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ABSTRAK 

Loyalitas pelanggan mengukur kemampuan tempat coffee shop dalam membentuk customer 

bonding dan customer relationship tersebut, hubungan loyalitas pelanggan mempunyai prospek 

cerah & menjanjikan dipilih menjadi terget penelitian. Tujuan menurut penelitian ini merupakan 

buat mengetahui imbas customer bonding & customer relationship terhadap loyalitas pelanggan. 

Penelitian ini adalah penelitian eskplanatori dengan pendekatan kuantitatif. Tempat Tjengkrama 

yang termasuk pada penelitian ini adalah salah satu Coffee shop yang ada di Malang. Teknik 

pengambilan sampel buat penelitian ini merupakan purposive sampling menurut total 62 yang 

termasuk pernah berkunjung di coffee shop Tempat Tjengkrama. Berdasarkan hasil analisis 

regresi berganda, uji t dan koefisien determinasi dan pengujian hipotesis yang dilakukan, maka 

dapat disimpulkan bahwa hipotesis 2 penelitian ini diterima yang menunjukkan adanya pengaruh 

positif dan signifikan customer bonding dan customer relationship terhadap loyalitas pelanggan 

di coffee shop Tempat Tjengkrama. 

Kata kunci : Customer Bonding dan Customer Relatuinship. 

 
 

Abstract 

Customer loyalty measures the ability of a coffee shop to form customer bonding and customer 

relationships. Customer loyalty relationships with bright and promising prospects were chosen 

as the research target. The purpose of this research is to find out the impact of customer bonding 

& customer relationships on customer loyalty. This research is an explanatory research with a 

quantitative approach. Tjengkrama's place included in this study is one of the coffee shops in 

Malang. The sampling technique for this study was purposive sampling based on a total of 62 

people who had visited the Tjengkrama Place coffee shop. Based on the results of multiple 

regression analysis, t test and the coefficient of determination and hypothesis testing carried out, 

it can be concluded that hypothesis 2 of this study is accepted which indicates a positive and 

significant influence of customer bonding and customer relationship on customer loyalty at the 

coffee shop Tjengkrama Place. 

Keywords: customer bonding and customer relationship 
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