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Corporate Social Responsibility towarcls Customer Loyalty:
Case Study of Aqua
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llrc Purposc ot lhis |apc| is trr analrzc thc rcliritv on (orporittc social responsihilitv (( SR) ptogr$nr is
fcalized in sorial alliilnu('cltn lls() be bfing a positivc percsption towarlls thr'\'alue thitl inllucnce rhg
bLrriDg dccisi0n. ll thc cu\tomcr lcul satislirrd. lhcr th{) \\ill do pur.chusing cr)ntinlrousl). do a $ord-
r)l-nrouth nrunr()tion. lcss rtlcnli(llr l() othtr hrrnd. evcn crcltc a nc\\ cLlsk)ntcr !nd bcc() c loval. lhis
lo)'nlt) \\ill bc lhc main ainr r)f lhc corpof.rtc. l)rin'ttr) dxta w:rs collcctcd lio l lhosr \\ho cvcr bought
nqua bclr\ccn ges 20 -j.l )eors old tnd livcs in Jak.fl.. Ihc data \\as gnlhcfrd irt one time (cr.oss-
sc.li()n)b\usinSpurp('si\c(.iudgnrcnt)sJnlplingn't('thod.nqt|aislhrancl('l-drinkiDg\\alcfsincclgTi
\t ith the lilfgcst sulcs in Indonesia rnd is olre ol'lhc rno(t lanxrus branci ol drinking watcr ill Indoncsia.
\hach has hec('mc likc a tencric brund lirr drinking watcr. l-o lcst thc h) pothrisis- slflrctural equalion
modcl $cfe p.florned Thc stxlisti! lo('ls is l.incilf SlructLlfll Relilti()n llesull indicatcd thirt (SR i d
lrust ha\r ir |\rsitirc lrlationship. supporting thc pcrspcctivc thut il flrst()trrer's pcrccption Ihirl a
corporatr iss(iciilll\ rcsp{)nsiblc \\ill strcngthcn thrirtrust t(J prod ct br.tnd I}ul CSI{ and comn]itntrnl
hil\t il ncuati\c rclatirtrrshifr. (r,rnmrtmcnt rn\l purch.r5c hchirrioI ir.rrc i! p()sili\c rclati(,t1ship.
suppor'lrng lhe perspceti\c thirt a c sl()ntcr's commitmcnt t(l thc corporuLe rrill positircll impact thc
mr8nilullc ol lhcir plrchasc bcha\ior. Cumnrilncrt Jnd \t,ord ol mouth ht\c positivc rcl.rtionship.
supp()r1ing thc pcrsprcti\,c that a cust('mcr's rontn.titmcnt to thc corforatc will slrengthrn lhuir dcsirr t()
shafc la\ ()airblc \\ord-(,1- ()uth ab()ut thc uorporutr.

h|rs0rrlr (i'rn(,ratc Sociitl l(csponsibilit)-(ustomcrl_())!lh.Intst.(i)mmitmcnl

Introdl|(li0

'l'hc cn\ ironmcnt problcms nrakc thc intunlion ol chrnging thc thinking ol busincss pcoplc. changing
patterns (), businrss anpf(,.ch bcgan t(r stcca business t'busincss aeli!it\-basctl appn,ach t,r
cn\ironmuntal sustrinilhilit\ 'l'he cn\ironmcntrl p(rblems coLrld bc rn (ppoflunrt-\ o[ r lhrcat rof
busincss pcople. Smir|t busjncss pc()plc \\ho \\ill mxkc lhc cn!ir()nmcntlrl issLrc inlo aln opporlunit) 1()
sillisl\ thc ncc.ls irr(i dcsircs ol roDsumers- to mcct thesu conclilions. tr) hc rcs[lt)nsiblc lor thu
sharcholJcr rnd stirkcholdcrs that rrlutcd inro th0 oorporatc s impuct. lt hrin-es nc\v pncnomcn(u. A
conrpan\ or'product thirt has an inlrgu ol public carc would bc much apprcciilt0d. lhus. c\cnturll\
gcncrirlc ptulits. (Vcliut)- 1008). I hc ( SR progrum ciln bc social alliancc. ar)Ll thrmoslo,lnular.unc;\
f iurse Rcliltcd M.rkcring lc tlM ) is hccomc 0n innovotivr slr togJ r(' gi!c ir \ alur addcd t() rhc comprD\
imagc ils lhc stratcg\ t(, dilli.rcntiJtc rnt(ntg othcrs. B) l<rcusing on rhc ltrng tcrm stralcg_\ - (.llM con hc
clso il c(,mpetilivr r(l\ ilntagc (Kotlcr & l-ec. 2{)05}. lhc actiritl that incl dcd on (.SR progrirm is
reclized in socnl irlliun(c crn he also hlirrg c p(,sitive pcrc(ption t()\vorcls thc r.rlue th:rt iniluenc! the
bu;ing clceisirrn. ll-thc cusloncr ti:cl sctisllcd_ thcn thc1,$ill do purchasing continuousl). do a \\ord_
ol-fiouth nronloli()n. less rtenlion to olher brond. even crcilte c nc\\ cuslomer ilnd bccome loval. 

