel Tbk Di Kota Padan. Journal of 

Economic and Economic Education,2(1), hal. 50- 58. 

[15] Ghozali, Imam. 2013 Aplikasi Analisisi Multivariate dengan Program SPSS.Edisi Ketujuh . Semarang; Badan 

Penerbit Universitas Diponegoro. 

[16] Haidan,Arief. 2018. Pengaruh HArga Produk dan Mencari Variasi terhadap Perpindahan Merek Mobil MPV di Kota 

Medan. Jurnal Pendidikan Sosial Humaniora. 3(1), hal. 346-354 



International Journal of Management and Commerce Innovations  ISSN 2348-7585 (Online) 
Vol. 6, Issue 2, pp: (1158-1164), Month: October 2018 - March 2019, Available at: www.researchpublish.com 

 

Page | 1163  
Research Publish Journals 

[17] Hussain, Khadim. 2014. Customer Loyalty and Switching Behavior of Customer for Pepsi in Pakistan. Research 

scholar, Department of Management Sciences, 4,(2). hal. 200-250 

[18] Hakim, Muhammad Andie dan Sutopo. 2016. Analisis Pengaruh Word Of Mouth, PersepsiHarga Dan Kualitas 

Produk Terhadap Perpindahan Merek Sepeda Motor Bebek Yamaha Ke Honda (Studi Kasus pada Masyarakat 

Semarang).  Diponegoro Journal Of Management, 5(2), hal. 1-11 

[19] Indarwati, Yuyundan Untarini, Nindria. 2017. Pengaruh Ketidakpuasan Terhadap Keputusan Perpindahan Merek 

Dengan Kebutuhan Mencari Variasi Sebagai Variabel Moderasi (Studi Pada Pengguna Smartphone Yang Pernah 

Melakukan Perpindahan Merek Di Surabaya). Jurnal Ilmu Manajemen, 5, (1), hal. 1-11 

[20] Isnaeny, Nur Baety. 2014 Pengaruh Ketidakpuasan , Harga dan Kebutuhan Mencari Variasi Terhadap Perilaku 

Perpindahan Merek (Studi Pada Konsumen Citra Hand & Body Lotion Di Kabupaten Kebumen) Jurnal Manajemen 

dan Bisnis,10(1), hal 1-6 

[21] Khasanah, Aulia Uswatun dan Kuswati, Rini. 2013. Analisis Faktor-Faktor Yang Mempengaruhi Perpindahan 

Merek Pada Produk Smartphone. BENEFIT Jurnal Manajemen dan Bisnis, 17(2), hal. 123-131 

[22] Kurniawan, Andrie. 2016. Perilaku Brand Switching Konsumen Dalam Pembelian Produk Kartu SIM HP CDMA. 

Jurnal Administrasi Kantor, 4(1), hal. 235 – 264 

[23] Kosidah, Sri dan Nuraeni. 2016. Analisis Faktor-Faktor yang Mempengaruhi Perilaku Brand Switching pada Kartu 

Prabayar XL (Studi pada konsumen Pandu media Reload Service Singosari-Malang). Jurnal Sketsa Bisnis, 1 (1), 

hal.1-15 

[24] Kotler, Philip and Garry Amstrong. 2012. Principles of Marketing. New Jersey: Pearson Education Limited 

[25] Kotler, Philip dan Kevin Lane Keller. 2009. Manajemen Pemasaran, Edisi Ketiga Belas Jilid 1. Jakarta: Erlangga. 

[26] Kwifi, Osama Al; Sam ;Zafar U. Ahmed. 2015,An Intellectual Journey Into The Historical Evolution of Marketing 

Research in Brand Switching Behavior – past, present and future. Journal of Management History, 21 (2) hal. 172 – 

193.  

[27] Kwifi, Sam O. Al and McNaughton, Rod B. 2013. The Influence of Product Features on Brand Switching: The Case 

of Magnetic Resonance Imaging Equipment. Journal of Business & Industrial Marketing, 28 (5), hal. 421-431 

[28] Putro,Ismail Wahyudi;Mudiantono. 2014. Analisis Faktor-Faktor yang Mempengaruhi Perilaku Perpindahan Merek 

melalui Kepuasan Konsumen sebagai Variabel Intervening (Studi pada bekas konsumen pembersih wajah Pond’s di 

kota Semarang). Diponegoro Journal Of Management  3(4). Hal. 1-14. 

[29] Pranita, Andina Jathu dan Irawanto, Dodi W.2013. Pengaruh Kinerja Produk, Tingkat Kepuasan, dan Tingkat 

Keterlibatan pada Perilaku Perpindahan Merek. Jurnal Aplikasi Manajemen, 11(4), hal. 677-687 

[30] Loprang, Jilly Vanessi. 2016. Analisis Faktor-Faktor Yang Dipertimbangkan Konsumen Dalam Perpindahan Merek 

Mie Instan (Studi pada Mahasiswa di Kota Manado). Jurnal Riset Bisnis dan Manajemen, 3(4), hal. 332-345. 

