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LOYALTY PADA KONSUMEN XIAOMI DI KOTA BEKASI 

  

 

Abstrak  

Eza Setiawan Hazami 

201210515042 

 

 

Mengingat semakin berkembangnya kemajuan teknologi di era globalisasi seperti 

sekarang ini, menyebabkan banyaknya bermunculan berbagai macam brand yang saling 

berlomba untuk menarik konsumen supaya tertarik untuk menggunakan produknya. 

Banyaknya brand yang bermunculan tersebut menyebabkan terjadinya persaingan yang 

semakin ketat, tidak terkecuali brand Cina yaitu Xiaomi. Salah satu bentuk usaha yang 

dapat dilakukan adalah dengan meningkatkan kepuasan konsumen agar memperoleh 

konsumen yang loyal. Jenis penelitian ini adalah penelitian korelasional, dengan tujuan 

untuk melihat hubungan antara kepuasan konsumen dengan brand loyalty konsumen 

Xiaomi. Subjek penelitian adalah konsumen Xiaomi yang memiliki lebih dari satu 

produk Xiaomi dan tinggal di kota Bekasi. Teknik pengambilan sampel menggunakan 

purposive sampling dan jumlah subjek penelitian sebanyak 100 orang konsumen 

Xiaomi di kota Bekasi. Data penelitian diperoleh melalui angket skala kepuasan 

konsumen dan angket skala brand loyalty. Metode yang digunakan dalam penelitian ini 

adalah penelitian kuantitatif dengan teknik korelasi non parametrik Kendall’s Tau. Dari 

hasil perhitungan diperoleh koefisien korelasi sebesar 0.395** dan p=0.000 (p < 0.01). 

Hal ini menunjukkan bahwa adanya hubungan yang signifikan secara positif antara 

kepuasan konsumen dengan brand loyalty pada konsumen Xiaomi di kota Bekasi. 

  

Kata kunci : Brand loyalty, Kepuasan konsumen 
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Relation between customer satisfaction with brand loyalty of Xiaomi 

customers in Bekasi city. 

  

 

Abstract 

Eza Setiawan Hazami 

201210515042 

 

 

Considering the fast growth of technological advance in this globalization era, it affects 

numerous yet diverse brands to emerge and each of them are striving to attract 

customers become interested to use their product. A huge amount of emerging brands 

causes fierce competition among these brands, including a Chinese brand named 

Xiaomi. One of the strategy plans which can be executed to gain loyal customers is by 

increasing customer satisfaction. This research is a correlational research, with the aim 

to observe the relation between customer satisfaction and brand loyalty of Xiaomi 

customers. The research subjects are Xiaomi customers whom having more than one 

Xiaomi products and live in Bekasi city. Research data is obtained through a 

questionnare of customer satisfaction scale and brand loyalty scale. The method used 

for this research is quantitive research with non parametric Kendall’s Tau correlation 

technique. From the calculation results, the aqcuired correlation coefficient score is 

0.395** and p = 0.000 (p<0.01). this shows that there is a positively significant relation 

between customer satisfaction with brand loyalty of Xiaomi customers in Bekasi city. 

Keywords : Brand Loyalty, Customer Satisfaction  

 

Hubungan Antara..., Eza, Fakultas Psikologi 2016



viii 

 

DAFTAR ISI 

 

 Halaman  

 LEMBAR PERSETUJUAN .......................................................................... ii 

LEMBAR PENGESAHAN ........................................................................... iii 

LEMBAR PERNYATAAN ........................................................................... iv 

ABSTRAK ...................................................................................................... v 

ABSTRACT ..................................................................................................... vi 

KATA PENGANTAR  ................................................................................... vii 

DAFTAR ISI...................................................................................................viii 

DAFTAR GAMBAR.......................................................................................xi 

DAFTAR TABEL  ......................................................................................... xii 

DAFTAR LAMPIRAN..................................................................................xiii 

BAB I PENDAHULUAN  .............................................................................. 1 

1.1     Latar Belakang Penelitian ...................................................................... 1 

1.2     Rumusan Masalah  ................................................................................. 7 

1.3     Tujuan Penelitian  .................................................................................. 7 

1.4     Manfaat Penelitian  ................................................................................ 7 

          1.4.1 Manfaat Teoritis  ........................................................................... 7 

          1.4.2 Manfaat Praktis  ............................................................................ 8 

1.5     Uraian Keaslian Penelitian  .................................................................... 8 

BAB II TINJAUAN PUSTAKA  ................................................................... 10 

2.1     Uraian Variabel ...................................................................................... 10 

          2.1.1 Brand Loyalty. ............................................................................... 10 

Hubungan Antara..., Eza, Fakultas Psikologi 2016



ix 

 

2.1.1.1 Definisi Brand Loyalty.......................................................10 

a. Dimensi Brand Loyalty...............................................................11 

b. Karakteristik Brand Loyalty.......................................................13 

c. Aspek Brand Loyalty..................................................................13 