.l 
his

Io) lt) Nill b..lhc muirr lirn ol thr cofP()rate (Kcrqtn.2(X)4)

lhis main.bicctirc or lhi\ pJpcr is Io rnrl)zr rhc uctivir) on corporiltc souirl rcsponsibilit\ (csR)
program is reirliz-ccl in social allionec con ulso bc bring u positi\c perccption k)wards thc vlluc thilt
inllu.nc! thc bu) ing dccisi,n. L,lulty is linked \rith the rcpcatcd busincss. cust()mcr lo]-alt) has li)ur
lcrcls that r.iir iclcd into lolill k) thc brand. stor-o or othcr cntitics: a) llard corc lo\rls. rustonlcr bu\ onc
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pforlucl rll thc Lirnc: h) Split lo\ ls. cuslo|]ter lo\al lo torc lhrn one producr: c) Shitting lo\als.
eLrstome|swilchingpr()!hrctrlllen:d)S\\itchefs.Cusl()mcrck)ntsh(r\\ilD\inlcfesll()rn)brand{K()tler.
2(X)0). r\ c{rnrpirrr) uhich crn !!l nr{ir!'cu\t()me. whcthcr it is hilfd crrr'c lorlls or rrnl) lo\Jl \rill gi\e
itn ad\'anlltllc kr thc sirlcs. l)cliiu\c lhc custonrcr $ ill purchlse more ()i) lhrl c()nlpan\ thl|l to the others.
lh!. c('nrpon) also can nrinimizc thc ntllflcting cosl hccnflsc lhc\ (l()n'l ncud l() do an) clli,n k' gcl a
r1c\\ cuslorn(rs. lhc mllrkcting r()st gclling lorrc'r bccausc thc satisljc(l c sk)mcr \till sharc thcir
c\pcricnct l(' the pc(rple (\\old ol mouth). l.|csidcs thilt. the ()pcr ti(nral rost \vill hc al\o dcrrc.rscd
bccausc thc c()mpen) is tfust\\(,rth\. l.o)all) \vill push thc customcr l(' llsl solisllcd to 1r-\ itnothef
p()ducl li('m the sanrc comprn) (Kollcf.20(10).

 qua i\ I brirn(l ol hottlcll drinking rtatcl prlductel hr ,\qul (irrlden \lississippi in Inclonesin sincc
197i..^qur is l branel ol drinki|lg !\alcf \\ilh thc lxrgcst salrs in lndol]csia ud is onc ol thc ntost
lanrous briud ()t (lri king rvnler in Indoncsia. vrhich has beconrc likc ir -scnct ic brancl lirr drinking !rltcr.
In Indoncsia. thcrc are I.l i;rcl()rics that pr.rducc Aqua. Sincc 1998. Aqua has also oune,,l b\,
multinctional companics liom lrrlncc. l)anonc. thc rcsult ol thc mcrgcr rvilh Danonc Aqlra Coldcn
Mississippi (llisto.) ol Aqt|tl. 2018). l-hc light compctilions bclwccn Air Minum Dalom Kcmitsln
(n Ml)K) ir([rslf) in Indoncsia ncctls an inno\irli\c stfaLcg] k) crcalc ll \aluc li)f thc custonrcr l() bc
lo1ll. I hc urnrpctition causcd b\ thc lo\! uhilil,r ol thc Borcrnmcnt to imp()vc the wdlcr lacilit).28011
dist|icts and 59l0 \ ilkrgcs in ln&'ncsia ha\ cn l gct 0 pr()pcr watcr l() drink. lt causcs thc impror cmcnt
ol AMDK inlluslr_! getting betlcr. lrronl thc salcs. this industfr hrs a g()od growth ratc. ln 2016. it
irrrprovcs l'Zu il \\c conlpurc it l() 2015 lionr 2,1 7 billion lrcconrcs 25 billion litcr. ln 2017 thc
imnro\cmcnl hccanre lJozu hccomc 27 hilli(rn littors. thon trrgcl l0ol) bccirmc 29.7 hilliun in 2013.
(Asosiasi I)clLrsrharrr Air Minunr Dalunr Kcnrrsan. 20lll).

li)r mir|r), )edf:; Aquo hol; uchicr ing nrunv pr0grunr rrhich eonccr'n tr) thc cn\ ir{)nmcnt|l riu:ituinarbilit).
F('f r'\amplc. Aqua achic\c Indoncsia (irccn nwil,ds 2(,14. Thc llcst (irccn l)rivatc l'arlncrship.
Wonosobo (lrec[ ( i1) in 201i. ln&)ncsia (;rccn n wards: I'ert\Lthlon I'engin.\litLt.\i /Jrlr?i calcg(n\
ol'l,aTollSehrrrrlol'CSRl0lI.AQtlAl-csti]|i li)r tl)l' l|rrt|rugu'lrs||l()l'\\ l!f fcr'ou|ecs inirrr irrlcgrirtcd
mnnncr through ircccss to clean u'alcr anr,l sanitation. os Ncll as launchcd thc proiccl ".trrrl { .,rrl/t
S4rz/zh" irrNI l. Indoncsia rccoilcd thc Platinum llrand At\lrd ctc. Aqu! ul\\'a)s mitkc a pfogr tn
thrl cn\ironnlcnlal orientctl. lhc) fcrlizcd thrt water is on inrportant clcnlcnl which is;rnpossihlc lo
bc stplfillcd liurr thr l)cr.'l)lc lirirrg. 70ozi, ()i humnn rlcrncnl i5 \\itter. m()sl ('l thc living aspccl is

r(lrl.J lLi th( \\Jtcr JrJ hunun nccJ \\nlor .r\ tlrlj suu,!u ul lltcir lili'. (llt'S. I)ulirrr Kclrritrrarr Air
lndoncsir.20l(r)

lhc \\aler usJg! in Indoncsia is ll0oz-90,o4, l()r agricultural. thus in 2l) I5 thc pcople nctlls \\ill bcc()mc
nrorc hug!'\vilh thc limitcd rcsources \!ill tuke the part lirr agrictllture. Eren in thc global lirrccast, iD

