
 
 

114 
 

Aarts, H., & Dijksterhuis, A. (2000). The automatic activation of goal-directed 

behaviour: The case of travel habit. Journal of Environmental Psychology, 

20(1), 75–82. https://doi.org/10.1006/jevp.1999.0156 

Adjie, E. A., Calista, N., Muhtadiin, R. R., Handayani, P. W., & Larasati, P. D. 

(2023). User switching intention from E-marketplace to E-pharmacy: The 

Influence of push, pull, and mooring factors. Informatics in Medicine 

Unlocked, 43(November). https://doi.org/10.1016/j.imu.2023.101404 

Agrawal, D. K. (2022). Determining behavioural differences of Y and Z 

generational cohorts in online shopping. International Journal of Retail and 

Distribution Management, 50(7), 880–895. https://doi.org/10.1108/IJRDM-

12-2020-0527 

Ahmed, I., Al Masud, A., Hossain, M. A., Hossain, M. A., & Kim, M. (2025). 

Understanding customer switching behavior: An empirical examination of 

mobile financial services. Social Sciences and Humanities Open, 

11(December 2024), 101270. https://doi.org/10.1016/j.ssaho.2024.101270 

Ajzen, I. (1991). The Theory of Planned Behavior. Organizational Behavior and 

Human Decision Processes, 50(2), 179–211. 

https://doi.org/10.47985/dcidj.475 

Ajzen, I., & M, F. (1980). Understanding attitudes and predictiing social behavior. 

In Englewood cliffs. Prentice-Hall. 

Bai, L., Li, S., Zheng, M., Zhang, Z., & Gong, S. (2024). Consumer brand and 

category switching behaviors after food safety incidents: Factors and 

mechanisms. Appetite, 195(January). 

https://doi.org/10.1016/j.appet.2024.107234 

Bansal, H. S., & Taylor, S. F. (1999). The Service Provider Switching Model 

(SPSM): A Model of Consumer Switching Behavior in the Services Industry. 

Journal of Service Research, 2(2), 200–218. 

https://doi.org/10.1177/109467059922007 

Bansal, H. S., Taylor, S. F., & James, Y. St. (2005a). “Migrating” to new service 

providers: Toward a unifying framework of consumers’ switching behaviors. 

Journal of the Academy of Marketing Science, 33(1), 96–115. 

http://dx.doi.org/10.1016/j.jaci.2012.05.050 

Bansal, H. S., Taylor, S. F., & James, Y. S. (2005b). “Migrating” to new service 

providers: Toward a unifying framework of consumers’ switching behaviors. 

Journal of the Academy of Marketing Science, 33(1), 96–115. 

https://doi.org/10.1177/0092070304267928

DAFTAR PUSTAKA



115 
 

 
 

Bougie, R., & Sekaran, U. (2020). Research Methods For Business: A Skill Building 

Approach (8th ed.). John Wiley & Sons. 

Bozkurt, S., & Gligor, D. (2019). Customers’ behavioral responses to unfavorable 

pricing errors: the role of perceived deception, dissatisfaction and price 

consciousness. Journal of Consumer Marketing, 36(6), 760–771. 

https://doi.org/10.1108/JCM-06-2018-2726 

Chen, L., Wu, P., Dou, Y., & Wu, Y. (2023). Investigating senders’ switching 

intention to smart lockers: An extension of push-pull-mooring model. Journal 

of Retailing and Consumer Services, 74(December 2022), 103414. 

https://doi.org/10.1016/j.jretconser.2023.103414 

Chen, T., Li, S., Zeng, Z., Liang, Z., Chen, Y., & Guo, W. (2024). An empirical 

investigation of users’ switching intention to public service robots: From the 

perspective of PPM framework. Government Information Quarterly, 41(2). 

https://doi.org/10.1016/j.giq.2024.101933 

Chen, Y. H., & Keng, C. J. (2019). Utilizing the Push-Pull-Mooring-Habit 

framework to explore users’ intention to switch from offline to online real-

person English learning platform. Internet Research, 29(1), 167–193. 

https://doi.org/10.1108/IntR-09-2017-0343 

Chen, Y., Li, X., Li, Q., & Li, W. (2022). Exploring customers’ switching from 

native to lightweight apps: a push–pull–mooring framework perspective. 

Industrial Management and Data Systems, 122(12), 2633–2656. 

https://doi.org/10.1108/IMDS-04-2022-0234 

Chen, Y., & Zhu, Y. Q. (2020). Research on the influencing factors of users’ 

transfer behavior from paper reading to mobile reading from the perspective 

of PPM theory. Library Science Research, 2, 70–80. 

