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PENGARUH CUSTOMER FORGIVENESS TERHADAP BRAND
BETRAYAL, BRAND AVOIDANCE, NEGATIVE WORD OF MOUTH, DAN
BRAND RETALIATION PADA KASUS DUGAAN PENGOPLOSAN

PERTAMAX OLEH PT PERTAMINA (PERSERO)

(Aura Hapsari)

ABSTRAK

Kasus dugaan pengoplosan BBM Pertamina yang viral di media sosial
menimbulkan reaksi negatif dari masyarakat dan memengaruhi dinamika perilaku
konsumen terhadap merek. Penelitian ini dilakukan untuk menganalisis pengaruh
Customer Forgiveness terhadap Brand Avoidance, Brand Retaliation, dan Negative
Word of Mouth (NWOM) dengan Brand Betrayal sebagai variabel mediasi.
Penelitian ini menggunakan pendekatan kuantitatif dengan metode Structural
Equation Modeling-Partial Least Squares (SEM-PLS). Responden penelitian
berjumlah 112 responden yang mengetahui kasus BBM Pertamina, dan data
dianalisis menggunakan SmartPLS 4. Penelitian ini mengembangkan variabelnya
berdasarkan landasan teoretis yang mencakup teori-teori perilaku konsumen serta
teori yang berkaitan dengan pemulihan layanan (Service Recovery). Kesimpulan
dari penelitian ini menegaskan bahwa pemulihan pemaafan konsumen saja tidak
cukup untuk mengurangi perilaku penghindaran merek; perusahaan harus terlebih
dahulu menurunkan persepsi pengkhianatan. Oleh karena itu, Pertamina perlu
memperkuat transparansi, akuntabilitas, dan strategi pemulihan reputasi untuk
membangun kembali kepercayaan pelanggan.

Kata kunci: Customer Forgiveness, Brand Betrayal, Brand Avoidance, Brand
Retaliation, Negative Word of Mouth.
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THE EFFECT OF CUSTOMER FORGIVENESS ON BRAND
BETRAYAL, BRAND AVOIDANCE, NEGATIVE WORD OF
MOUTH, AND BRAND RETALIATION IN THE CASE OF
ALLEGED ADULTERATION OF PERTAMAX BY PT

PERTAMINA (PERSERO)

(Aura Hapsari)

ABSTRACT

The case of alleged fuel adulteration by Pertamina, which went viral on social
media, caused negative reactions from the public and affected consumer behavior
dynamics towards the brand. This study was conducted to analyze the effect of
Customer Forgiveness on Brand Avoidance, Brand Retaliation, and Negative Word
of Mouth (NWOM) with Brand Betrayal as a mediating variable. This study used a
quantitative approach with the Structural Equation Modeling-Partial Least
Squares (SEM-PLS) method. The study involved 112 respondents who were aware
of the Pertamina fuel case, and the data was analyzed using SmartPLS 4. This study
developed its variables based on a theoretical foundation that included consumer
behavior theories and theories related to service recovery. The conclusion of this
study confirms that consumer forgiveness recovery alone is not sufficient to reduce
brand avoidance behavior; companies must first reduce perceptions of betrayal.
Therefore, Pertamina needs to strengthen transparency, accountability, and
reputation recovery strategies to rebuild customer trust.

Keywords: Customer Forgiveness, Brand Betrayal, Brand Avoidance, Brand
Retaliation, Negative Word of Mouth.
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