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ABSTRAK 

 

Banyaknya Coffee shop yang memiliki konsep dan pelayanan yang sama 

membuat penurunan pendapatan di Work Coffee Bandung, Mengetahui loyalitas 

pelanggan dapat meningkatkan rasa loyalitas pelanggan. Penelitian ini bertujuan 

untuk meneliti faktor yang mempengaruhi loyalitas pelanggan di Work Coffee 

Bandung dan Analisis tingkat loyalitas pelanggan di Work Coffee Bandung. 

Variabel faktor loyalitas pelanggan Service Quality, Brand Image, Customer 

Satisfaction dan Trust terhadap tingkatan loyalitas yaitu (switcher, habitual buyer, 

satisfied buyer, liking of the brand dan committed buyer) konsumen di Work Coffee 

Bandung. Penelitian ini menggunakan metode kuantitatif, pendekatan deskriptif 

dan verifikatif, Analisis yang digunakan analisis regresi linier berganda dengan 

sampel pada penelitian ini merupakan 100 konsumen di Work Coffee Bandung 

dengan teknik Accidental Sampling. Hasil dari penelitian ini memperlihatkan 

karakteristik loyalitas pelanggan di Work Coffee cukup tinggi, Faktor yang 

berpengaruh positif dan signifikan terhadap tingkatan loyalitas pelanggan di Work 

Coffee Bandung adalah Service Quality, Brand Image dan Customers Satisfaction, 

Tingkat loyalitas pelanggan di Work Coffee berada di Liking Of The Brand yaitu 

konsumen yang sungguh-sungguh menyukai Work Coffee Bandung. Kesimpulan 

dari penelitian ini adalah variabel Service Quality, Brand Image dan Customers 

Satisfaction yang memiliki pengaruh signifikan terhadap tingkatan loyalitas 

pelanggan. Rekomendasi dari peneliti ini adalah meningkatkan Service quality, 

brand image, customer satisfaction dikarenakan dalam penelitian ini berpengaruh 

terhadap tingkatan loyalitas pelanggan, sedangkan untuk trust dapat menggunakan 

strategi yang lebih tepat dalam meningkatkan kepercayaan konsumen. 

 

Kata Kunci : Switcher, Habitual Buyer, Satisfied Buyer, Liking Of The Brand, 

Committed Buyer 
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ABSTRACT 

The number of coffee shops that have the same concept and service makes a 

decrease in revenue at Work Coffee Bandung. Knowing customer loyalty can 

increase the sense of customer loyalty. This study aims to examine the factors that 

influence customer loyalty at Work Coffee Bandung and analysis of customer 

loyalty levels at Work Coffee Bandung. The variable factors of customer loyalty 

are Service Quality, Brand Image, Customer Satisfaction and Trust to the level of 

loyalty (switcher, habitual buyer, satisfied buyer, liking of the brand and committed 

buyer) consumers at Work Coffee Bandung. This study uses quantitative methods, 

descriptive and verification approaches, The analysis used is multiple linear 

regression analysis with the sample in this study is 100 consumers at Work Coffee 

Bandung with Accidental Sampling technique. The results of this study show that 

the characteristics of customer loyalty at Work Coffee are quite high. Factors that 

have a positive and significant effect on the level of customer loyalty at Work 

Coffee Bandung are Service Quality, Brand Image and Customers Satisfaction, The 

level of customer loyalty at Work Coffee is in Liking Of The Brand namely 

consumers who really like Work Coffee Bandung. The conclusion of this study is 

that the variables of Service Quality, Brand Image and Customers Satisfaction have 

a significant influence on the level of customer loyalty. Recommendations from this 

researcher are to improve service quality, brand image. 

 

Keywords: Switcher, Habitual Buyer, Satisfied Buyer, Liking Of The Brand, 

Committed Buyer 
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