Cheng, S. (2024). Understanding Users’ Voluntary Switching Behavior for User 

Interfaces of Intelligent Personal Assistant Devices. Information Systems 

Frontiers, 136. https://doi.org/10.1007/s10796-023-10459-6 

Cheng, S., Lee, S. J., & Choi, B. (2019). An empirical investigation of users’ 

voluntary switching intention for mobile personal cloud storage services based 

on the push-pull-mooring framework. Computers in Human Behavior, 

92(February 2018), 198–215. https://doi.org/10.1016/j.chb.2018.10.035 

Chi, M., Wang, J., Luo, X. (Robert), & Li, H. (2021). Why travelers switch to the 

sharing accommodation platforms? A push-pull-mooring framework. 

International Journal of Contemporary Hospitality Management, 33(12), 

4286–4310. https://doi.org/10.1108/IJCHM-02-2021-0253 

Cui, R., Xin, S., & Li, Z. (2021). Interrogating and redefining the concept of 

consumer inertia. Journal of Consumer Behaviour, 20(1), 21–31. 

https://doi.org/10.1002/cb.1849 

D’Alessandro, S., Johnson, L., Johnson, L., Gray, D. M., & Carter, L. (2015). The 



116 
 

 
 

market performance indicator: A macro understanding of service provider 

switching. Journal of Services Marketing, 29(4), 302–313. 

https://doi.org/10.1108/JSM-05-2014-0172 

Dogra, N., Bakshi, S., & Gupta, A. (2023). Exploring the switching intention of 

patients to e-health consultations platforms: blending inertia with push–pull–

mooring framework. Journal of Asia Business Studies, 17(1), 15–37. 

https://doi.org/10.1108/JABS-02-2021-0066 

Donald J. Bogue. (1968). Principles of Demography. John Wiley. 

Eriksson, N., & Stenius, M. (2021). Online grocery shoppers due to the Covid-19 

pandemic - An analysis of demographic and household characteristics. 

Procedia Computer Science, 196(2021), 93–100. 

https://doi.org/10.1016/j.procs.2021.11.077 

Everett S. Lee. (1966). A Theory of Migration. Demography, 3, 47–57. 

Fan, L., Zhang, X., Rai, L., & Du, Y. (2021). Mobile payment: The next frontier of 

payment systems? - an empirical study based on push-pull-mooring 

framework. Journal of Theoretical and Applied Electronic Commerce 

Research, 16(2), 155–169. https://doi.org/10.4067/S0718-

18762021000200111 

Fontana, M., Iori, M., & Nava, C. R. (2019). Switching behavior in the Italian 

electricity retail market: Logistic and mixed effect Bayesian estimations of 

consumer choice. Energy Policy, 129(December), 339–351. 

https://doi.org/10.1016/j.enpol.2019.01.060 

Fornell, C. (2016). Satisfaction Barometer: The Swedish Experience. Journal of 

Marketing, 56(1), 6–21. http://www.jstor.org/stable/1252129 

Ghamry, S., & Shamma, H. M. (2020). Factors influencing customer switching 

behavior in Islamic banks: evidence from Kuwait. Journal of Islamic 

Marketing, 13(3), 688–716. https://doi.org/10.1108/JIMA-01-2020-0021 

Ghufran, M., Ali, S., Ariyesti, F. R., Nawaz, M. A., Aldieri, L., & Xiaobao, P. 

(2022). Impact of COVID-19 to customers switching intention in the food 

segments: The push, pull and mooring effects in consumer migration towards 

organic food. Food Quality and Preference, 99(February). 

https://doi.org/10.1016/j.foodqual.2022.104561 

Gomes, S., & Lopes, J. M. (2022). Evolution of the Online Grocery Shopping 

Experience during the COVID-19 Pandemic: Empiric Study from Portugal. 