20i0 \rorl(l uill lacking ol'\valcr. 70o% ol nopulation will gel w0tcr insutlioicrlt. -lhis lbrecxst n'rrkc
I'rr)grirm Salu t Inluk Scpuluh bccomc un innor utir c invcstficnt li)f th|j :j()(ict) . ( tlPS. 2017 )

Revarclt Qltttion

\\'ith the slirtclrcnt rncntiorcJ xl)o\'c. in lhis slud\ thr oroblcnr thilt \!ill bc Jiscuss arc irs lolk)\\s:

wh) thc !ust('mcr's pcrccplions thal ir rorpo|alr is st'ciall) rcsponsiblr strcngthcn his of hcr tfttsl
iD thc cofPoratc'l
Wh) !ust()mrr-s pcrccptions that a c(r'p()rirlc is socitll) rcsp()nsiblc strcngthcn his or her

commitmcnl to thc corp(rratc?
Wh\ cust()n1cr's c()mmilmcnt to thc cofB)ratc p()sitivcl) impdct the magnitudc ()l his or hcr
purchilse hch3!i('r'.)
Wh! cusk'mcr-s commitmcnt to thc c()rfl)ratc strt]ngthcn his ()r her dcsirc to shurc la!orablc
uofd-ol-nrouth abo!rt thc c()l poratc?

h.

d.

l.ilerirturr la( 1ir$
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(orp(rfirtc r'c\pon\ibilil\ js thcfclilrc it pr()mincnl l!'ilturc {'l thf h(lsincss nrl s(!cict\ litcrxturu.
irddtcssing l()l)ics (rl businc\\ cthics. c()rp()frrtc s()ciJl pcrfi)rrirncc. ql()hal c(n-p(r_alc citizcnship. Jnd
shkch()ldcr rlranagurtc,tl. llirkuting nton:igctr]cnt u.ut bc an i lpo nl tools li)r thi\ idc!. bccausc il
needs lrr ad\ crlise thc irlcit t(r thc get thc cusl()nrcr atlcnli()n. nltlacl thcm t() pIfchasc thc l)r()ducl. eren
incrsusc their l)urchrsirg lcrcl. :io thc sulcs \\ ill g{t un rnd th( oasJnizalion can donittc s()mc ol our
prolits k) lhc ('SR pro!rcnt. (D'Amak)n. llcndurson. & lrlorcncc.2(X)9)

Anolhcr argurncnt |boul CSR is. il cncompilsscs lhrcc dimcnsi()n - cconomic- cn\ ir()nmcntill and
s()ciul. lD thu p st. thc ti)cus ()l c()rpotltc rcsponsibilit; ogcndl \\xs on cc()n(,mic tnd cnviro[mcntal
dinrcnsions hurc bccn crplorcd c\lcn\ivel\ in munl bLrsincss (llsus !nd acadcnic rcscil,.chcs. C)n thc
oihc, hrnd- thc sociitl dinrcnsion $its l)ot \rcll osc!lliltcd in busincss rliscussrons ilnq n.tiln) tssues
pcrloining 1o rt \\,clc n{)t clrilr ilnd Dol \\'cll undcrstu)d. Rcccntl). thf gtu\\iltg inlcrcsl in thc soci.l
clincnsion ol busincss sustainabilit) und tlrc incrcasing e\pcctations b\ \,arious stitkcholdcrs thal
CorP(,rations shotlld bc s{)Ciill) resp()n(ible hil\c c()nstituted a neu creo ol_conccrn in man\ busincsscs
1l)anapuncan. L-innancn. Karvoncn, & Ithan, 2001)

Ihc mrturit) ol csll is flrthcr validirtcd b) rhc lrrgc numbcr or'sustllinibilit\ rcporls produccd b)
busincsscs- muluol lln(is il\ iiloblc l() in!cstr)rs. consultilnts k) orgirnizoli()ns. lratdc assoui tions mirnagc
( Sl{ th( jJmL \rr\ rSnr|rh. f(,1 l)

Trust nnl Comhitmcnt

Ihe c()mmilmenl-trust thgan elical pcrspecli!c tugues thal lt cuskntler's tfusl and contnt itment 1() a ffln
arcthckc) dclcrntinants ol s cccsstitl rcl!1i()nxl c\chanscs. lt ust is thc cust()nrcr's hcli,jl thal thc lifnr
is rclillblc. stlnJs b) its \!ord. tullills its pronriscs and is sinccrc. (:on)nritncnl rell.;rts ir custonrer's
enduling clcsife 1o maintain his/hcf relrti()nship \\ ith a lirm. T(lgcthcr. c()nrmilmcnt and trust 0\pliljn the
positivr inllucncc ol'rchtlirrrslrip nrnrketing bl derekrlring l,cl,,r!i(ns tlidt sul,lr.xl slr.lvJ Br,rl5 r|l!l
muluall\ benclicixl strutcgjcs (l,irccy & KnnetFHensel. 201()).