          2.1.2 Kepuasan Konsumen ..................................................................... 15 

2.1.2.1 Definisi Kepuasan Konsumen............................................15 

a. Elemen Kepuasan Konsumen.....................................................17 

b. Karakteristik Konsumen Yang Puas...........................................18 

2.2     Hubungan Antara Kepuasan Konsumen Dengan Brand Loyalty  .......... 19 

2.3     Hipotesis Penelitian  ............................................................................... 22 

BAB III METODE PENELITIAN  .............................................................. 23 

3.1    Tipe Penelitian ........................................................................................ 23 

3.2     Identifikasi Variabel Penelitian  ............................................................. 23 

3.3     Definisi Operasional Variabel Penelitian  .............................................. 24 

3.3.1 Kepuasan Konsumen......................................................................24 

3.3.2 Brand Loyalty.................................................................................25 

3.4    Populasi dan Sampel Penelitian .............................................................. 25 

3.5    Teknik Pengumpulan Data ...................................................................... 26 

          3.5.1 Instrumen Penelitian ..................................................................... 27 

          3.5.2 Validitas dan Reliabilitas  ............................................................. 32 

3.6     Analisa Data ........................................................................................... 34 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN .............................. 36 

4.1  Gambaran Ruang Lingkup Penelitian ..................................................... 36 

4.2  Pelaksanaan Penelitian............................................................................ 36 

Hubungan Antara..., Eza, Fakultas Psikologi 2016



x 

 

4.2.1 Persiapan Penelitian........................................................................36 

4.2.2 Pelaksanaan Penelitian....................................................................37 

4.3  Hasil Penelitian ....................................................................................... 38 

4.3.1 Kategorisasi Subjek Penelitian ...................................................... 38 

4.3.1.1 Kepuasan Konsumen..........................................................38 

4.3.1.2 Brand Loyalty.....................................................................40 

4.3.2  Uji Hipotesis ................................................................................. 43 

4.3.2.1 Uji Normalitas....................................................................43 

4.3.2.2 Uji Linearitas......................................................................44 

4.3.2.3 Uji Korelasi........................................................................44 

4.4    Pembahasan ............................................................................................. 46 

BAB V KESIMPULAN DAN SARAN ......................................................... 49 

5.1  Kesimpulan ............................................................................................. 49 

5.2  Saran ....................................................................................................... 49 

5.2.1 Saran Teoritis..................................................................................50 

5.2.2 Saran Praktis...................................................................................50 

DAFTAR PUSTAKA 

LAMPIRAN 

 

Hubungan Antara..., Eza, Fakultas Psikologi 2016



 

xi 

DAFTAR GAMBAR 

Halaman 

 

Bagan 2.1 Kerangka Penelitian Kepuasan Konsumen Dengan Brand  

     Loyalty.............................................................................................22 

Hubungan Antara..., Eza, Fakultas Psikologi 2016



 

xii 

DAFTAR TABEL 

Halaman 

Tabel 2.1   Tabel Kepuasan Konsumen.............................................................16 

Tabel 3.1   Skor Skala Likert.............................................................................27 

Tabel 3.2   Blue Print Skala Kepuasan Konsumen Sebelum Uji Coba.............28 

Tabel 3.3   Blue Print Skala Kepuasan Konsumen Setelah Uji Coba...............29 

Tabel 3.4   Blue Print Skala Brand Loyalty Sebelum Uji Coba........................30 

Tabel 3.5   Blue Print Skala Brand Loyalty Setelah Uji Coba..........................31 

Tabel 3.6   Nilai Indeks Diskriminasi Item.......................................................33 

Tabel 3.7   Klasifikasi Skor Reliabilitas Cronbach Alpha................................34 

Tabel 4.1   Kategorisasi Kepuasan Konsumen.................................................38 

Tabel 4.2   Penghitungan Kepuasan Konsumen................................................39 

Tabel 4.3   Kategorisasi Penelitian Pada Variabel Kepuasan Konsumen.........39 

Tabel 4.4   Kategori Presentase Variabel Kepuasan Konsumen.......................40 

Tabel 4.5   Kategorisasi Brand Loyalty.............................................................41 

Tabel 4.6   Penghitungan Brand Loyalty...........................................................41 

Tabel 4.7   Kategorisasi Penelitian Pada Variabel Brand Loyalty....................42 

Tabel 4.8   Kategori Presentase Variabel Kepuasan Konsumen.......................42 

Tabel 4.9   Hasil Uji Normalitas........................................................................43 

Tabel 4.10 Hasil Uji Liniearitas........................................................................44 

Tabel 4.11 Hasil Uji Kendall’s Tau...................................................................45 

Tabel 4.12 Hasil Uji Product-Moment Pearson................................................45 

 

Hubungan Antara..., Eza, Fakultas Psikologi 2016



xiii 

DAFTAR LAMPIRAN 

Lampiran 1 Uji Validitas dan Reliabilitas Skala Brand Loyalty 

Lampiran 2 Uji Validitas dan Reliabilitas Kepuasan Konsumen 

Lampiran 3 Hasil SPSS 

Lampiran 4 Angket Skala Kepuasan Konsumen – Brand Loyalty 

Lampiran 5 Tabulasi Skala Kepuasan Konsumen 

Lampiran 6 Tabulasi Skala Brand Loyalty 

Lampiran lain 

Lampiran Perencanaan Pembuatan Skripsi 

Lampiran Kegiatan Bimbingan 

Lampiean Pertanyaan Survei Awal Google Docs 

Lampiran Pertanyaan Wawancara 

Hubungan Antara..., Eza, Fakultas Psikologi 2016


	COVER
	(Cover - Daftar Lampiran)
	LEMBAR PERSETUJUAN
	LEMBAR PENGESAHAN
	LEMBAR PERNYATAAN
	LEMBAR PERNYATAAN PERSETUJUAN PUBLIKASI
	ABSTRAK 1
	ABSTRAK 2
	DAFTAR ISI
	DAFTAR GAMBAR
	DAFTAR TABEL
	Daftar LAMPIRAN