Journal of Theoretical and Applied Electronic Commerce Research, 17(3), 

909–923. https://doi.org/10.3390/jtaer17030047 

Gu, J., Wang, X., & Lu, T. (2020). I like my app but I wanna try yours: exploring 

user switching from a learning perspective. Internet Research, 30(2), 611–630. 

https://doi.org/10.1108/INTR-07-2018-0310 



117 
 

 
 

Hagger, M. S. (2019). Habit and physical activity: Theoretical advances, practical 

implications, and agenda for future research. Psychology of Sport and 

Exercise, 42, 118–129. https://doi.org/10.1016/j.psychsport.2018.12.007 

Handarkho, Y. D., & Harjoseputro, Y. (2020). Intention to adopt mobile payment 

in physical stores: Individual switching behavior perspective based on Push–

Pull–Mooring (PPM) theory. Journal of Enterprise Information Management, 

33(2), 285–308. https://doi.org/10.1108/JEIM-06-2019-0179 

Hsieh, P. J. (2021). Understanding medical consumers’ intentions to switch from 

cash payment to medical mobile payment: A perspective of technology 

migration. Technological Forecasting and Social Change, 173(July), 121074. 

https://doi.org/10.1016/j.techfore.2021.121074 

Huang, L., Li, Y., Huang, X., & Zhou, L. (2021). How social distance affects the 

intention and behavior of collaborative consumption: A study based on online 

car-hailing service. Journal of Retailing and Consumer Services, 61. 

https://doi.org/10.1016/j.jretconser.2021.102534 

Kagan, M., & Lissita, S. (2023). Generations X, Y, Z: Attitudes Toward Social 

Workers in the Age of Media Technologies. Technology in Society, 

75(102353), 7–20. 

Koll, O., & Plank, A. (2022). Do shoppers choose the same brand on the next trip 

when facing the same context? An empirical investigation in FMCG retailing. 

Journal of Retailing, 98(4), 576–592. 

https://doi.org/10.1016/j.jretai.2022.01.003 

Kuo, R. Z. (2020). Why do people switch mobile payment service platforms? An 

empirical study in Taiwan. Technology in Society, 62(March 2020). 

https://doi.org/10.1016/j.techsoc.2020.101312 

Lee, J. C. (2024). Exploring Chinese passenger switching intentions toward airline 

self-service technology from a push–pull–mooring perspective. Kybernetes. 

https://doi.org/10.1108/K-01-2024-0174 

Lee, J. C., & Wang, J. (2023). From offline to online: understanding users’ 

switching intentions from traditional wealth management services to mobile 

wealth management applications. International Journal of Bank Marketing, 

41(2), 369–394. https://doi.org/10.1108/IJBM-08-2022-0345 

Lee, S. M., & Lee, D. H. (2020). “Untact”: a new customer service strategy in the 

digital age. Service Business, 14(1). https://doi.org/10.1007/s11628-019-

00408-2 

Lee, S. M., Lee, D., & Kim, Y. S. (2019). The quality management ecosystem for 

predictive maintenance in the Industry 4.0 era. International Journal.pdf. 

International Journal of Quality Innovation, 5, 1–11. 

Li, C. Y., & Zhang, J. T. (2023). Chatbots or me? Consumers’ switching between 

human agents and conversational agents. Journal of Retailing and Consumer 



118 
 

 
 

Services, 72(December 2022), 103264. 

https://doi.org/10.1016/j.jretconser.2023.103264 

Liao, J., Li, M., Wei, H., & Tong, Z. (2020). Antecedents of smartphone brand 

switching: a push–pull–mooring framework. Asia Pacific Journal of 

Marketing and Logistics, 33(7), 1596–1614. https://doi.org/10.1108/APJML-

06-2020-0397 

Liu, Z., (Chris) Zhao, Y., Chen, S., Song, S., Hansen, P., & Zhu, Q. (2021). 

Exploring askers’ switching from free to paid social Q&A services: A 

perspective on the push-pull-mooring framework. Information Processing and 

Management, 58(1). https://doi.org/10.1016/j.ipm.2020.102396 

Loh, X. M., Lee, V. H., Tan, G. W. H., Ooi, K. B., & Dwivedi, Y. K. (2021). 

Switching from cash to mobile payment: what’s the hold-up? Internet 

Research, 31(1), 376–399. https://doi.org/10.1108/INTR-04-2020-0175 

Mai, X. T., & Nguyen, T. (2023). Switching behaviors in peer-to-peer mobile 

payment applications: the role of sociability. Journal of Systems and 

Information Technology, 26(1), 1–30. https://doi.org/10.1108/JSIT-05-2023-

0082 

Marx, T. (2024). The push-pull-mooring model of consumer service switching: 

a meta-analytical review to guide future research. Journal of Service Theory 

and Practice, 35(7), 1–29. https://doi.org/10.1108/JSTP-06-2024-0201 

Moon, B. (1995). Paradigms in migration research: Exploring ‘moorings’ as a 

schema. Progress in Human Geography, 19(4), 504–524. 

https://doi.org/10.1177/030913259501900404 

Nard, L. (1997). Customers’ Motivations for Maintaining Relationships With 

Service Providers zyxwvutsrqponmlkjihgfedcb NEELI BENDAPUDI O hio sta 

te Unive nity. 73(l). 