As l soeiill bondinS ( SR rcnresenls l common lspcct (,l il lirm s cllofls t() displar its shored rllucs.
Slrarcd rulucs,.lsse.il'e tIc c^tcnt rr) uhieh goals. prrlicics. anil hcliul.s hcrd b) thr c\changc paflics ar0
consislcnt or eonrpatiblc. lluilclirrg on c\titnt linkagcs bct\trtn sharcd yaluos and trust. \\hcn 0 tlrnl
Jispla)scslt rnd cust.mcr \illuc this bcha\ r()r- cusl()mor-s tr.ust in thc llrm should bc cnhance(|.
Customcr holci high lcvcls ol'trust in a lirnls thal are vicwcd as acting sociallv responsiblc. And
ovcrtinrc. rhc rrust in r irnr thal is conrinuousl\ pclcci'cci :rs sociall; rcsponsiblc logicalN shoulcl
incrcas. (Khciri. l,ajcrardi. (iolmaghrni. & I.lkharmanesh. 20 | j )

(it s I o m c r L o.t' t, I t_ti

A lo\ill cusl()nlcr len(is t() rcpurchasa thc producr. purchasc among produul lincs. fcconficnd thc
produll l() ('thrrs cnd be irblu to show thc qualit) ol similar pn,ducts produccd b) oth,-r companics li)
dclcrm inc e uskrmcr loJ-0lt) . a compaDl is rcq uirod n(,t ()nl! to obsc^,c thu cusk)mcr.s htbit ( uspcc i! ll\
hlbit ol rcpufchasc). bLlt also to lcarn rvherc to bu). horr to bu),it. nil undcr \\.hitt conrlititrn thcsc
producls musl be purrhascd. A lolal customcr rlill make purchase rcpcatc(ll\ ovcr.o ccnain pcriocl.
bcccusc custor))cr lolaltr to a p(rduct is rellcrtcd through thc cuslomcr's habit to pufchasc a producl
conlrnuoush. llrcrelirrc. in ordcr to undcrslirnd thc cust()mcf's nccds anli c\puctillionl Js r\cll lrs tr.r
0chicvc lhc ()biccti!cs. i] contp nr- nccds lo ob:icrvc customor lo) !rltt ((jlillln. 2()02.)

A conlprn] r\h,ch cJn gcl m()rc cllstomcr whcthcr il is hard cr.rrc kryals (customer buy onc product all
thc timc) or only loyal (cuslomcr loyal lo more than onc product) \\'ill Bi\.e a,' ird\,antage ro the sales.
bccausc thc cust()mcr \\ ill purchasc more on thal c()mpirny thirn to thc othcrs. l hc compsnr fllso can
minimire thc mrrleting cost bccausc thcr don t nccd to do an) ctlirrt to gct a nc$ cusbmcrs. Ihe

Innoval'on N|anagement an(l Education []\cellence lhr(ruBh Vision 2Cl:0
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nlarkcting co\L getting lo\\cr hccausc the sitli\ll!!l cusl()ntcr \\ill shitrc thcir e\pericocr to lhr pcoplc
(\v()rd ol molrth). Besides thxt. the opcftrtionrl crist \!ill hc also rjccreasccl hrcausc the cornpanv is
lrust\!orlh\. L{))al1} will push thc cusl()mcf to l!'cl srtislle(l l(r lr} ilnothar prr uct ll()m thc satnlc

ctlnlpiln) ( K('tler. 2{)(X)).

( ustomer lo)rlll\ is a pufchasc bchar\ ior- rrhieh. unliLe cust(rmcr sutislircti()n- is n attitudc. (lnst()mrr
l(')ull) is L:()n(crncd \\ith thc likelih(x)d customcr rcll|rnirt. n]i.tkil1g busi css rcli'rrills. pro\ i,.ling strong
\tord-()l-nroulh.asrvcllasofflringrclc|crrecsarrdpublicity.l.o\xleusloricrsrrclcsslikclltosrritchin
ricw ol-a gircn nrice inducenrcnl- rnd lhc) nr kc nrorc lrurchlscs crrnrplrcJ to lrss lo\rl cusl()me.s.
Allhough nx)sl rcscarch on lo)alt\ has li)cuscd on lietlucntlr purchaserl par:ka3re goods (i.c.. branrl
lolally).1hc lo)al1) conccpt is also inlp()fltnt li'r iDdu\triul eooels (i.c.. \end()r lo].lt) ). \cr\iccs (i.e..
scr\ icc lo) alt\ ). rnd rcltil cstahlishrneltls (i.c.. \l()re l)]irlt) ) ( ustontcr l()\illt\ hlls been rlescribcd as
()ccurflng \rhen.uslonlr.s.cfeilladl\ pur'chlsr goor.ls or'\cr\iccs ()\cr timc. hnrc \\()rd r)l_moulh and
nrrke felefr.rl\ to othcr cuslomrrs) (( hcng. l-li. & \'eunu. 2(X)ll).