[31] Mannan, Mahafuz ; Md.Fazla Mohiuddin; Sarker Chowdhury, dan Nusrat  Priodorshine.  2017. Customer 

satisfaction, switching intentions, perceived switching costs, and perceived alternative attractiveness in Bangladesh 

mobile telecommunicationsmarket. South Asian Journal of Business Studies 6 (2). hal 187-202 

[32] Msaed, Cristelle; Sam O Al-Kwifi, Zafar U Ahmed. 2017. Building a comprehensive model to investigate factors 

behind switching intention of high technology products. Journal of Product & Brand Management. 26 (2) hal. 200-

250 

[33] N.Thawil, Ayu. 2014.Pengaruh Ketidakpuasan Pasca Konsumsi Dan Kebutuhan Mencari Variasi  Terhadap 

Keputusan Perpindahan Merek Smartphone GSM Dari Merek Blackberry Ke Samsung (Studi Pada Pengguna 

Smartphone di Kota Manado) Jurnal Riset Bisnis dan Manajemen  2 (4), hal 73-89. 

[34] Priyono, Priyono Iyon. 2017. Effect of Quality Products, Services and Brand on Customer Satisfactionat 

McDonald's. J Glob Econ, 5(2), hal. 73-90 

[35] Susanti N.P.H ; I Made Wardana. 2015. Pengaruh Kualitas Produk dan Citra Merek Terhadap Kepuasan dan 

Loyalitas Pelanggan pada Produk Kosmetik Hijau Merek The Body Shop. E-Jurnal Manajemen Universitas 

Udayana,4 (2), hal 91- 120  



International Journal of Management and Commerce Innovations  ISSN 2348-7585 (Online) 
Vol. 6, Issue 2, pp: (1158-1164), Month: October 2018 - March 2019, Available at: www.researchpublish.com 

 

Page | 1164  
Research Publish Journals 

[36] Yosua Dwi Susanto dan Nurul Widyawati 2016. Pengaruh Variety Seeking, Promosi dan Citra Merek terhadap 

Keputusan Perpindahan Blackberry Ke Smartphone  Jurnal Ilmu dan Riset Manajemen .5 (2). hal.41-54 

[37] Rama, Ali. 2017. An Exploration Of Customers’ Switching Behavior In Islamic Banking Industry. Journal Of 

Islamic Monetary Economics and Finance, 2(2) hal. 251-286 

[38] Riduwan, dan Engkos Achmad Kuncoro,. 2011. Cara Menggunakan dan Memaknai Analisis Jalur ( Path Analysis ). 

Bandung : Alfabeta. 

[39] Saleh,Muhamad dan Abdul Hamid. 2015.Customer Satisfaction and Brand Switching Intention: A Study of Mobile 

Services in Saudi Arabia. Expert Journal of Marketing, 3(2), hal.62-72 

[40] Saputra,Setiawan Tri; Kadarisman Hidayat, Sunarti. 2017. Pengaruh Kualitas Produk terhadap Keputusan Pembelian 

dan Dampaknya terhadap Keepuasan Konsumen Pengguna Iphone (Survei pada Mahasiswa Fakultas Ilmu 

Administrasi Universitas Brawijaya Malang) Jurnal Administrasi Bisnis (JAB) 50 (6) hal.173-176 

[41] Shujaat, Sobia; Nadeem Syed and Usama Ahmed. 2015. Factors Behind Brand Switching In Telecommunication 

Industry Of Pakistan. Journal of Business Studies (Formerly Journal of Management & Social Sciences), Vol. 11 

(2),hal. 29-40 

[42] Sugiyono. 2016. Metode Penelitian Administrasi. Bandung: Alfabeta. 

[43] Susila, Budi; Sumarwan, Ujang; Kirbrandoko. 2014. Analisis Kepuasan Konsumen Terhadap Brand Switching 

Behavior Minuman Teh Dalam Kemasan. Jurnal Ilmu Keluarga & Konsumen, 07(3), hal. 193-201 

[44] Xu,Lu; Blankson, Charles dan Prybutok, Victor.2017. Relative Contributions of Product Quality and Service Quality 

in the Automobile Industry. The Quality Management Journal, 24(1), hal: 21-37 

[45] Zainudin, Yusup dan Soestyo, Yoyok. 2014. Pengaruh Kualitas Produk, dan Ketidakpuasan Terhadap Perpindahan 

Merek. Jurnal Ilmu Manajemen. 2(3), hal. 1130-1138 

 

 

 