Nayak, B., Bhattacharyya, S. S. S., Kulkarni, O., & Mehdi, S. N. (2021). Adoption 

of online pharmacy applications during COVID-19 pandemic; empirical 

investigation in the Indian context from push-pull and mooring framework. 

Journal of Engineering, Design and Technology, 21(4), 1173–1196. 

https://doi.org/10.1108/JEDT-06-2021-0341 

Nugroho, A., & Wang, W. T. (2023). Consumer switching behavior to an 

augmented reality (AR) beauty product application: Push-pull mooring theory 

framework. Computers in Human Behavior, 142(December 2022), 107646. 

https://doi.org/10.1016/j.chb.2022.107646 

Pan, X., Zhou, X., Yu, L., & Hou, L. (2023). Switching from offline to online health 

consultation in the post-pandemic era: the role of perceived pandemic risk. 

Frontiers in Public Health, 11(May), 1–12. 

https://doi.org/10.3389/fpubh.2023.1121290 

Patel, N. K. (2023). Antecedents of consumers’ brand switching behavior in mobile 



119 
 

 
 

service provider. South Asian Journal of Marketing, 5(1), 15–31. 

https://doi.org/10.1108/sajm-11-2022-0075 

Pollak, R. A. (2016). Habit Formation and Dynamic Demand Functions Author ( s 

): Robert A . Pollak Published by : The University of Chicago Press Stable 

URL : http://www.jstor.org/stable/1829929 Accessed : 24-05-2016 11 : 13 

UTC Functions Habit Formation and Dynamic Demand. 78(4), 745–763. 

Poon, W. C., & Tung, S. E. H. (2024). The rise of online food delivery culture 

during the COVID-19 pandemic: an analysis of intention and its associated 

risk. European Journal of Management and Business Economics, 33(1), 54–

73. https://doi.org/10.1108/EJMBE-04-2021-0128 

Ravenstein, E. G. (1889). The Laws of Migration. Journal of the Statistical Society 

of London, 52(2), 241–305. 

Samuelson, W., & Zeckhauser, R. (1988). Status Quo Bias in Decision Making. 

1(1), 7–59. 

Sun, Y., Liu, D., Chen, S., Wu, X., Shen, X. L., & Zhang, X. (2017). Understanding 

users’ switching behavior of mobile instant messaging applications: An 

empirical study from the perspective of push-pull-mooring framework. 

Computers in Human Behavior, 75, 727–738. 

https://doi.org/10.1016/j.chb.2017.06.014 

Susanty, A., Handoko, A., & Puspitasari, N. B. (2020). Push-pull-mooring 

framework for e-commerce adoption in small and medium enterprises. Journal 

of Enterprise Information Management, 33(2), 381–406. 

https://doi.org/10.1108/JEIM-08-2019-0227 

Tak, P., & Panwar, S. (2017). Using UTAUT 2 model to predict mobile app based 

shopping: evidences from India. Journal of Indian Business Research, 9(3), 

248–264. https://doi.org/10.1108/JIBR-11-2016-0132 

Thangavel, P., Pathak, P., & Chandra, B. (2021). Millennials and Generation Z: a 

generational cohort analysis of Indian consumers. Benchmarking, 28(7), 

2157–2177. https://doi.org/10.1108/BIJ-01-2020-0050 

Tsai, P. H., & Tang, J. W. (2023). Consumers’ switching intention towards E-

commerce platforms’ store-to-store pickup services: The application of the 

extended PPM model. Journal of Retailing and Consumer Services, 75(July). 

https://doi.org/10.1016/j.jretconser.2023.103535 

Um, K. H., & Lau, A. K. W. (2018). Healthcare service failure: how dissatisfied 

patients respond to poor service quality. International Journal of Operations 

and Production Management, 38(5), 1245–1270. 

https://doi.org/10.1108/IJOPM-11-2016-0669 

Wang, L., Luo, X. (Robert), Yang, X., & Qiao, Z. (2019). Easy come or easy go? 

Empirical evidence on switching behaviors in mobile payment applications. 

Information and Management, 56(7), 103150. 