(-onmitmenI un( RcIntionoI Beh( ors

Conlnlitment is the conctptual modcl's const, ucl ncccicd t() supnort str(rrgcr fclrti{)nal bchrrr iors. Sincc
lrust prcccdes comrnltmcnt. custonlcrs 0rc not c\pcctc(j to cngagt in flJlation:tl heha\iors dircctl\
wilhout llrst [)fn]ing a dcsi.c to contiDuc thc lnarkcting rclirtionship. Oncc col]rritmcnt is cstnblishcd.
lh0tirmwill bc in bctter positionc(l to bcnclit lrom r !lricl) ()l fclrtion lbchr!iors.\\hichinlhiisludy
inclutics increasing lhc flacnitudc ol cristing purchasing bchlrior. cngaging in positivc rrord-ol-
mo ulh. irnd morc closinB Ibllo\,, ing thc ll rm's pcflornrr n(t ( l-ilcc) & Knnctt- I lcnscl. 20 I 0 ).

(irmmilment hirs bccn sh()\\rr t() inclonse prrrch0scs. (inrsuqucr)tl\. committed cust()ntcrs willincrcJs!'
thc magniludc ol their purehasing bcharior'(Scn. llhrttitehar)a. & Korschun- 2()06). I'urchasing
hchar ior is thc Llecisi()n prorcss rnd ilcts oi lc()plc in\ (,l\ cd in l)u) ing irnd using pr('rlucls. r\ llrm nteds
t() lnal)rc pulchasing bchar ior to [rnduslilnd bulcr's rclrcti<'ns t(r I lirm nlrakeling striitce\. whcth!-r
it hes r grelt imp.rll (tn the llrDr iuccest or nut. l-'c:,idc LhJt it \\ill rl:,o hcllr thc l|ridrctcr':, to prcdiut
bcll(:r hr)N Con\umcr rvill lcspond to mlrkcting strirlcgicr (li:ckcr-Olsr:n <t Il;ll-:(t06).

llrtj uritieul rolr lirvorablc wold<rl-nrouth plr!s in supln)rting nc\\ cltslonlcr ilcquisition is wcll
unJcrslood. l\)sitivc \vord-ol-moulh dcscribc\ lh\ orablc crrnrnrunications regl[ding a ccrtain lirm thal
it .usl()mur is \\illing t() shrre \\ith olhrr\ l'()siti\! rror'tl-ol:moLrth hils bccn shortn t() incroJsc as
ttlslomcr commilmcDl incrcllses ind lhc l(xrlcr thc do(rli(rn ol limc is Jnticifatcci t() strongl) modcrctc
this posilivc fclationship. (ustomcr who iccl a trrnri \rirh a li.m olicn bccoInc pcrsuasi\c. ll this

fs)chological attlitchmcnt c\ist. thc cuslomcr erhibits rrillingncss lo srir\c il:i rclcrcncc bccltusc thc)
rrc vcstcd in thc llrm's continucd succoss. l:urthc[. it hus bccn positud thitt compnnics rvith good ('Sll
rccords arc fe\\afdcd through this mcchanism. (Srn. Ilha|li.tch.lf_,-a. & KorschUn.2006)

Conc.'Dht(l f rume\sorh

l-igurc | : Ci)nfrptuitl l:ramcurlrk

Curnmitrnent

6932



Sourcc: I-acc\ & Knnett-l{enscl. l0l0: Khciri.l.tie!tudi. (;olmit8hrni. & Frkharnrancsh. l0li: Sen.
llhaltJchrr)a. & Korschun. 2(XX)

H-rporhesis D(eelopmen,

CSR, l rusl {nd ( omnitDcnt

l-hc c('mmitmcnt-trusl thc(rrcticirl pcrspccti\c nrgues thnl n (ust(rmcr's lrllst ilnd c() rmit,ncnt t(, a lirm
arethckc) detelfiil)ilnlt ol's!rccesslirl felationnlc\changcs. lfusl is thc eust()mer's hclicl thatlhclifnl
is reliable. slands b) ils rrord. l'ullllls its pronrises and is sinccrc (--omrnitnrent r!llccls it cLtslomer's
endu|ing dcsi|e to rnaintain hisr'her. rclationshin \vith r tifm. l oscther c(irn mitmcnt ilnd tflrst ij\p lain thc
rrositirc inilucncc ()l rel0ri()nshjp mlrkcting h\ dc\rlopinr hehrriors rharsrrpport \hircd g()lls Jnd
nrutuirllv benclicitl strclraies (l_acc) & Knnetl-llcrlscl. 2010).

ns n n)ciol bonding source. ('SR repr.escnls a c()mmon aspe(t ()l i jlrm s !lii).l t() (jispla) its shcrcd
\ alues. Shrrcd \ alucs dcscribc lhr r\tcnt \r h ich uouls. polieics. a|rd bclicls hcld b\ lhc c)ichange partics
arc consistenl. tluileling on e\tilnt linkagcs herNccn sharccl \alLres lnd tfusl- \!hcn a ljfm djspla)s csll
and cust()mcr's valuc-s beha\,ior. thu custl)nrcr_s trust in thc lirm sh()uld bc enhxnccd. Tausl is thc ccntcr
ol CSll .flccliveness. ('ustorrrcrs hold high ler,els ol'trust in lirnrs lhat lre !iewed as lcring socially
rcsponsiblc. n nd o\cr tinlc. thc lrusr in a lirm lhar is conrinuousl\ per.ccivcd as sociall\ rcsponsiblc
1o bc incrc,.sed (Khcifi- l_oic\afdi. (irrl,raghlni. & F.khumanesh. 2t)li). l-hus lhc l.(;ll()\ring
h) potheses are pr()posc(li

llll A cust()nlcr's pcrccplion thal ir uorpor'ltc is socialll\ rcsponsiblc rrill :rlrcnglncn therr trusl k)our
bf.tnJ

In j(lJitiUr) tu i,)ufcrite tru:t i|l h lirrrr. u(.,l(,t cr!, [)u:,c tlrcir lcrcl rrl corrrrnitIllcnt. il l)rft. on:jhilrcd!llucs soriill rcsponsibilit) ils u dinrcnsion ol c!rstonrcr-b scd corporalc rcputation has hccn linkc<l trr
comnritmonl (llartikouski & Walsh- 2009). ll ( SR initi0ti!cs overlap r!ith il cust(,rncr.s scll:conccfrl.
custonlcrs havc highcr Llcgrces of idcnriricarion $ith thc sponsoring llrnr and consc(rucptr. 

