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ABSTRAK

Riyadh, 2320420310007, 2025. Pengaruh Dissatisfaction dan Service
Encounter Failure terhadap Switching Behavior dengan Variety Seeking sebagai
Variabel Moderasi pada Pelanggan Servis Iphone Ionix Service di Kota Banjarmasin,
di bawah bimbingan Taharuddin.

Penelitian ini bertujuan untuk menguji dan mengetahui pengaruh langsung
antara Dissatisfaction dan Service Encounter Failure terhadap Switching Behavior
serta moderasi dari Variety Seeking pada Pelanggan Servis Iphone Ionix Service Di
Kota Banjarmasin.

Penelitian ini menggunakan metode penelitian kuantitatif dengan tipe
eksplanatif dan menggunakan metode analisis data SmartPLS. dengan cara
pengumpulan data melalui penyebaran kuesioner kepada pelanggan Ionix Service yang
memiliki pengalaman servis iPhone di tempat lain sebelumnya dengan sampel
sebanyak 385 responden.

Hasil pengujian menunjukkan bahwa Dissatisfaction berpengaruh signifikan
terhadap Switching Behavior, demikian pula Service Encounter Failure yang terbukti
memberikan pengaruh signifikan. Selain itu, Variety Seeking sebagai variabel moderasi
memperlemah pengaruh Dissatisfaction terhadap Switching Behavior, dan juga
memperlemah pada pengaruh Service Encounter Failure terhadap Switching Behavior.

Kata Kunci: Dissatisfaction, Service Encounter Failure, Switching Behavior, Variety
Seeking.
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ABSTARCT

Riyadh, 2320420310007, 2025. The Influence of Dissatisfaction and Service
Encounter Failure on Switching Behavior with Variety Seeking as a Moderating
Variable among iPhone Service Customers of lonix Service in Banjarmasin City,
supervised by Taharuddin.

This study aims to examine and identify the direct influence of Dissatisfaction
and Service Encounter Failure on Switching Behavior, as well as the moderating role
of Variety Seeking among iPhone service customers at lonix Service in Banjarmasin
City. The research employed a quantitative explanatory design and utilized SmartPLS
for data analysis. Data were collected through questionnaires distributed to lonix
Service customers who had prior experience with iPhone servicing at other providers,
with a total sample of 385 respondents.

The test results indicate that Dissatisfaction has a significant effect on
Switching Behavior, and Service Encounter Failure is also proven to have a significant
effect. Furthermore, Variety Seeking, as a moderating variable, weakens the effect of
Dissatisfaction on Switching Behavior and also weakens the effect of Service
Encounter Failure on Switching Behavior.

Keywords: Dissatisfaction, Service Encounter Failure, Switching Behavior, Variety
Seeking.
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