120 
 

 
 

https://doi.org/10.1016/j.im.2019.02.005 

Wang, S., Wang, J., & Yang, F. (2020). From willingness to action: Do push-pull-

mooring factors matter for shifting to green transportation? Transportation 

Research Part D: Transport and Environment, 79(96), 102242. 

https://doi.org/10.1016/j.trd.2020.102242 

Wang, X., Wong, Y. D., Liu, F., & Yuen, K. F. (2021). A push–pull–mooring view 

on technology-dependent shopping under social distancing: When technology 

needs meet health concerns. Technological Forecasting and Social Change, 

173(September), 121109. https://doi.org/10.1016/j.techfore.2021.121109 

Widyastuti, W., Hartini, S., Tiarawati, M., Artanti, Y., & Untarini, N. (2024). Why 

do dissatisfied consumers remain loyal? The role of switching barriers in 

online shopping. Asian Journal of Business Research, 14(1), 76–96. 

https://doi.org/10.14707/ajbr.240166 

Wong, P., Leung, W. K. S., Vanharanta, M., & Wan, C. (2025). Consumer adoption 

of cryptocurrencies as a precursor to a decentralized financial system: a push-

pull-mooring model. International Journal of Bank Marketing. 

https://doi.org/10.1108/IJBM-07-2024-0411 

Xu, F., Zhan, C., Lu, L., Tan, J., Li, S., & Li, J. (2021). Is the destination brand 

loyalty mechanism invariable? A comparative study from China. Journal of 

Destination Marketing and Management, 22(February), 100658. 

https://doi.org/10.1016/j.jdmm.2021.100658 

Xu, H., Wang, J., Tai, Z., & Lin, H. C. (2021). Empirical study on the factors 

affecting user switching behavior of online learning platform based on push-

pull-mooring theory. Sustainability (Switzerland), 13(13). 

https://doi.org/10.3390/su13137087 

Ye, D., Liu, F., Cho, D., & Jia, Z. (2022). Heliyon Investigating switching intention 

of e-commerce live streaming users. Heliyon, 8(February), e11145. 

https://doi.org/10.1016/j.heliyon.2022.e11145 

Yoon, C., & Lim, D. (2021). Customers’ intentions to switch to internet-only banks: 

Perspective of the push-pull-mooring model. Sustainability (Switzerland), 

13(14), 1–20. https://doi.org/10.3390/su13148062 

Yusfiarto, R., Sunarsih, S., & Darmawan, D. (2023). Understanding Muslim’s 

switching from cash to m-payments: based on push-pull-mooring framework. 

Journal of Islamic Marketing, 14(2), 342–365. https://doi.org/10.1108/JIMA-

05-2021-0135 

Zeng, Z., Li, S., Lian, J., Li, J., Chen, T., & Li, Y. (2021a). Land Use Policy 

Switching behavior in the adoption of a land information system in China : A 

perspective of the push – pull – mooring framework. JLUP, 109(March 2020), 

105629. https://doi.org/10.1016/j.landusepol.2021.105629 

Zeng, Z., Li, S., Lian, J. W., Li, J., Chen, T., & Li, Y. (2021b). Switching behavior 



121 
 

 
 

in the adoption of a land information system in China: A perspective of the 

push–pull–mooring framework. Land Use Policy, 109(June), 105629. 

https://doi.org/10.1016/j.landusepol.2021.105629 

Zhang, Q., Onita, C. G., Banks, M. S., & Zhang, X. (2021). Understanding 

switching behavior of mobile payment enabled transportation apps: A push-

pull-mooring perspective. Issues in Information Systems, 22(1), 124–135. 

https://doi.org/10.48009/1_iis_2021_124-135 

Zhao, C. (2024). Examining the intention-behavior gap in consumer switching: 

the moderating role of switching costs. Marketing Intelligence and Planning. 

https://doi.org/10.1108/MIP-08-2024-0568 

Zhao, Y., Peng, X., Liu, Z., Song, S., & Hansen, P. (2020). Factors that affect 

asker’s pay intention in trilateral payment-based social Q&A platforms: From 

a benefit and cost perspective. Journal of the Association for Information 

Science and Technology, 71(5), 516–528. https://doi.org/10.1002/asi.24262 

Zhou, T., & Mi, Q. (2023). Examining user switching between social Q&A 

platforms: a push–pull-mooring perspective. Universal Access in the 

Information Society, 23(3), 1333–1342. https://doi.org/10.1007/s10209-023-

01001-1 