"rc 
nr,,.c

conrmilred b tho lirm lhesc conncctions \rith csR-oricntcd complrnics ilrc ri):jtcr.d tLnrugh thc
consuntcr-cunlpiln\ jdcntitlciltion proccss itnd ullimatcl\ crciltc il dcsirc k) mJintxin th!,rclutitinship.
C SR Pcfccptions arc anticipntcd to st1"n*tn"n eomrDiltrcnt t() thc llrm. unci krngcl tcrnt conrmitmcnt
on lhc pan ol thc organization to ll rirusc shourd rrsurl in strongcr conr'rilmcnr or thr customcr ro lhc
o.Saniriti()n (Khciri- l-ale\.,rdi. (ioh1;1g6un;.4 l,akhaflnancsh- f0t5). lhus thc l.ollo\ing h)p(,rhcsis
rre pr()p()sa(l:

ll2: n cuslonrc.'spcrccptionsthatncorporllcissociallyrcsponsiblc$illstrcnglhcnth!ir
contmitnlcnt l() thc c()ff()ritlc

(:ommilmcnt and Relalional Behavi(,rs

(i)nrDrlmcnl is Ihc conrcptual rnotlcl s rvhich nccLlcll k) supB)rt sli)lrgcr fclltl()nill bchit\iorl. Since
lnrsl pfeccdes con'tmitmcnt. cUsl()mcrs ore not c\pcctcd to cnglgc in felati(,nal bchu\i()rs Llirectl)
\\ itlroul li.st lorn'inll a dcsir-c to continue lhc nr rkcling lclationslrip. Onec conrmitnlcnt is lstablishcj.
lhe rcsuarchcrs rnticipate that lhc llrm is bg crpositioned to bcnelit li()m a \aflel\ r)l .elationill
bchaviors. which in rhis stud\ ilcludc incrclsing thc mugnitude or'c\isring purchaiinc behrvi()r.
cng.tginB in positire rvorri-ol-mr)uth. and ntofe closelr. lirllrx.ring the lirm.s pcrlirrnrance ltlowrlcn.
20t).)).

In lhe liamc\t()rk ol this stud) . it is h\ pothesize(l that (.SR resulls in commiltc(l cLtstomers will incrcasc
thcir purchasing beha'i.rs. llv lacusing on thc mcdiating rolo ol commitmcnt .nd its inrpact orl
rcrual 0urchirse bch.\'ior. (scn. Blrattlcharva. & Korschun.2006) this hlpothcsis crtcnd rcscarchrrhiih hirs li,r used In ( Sl( rnJ l\rf(hJsr intcnrr!n.
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Hi: A customer's commitrncnl lo lhe corporattj will ;xrsirivelv irnpact thc magnilude ol-their
ourchasc behflviof

'I'hc critical rolc l:lvorablc \.\ord<)l:.nouth plals in supportil1g nc\\ (ust()mcr to purchlso cx.ctly thc
same producl. Positivc \\t)rd-ol'-nlouth dcscribcs f-avoroblc conrnrunications rctsarding a ccnain llrm
thal a cusk)mcr is willing to sharc \vilh 0thers. l>ositi\c word-ot--mouth dcscrihcs l'avr)rable
communicalions rcgarding s ccftirin litnt lhnt u custonrcl is rrilling to sharc rrith othcrs. Pusitivc word-
ollnrouth has lrccn sho\vn k) incrcasc as cusbmcr commitmcnt incrcitscs. Anrl thc longcr duration ol'
linre is rnticipated to strongl) moderatc rhis positi\e rclarionship (flagcnhach. 2008). Ctustomcrs who
lbel a k)nd with a lirm olicn bcconrc an advocatc. ll'this ps\chologicitl artachment cxists. the customer
exhibits a willingness k) scrve as a rel'crcncc bccausc lhel arc vcstcd in rhc lirnr'ri continucd succcss.
Furthcr. it has bccn fx)silcd that con1panies with good LSR rccords ilrc rc\\ardcc| tlrrr)ugh this
mechanism (Scn. Bhattacharya. & Korschun- 2006). lhus thc lirllo\ring h)fxrthcsis are pr()fx,scd:

I 14: A cuslomcr's comrn ilnronl to tho corporatc lvill strcngthci ilrcir dcsirc t() shtrc lavorablc $ord-o t_-

mouth about thc corfx)retc.

