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ABSTRAK 

 

 

 

Penelitian ini bertujuan untuk mendapatkan gambaran mengenai tipe loyalitas 

pelanggan terhadap Warung Sate “X” di Kota Bandung berdasarkan teori Dick & Basu 

(1994). Tipe loyalitas pelanggan ditentukan berdasarkan relative attitude dan repeat 

patronage, sehingga terbentuk empat tipe loyalitas pelanggan yaitu: loyalty, latent loyalty, 

spurious loyalty, dan no loyalty (Dick & Basu, 1994). Data dikumpulkan dengan teknik 

survei kepada pelanggan yang bersedia mengisi kuesioner, mengunjungi Warung Sate “X” 

lebih dari satu kali dan berusia ≥ 20 tahun. Data diperoleh dari 50 orang responden 

kemudian dianalisis menggunakan PASW Statistics 18; dengan menggunakan metode 

distribusi frekuensi dan tabulasi silang. Berdasarkan hasil penelitian, diperoleh bahwa 

sebanyak 88% responden termasuk ke dalam tipe loyalty, yaitu pelanggan dengan relative 

attitude yang kuat dan repeat patronage yang tinggi. Selanjutnya, 12% responden termasuk 

ke dalam tipe latent loyalty, yaitu pelanggan dengan relative attitude yang kuat, namun 

dengan repeat patronage yang rendah. 
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ABSTRACT 

 

 

 

 The current study investigated the types of customer loyalty towards Warung Sate 

“X” in Bandung City using Dick and Basu’s concept about customer loyalty (1994). The 

types of customer loyalty are deteremined by relative attitude and repeat patronage 

dimensions, which performed by four types of customer loyalty: loyalty, latent loyalty, 

spurious loyalty, and no loyalty (Dick and Basu, 1994). Data was collected through a survey 

of current customers who were willingly to complete the questionnaire, visited Warung Sate 

“X” for more than once, and must be more than 20 years old . Data obtained from 50 

participants was analyzed using PASW Statistics 18; the Frequency Distribution and Cross 

Tabulation statistical methods were applied. Results suggested that the customer loyalty types 

of Warung Sate “X” in Bandung City are loyalty (88%);high relative attitude with high 

repeat patronage, and latent loyalty (12%); high relative attitude with low repeat patronage. 
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