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ABSTRAK

PENGARUH KEPERCAYAAN, HARGA, DAN PEMASARAN
REFERRAL TERHADAP LOYALITAS NASABAH ASURANSI
UMUM PT PASOPATI INSURANCE BROKER DI SURABAYA

LARASATI MUSTIKAWENI

E-mail: larasatiacc@gmail.com

Loyalitas nasabah merupakan faktor penting dalam menjaga keberlanjutan
bisnis broker asuransi di tengah persaingan yang semakin ketat. Penelitian ini
bertujuan untuk menganalisis pengaruh kepercayaan, harga, dan pemasaran referral
terhadap loyalitas nasabah PT Pasopati Insurance Broker di Surabaya. Penelitian
ini menggunakan pendekatan kuantitatif dengan desain explanatory research.
Sampel penelitian terdiri dari 73 nasabah aktif yang telah menggunakan jasa
perusahaan minimal satu tahun. Data dikumpulkan melalui kuesioner berskala
Likert dan dianalisis menggunakan regresi linier berganda. Hasil penelitian
menunjukkan bahwa kepercayaan, harga, dan pemasaran referral secara parsial
berpengaruh positif dan signifikan terhadap loyalitas nasabah. Selain itu, ketiga
variabel independen secara simultan juga terbukti berpengaruh signifikan terhadap
loyalitas nasabah. Temuan ini mengindikasikan bahwa peningkatan kepercayaan,
penetapan harga yang sesuai, serta strategi pemasaran referral yang efektif berperan

penting dalam meningkatkan retensi nasabah.

Kata Kunci: Kepercayaan, Harga, Pemasaran Referral, Loyalitas Nasabah
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ABSTRACT

THE EFFECT OF TRUST, PRICE, AND REFERRAL MARKETING
ON THE CUSTOMERS LOYALTY OF GENERAL INSURANCE AT
PT PASOPATI INSURANCE BROKER IN SURABAYA
LARASATI MUSTIKAWENI

E-mail: larasatiacc@gmail.com

Customer loyalty is a crucial factor in sustaining insurance brokerage
businesses amid increasing competition. This study aims to analyze the effects of
trust, price, and referral marketing on customer loyalty at PT Pasopati Insurance
Broker in Surabaya. A quantitative approach with an explanatory research design
was employed. The sample consisted of 73 active customers who had used the
company’s services for at least one year. Data were collected using a Likert-scale
questionnaire and analyzed through multiple linear regression. The results indicate
that trust, price, and referral marketing each have a positive and significant effect
on customer loyalty. Simultaneously, the three independent variables also
significantly influence customer loyalty. These findings suggest that strengthening
customer trust, maintaining appropriate pricing, and implementing effective referral
marketing strategies are essential to enhance customer retention and support

business sustainability.

Keywords: Trust, Price, Referral Marketing, Customer Loyalty
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