R(\(nrch llrtho{li)lopl

Stmple

l-hc Erpul tion I'or this study is Aqua c('nsumcrs (,1'il rirngc of agc 20 - l4 ycars old in Jnkana. l.hc
tolal populati()n in Jakarr0 is l0.rll2.21l and thc population of pr(,plc on agc 2t) - 34 ycars old is
2.51i?.565. l his research will hr conductcri t. thr: pconlc r.ho cr er hought Aqua hcl\\ecn agcs 20 _ .i4

I-'ears and live in Jakana. tlased on purposive (iudgmcntl sampling methorl gor j l2 resfx)ndents

Data Collccti.rn

Thc d.{a havctrqr collectcd hmugh r qucstionnairc-based survcy. The queslionnaire distributed through
onlirrc by using (iooglc fi)rm. 

-lhc 
data \ as gilthered at onc time (cr{)ss-section} bv using purposiie

(judgmenr) samplin-rr method. Rcspondcnts hcrc werc limitcd ro thosc Nto cvcr boughr n qua bctwccn
agcs20-3.1 )earsoldand lives in Jokantt. R\:spurde ts who nlc\er b(ruglrt Aqm was clirDi[alcd .l.he

total ()l quusti()ns arc l4 qusslions. Qucstionnairc is closc qucsti()n and used l.ikcrt scalc can bc crcated
as the simplc sum ol quesli(rrnairc responscs o\ cr thc lull rangc ol thr scalc (c.g.. | = strongl) disagreg
to5=strongl\xgrcc

fablc l: Variablc and Msasurcmcnt
Variablc Vcilsurcmcnt 5('UrCC

:sR Aqua includes charitr in its business activities
Aqua is invol\ed \rith lhc k'cal communil)
Aqua is committud to using a portion ('l its pR)lils to hslf
lonprolil causcs and cvcnts
Aqua is invoh,cd in corporatc giving

(l-acc) &
Knnctt-
Hcnscl.2l)10)

fn$t Aqua has high integrit;.
qquacan bc trustcd b) customcrs
Aqua is lronest and truthful to (:ustonlers

.L{cc) &
K'nntlt-
lcnscl.20l0)

Sommitment am passionats abour buying Aqua
reall)- carc about Aqua

t is lvonhwhile lir. mc t() bu)- Aqua

Lacry &
<nnett-
lsnscl. 2010)
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Purchasing Rehavior I will nol bu! andhcr mincral \.rotcr exccpt Aqua although il

rll'ers in a cheaper prict
I am willing to buy all the Aqua's pmduct

Vclony,
l00E)

Word-of-Mourh am willing to cncoufa8e othcrs to bu} Aqua
When the topicolmineral wate. (!m€s up in convcrsation. I an
,villing to 80 out of nrv way to rscomnend buying Aqua t(
)thcrs

l-accy &
(nnetl-
{cnscl.20l0)

Dolo Analysis Methorl

To test th€ hypothcsis liom thc conccptual l'ramework. struclural cquation modcl (SEM) wcrc
pcrformcd. Thc intcrcst in Sl-lM is ollcn on !.onccptual liamcwotk tyhich arc rcprcsenlcd by thc latcnt
l'aclors or intervening variables (l lox & Bechger. 2002). 'l-he slatislic t(x)ls is Linear Structural Rclation
(LISREL)

Rrsults

ColtirDraory F.clor Altslysis

Figurc 2: Lisrel Palh Diagram

"*g-r.,

n at ,,'

"^Wt)/
o.zt

t.el

/--o_ro

.En_o.",

'm-"..,!. ot

\M-"""
cbr-squ.:e=550.06, df=.'2, P-v.lu.=o.00000, Rxsaa=o. 146

Source: Proccsscd Data.

The path above was procced on t,isrel by creating a L'ovariflnce matrix and ran a conlirmatory factor

analysison lhe sample (n=312). This onalysis yiclded the folkrwing result; Chi-Square = 550.06. Non-

Normed Fil lndex (NNFI) = 0.94, (:omparative Fit Index (CFl) = 0-95. Incrcmental Fil Indet (lFl) =
0.95. and Siandardizcd Root Mcan Squarc Rcsidual (SRMR) = 0 077. Ovcr.rll. thc tit indiccs suE8est

an acccplable lit betweea the hlpoth€sizcd model and the obscrved sample data. Thc ovcrall lit as

indicated by chi-squarc statisric was siSnilicant (p = 0.fi))- Thertfore. bascd on these resulls. the model

was lit and thus can be brought into l'urther analysis.
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I-ablc 2: Scalc iterns xnd Conlirrnalof\ l clor Anirl\sis

l.cn]h(ll
l,oadings

l{clirbilit\ \'ariance

('orpora le Soc ial Re spo ns i h i I iD,

Aqua includrs charit) in its busincss

Activitics

Aqua is inrolrcd \\ith thc l(tal lommLtnit)

Aqua is commitlcd t() usinS x potlion ol its

protlts to hclp nonpr()llt causcs and c\gnts

Aqua is involved in colporatc giving

T,tsl
Aqua has high integril)

Aquir can bc trustcd b) cushrDcrs

Aqua is honesl rnd truthlul to cuslomcl-.i

I am passionatc rbout buying Aqua

I rcally care about Aquir

It is worth$hilc l'or mt to buy Aquc

Purc h.tsi|,g Bt! lat i or
I will not bu) another minerel watcr s\ccpt

n quo ulthough il ollcr:' in u (hcuPcr Frirc

I am willing t) bul rll thc Aqus s prodult

Il ortl of ,llottt h
I am willing to cn0ouragc othcrs 1o buy AquA

When thc topic of mineral water comcs up

in convrrsation. I am rr illing lo gtr out 0l nry

wa) lo rccomnlcnd bu) ing Aqu0 to othcrs

S0urcr: l)r()casscd Dcta

0.1152 0.596

0.67

079

0.6-l

0.7j

0.ll?6 0.625
{}.70

0.12

0.74

0.907 rJ.9l2
0.82

t.t)l

0.79

0.lttt6
1.09

t.{}2

0.874
0.El

t.0l

t.261

0.926

ll$cd on t.|blc 2, all itcms ol i l2 dato wcrc tcstcd lbr ils validit) and felirbility. 'fhcrc was no single

itcm eliminated. All itcms $ r.:re reliable with cronbach Alpha suorc S.rcator than 0.70. All compositc

r€liabilit)., (cR)score was atso greater than 0.70. Thercfbre. all r)l'the itcms wcre valicl and rcliable.

Srtuclul.rl Molel - Hlpolhelies Tesling

The cn'ecr of (.SR on l-Rl.ls I was lbursigniliqn \rith !$irnltc p sluN 0.8 | and signilicant at p-valltc <

0.0|. CSIt alxr signiticuntl) allcctcd COMM I l-Ml-: !\ ith cstimotgd I -0 10 and siSniicant al p'value <

0.0 | . Therclin lj. it providcd an cmpirical support lbr H I and l l2

The ellect ol coMMlTME on PtJRBF,H was lbull signiliewrt wilh csrifrEtc [j srxt 0.8 | and signiticanl at

r,-value < 0.01. COMMITME also signiliccntly allccted WOIiDOFMO with estimated [j 100 and
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signilica|rt ar p-\aluc < 0.{)l Ihercldrc. it prc\ided an cmpirical supporl li)r ll.i ard fl.{.

lablc l: l'itth  nll\sis l{csults\
Ha Path Estinratc (:onclusiorl
HI ('Slt cnd.lrusl 0.8 t4 ll I suDpoicd
H2 CSIi irnd COMMI-l MD -0. t0+ ll2 suDponod
H] COVMII I\,1F. :rnd PtIRRI:lI 0.8I' HJ \uortrrlcrl
Ft4 ( O\41\llIMl: rnd Wt)ltl)()1:M() 1.00* ll4 5Lrppurt.rl

Sourcc: l)rocesscd Dlla

( rrnr'lrr.ron :rrrl \l:rnatr'r'rrrl lrrl,lr(nti"n

CSR and lfusl has a positi\ e fclatiorship which rcad) to bc proceed k) the ne\l analvsis. Respondcnt arc
considcring irb()ut thc (lSll activilics Nhirh held b), thc pr()ducts thc) uscd 1() b!r). lh(r rcsp('ndent
evaluatos thc brand. deci,,lc rvhich bmnd that the) wrrlt to purchase. Jnri the conrprlr\ rvhich produccd
it. Thc causc-relatcJ-nrarkclinq rvhiuh drrrrc Arlua b} shouing llrcir CSI{ ltctivilics aboul the w:rter
flvailabilit) in thc is()latrd ircir. ilnd sho\\ th!. rcsP('ndcnt and nltlc lhcm undcrstdnd itbout thc
importancc ol using \\ltcr cconomicall). Aqua suer'csslilll) mcke it tighl b()und bctwccn thc issu!'ol'
water cfisis 1(j nrilkc thc cusl()nrcf intercstcd 0nd aIracLcd then bcconc ! loval customcr.

CSR and r('fimitncnl has poor relltionship. sinuc sommitmcnl is intcrvcning vrf;ablr. it !lill
delivered thc nc\t process t() the dependrnt variahlcs. nltholrgh CSll issue which supportcd b) the
companv is inrportant lt)f fcspondent is irtr.livir.lLral. it tls() imlortant lor othcrs. But it (locsn't give an"-

elilct to lhcir l)ulirlg hubit. Respondent lras conrmit crlt lo a pr()ducr n()t hccaLrsc ils CSR activities. but
bccausc thc! sirl isli.d u ith thc product s tluir lih imd ils scr\ iccs. CS lt is onc oll apositircvalue rrhich
ollired b;" thc c()mpan-v. but il doesn t inllLrcncc thc rr)mmitment ('f customcr. ('ommirmcnt and
purchasing bcharior also has a good rclationship t()\!ards uuslo tcr l()!all). Il mcirns thal once
commitmcnt is cstablishrd. thc customcr \rill rcpLrrchuljc n quJ continuousl\ !vithoul l()()king to othcr
oranu.

Commitmcnt r d wofd-ol:-nlouth has th! highcst bond toNilrds ultstomcr lo)altl. l\)ritivc \!ord-ol-
mouth hrs bccn shoss t0 increase cltvitte as cust()mer rommilnlenl incrcascs. Crrslomer \\ho l'eel a
borrd r.vith a lirnr ollen beconle a ntovcr. Il'thi\ psvch()logicirl attauhn]cnt e\ist. th!'eustonter 9\hibits a
rvillingness to servc as a fel'erence beuauss lhrt a.c \ cstcd ijl thc lirnl's continucd success. Fu hermorc.
at has bccn positcd thrt companics rvith gtrod product s qualil) rccords arc rc\ ardcd th()ugh this
mechanisnr. The resnon(lsnts d(nr-t li'cl lrcsit!l!' t() cnuourage othc$ to huv Aqua when thc topic ol'
mincfill watcr Lorncs up in a convcrsatton
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