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Info Artikel (11 pt)  Abstract 

Received February, 2022  The purpose of this study is to formulate a strategy carried 

out by cafe owners so that their customers remain loyal, 

especially during the Pandemic. The subjects of this research 

are 10 cafes in Surabaya . The informants in this study were 

cafe visitors aged over 17 years and cafe owners/managers. 

The analysis technique used descriptive statistical analysis 

and qualitative analysis . The results show that cafe 

customers in Surabaya are generally loyal, customer loyalty 

is reflected in recommending to others and doing word of 

mouth. Efforts that must be made by cafe owners are how to 

maintain customer loyalty. Strategies that can be done to 

maintain customer loyalty through several dimensions are 

providing satisfaction to customers, building customer trust, 

building emotional bonds and 
providing good experiences to customers . 
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PRELIMINARY 

The rise of cafe business in Surabaya lately is a form of changing consumer 

behavior. The term " nyangkruk " or hanging out has become part of the routine 

activities of millennial youth. This change in behavior has an impact on the 

proliferation of cafe businesses in Surabaya in general and West Surabaya in 

particular. 

Cafe business is a very promising business, but has a very high level of 

competition, this is characterized by the number of cafe entrepreneurs. The very 

high level of competition has an impact on high turnover behavior, as stated by 

Jones and Sasser (2019). The number of cafes in West Surabaya is 35 large and 

small cafes, each cafe has different characteristics and segments. 

The emergence of the cafe business gives consumers many choices to be more 

free to choose and move from one cafe to another according to their choice. Various 

efforts have been made by cafe owners to increase and maintain customer 
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loyalty, ranging from providing good service, providing complete facilities to 

designing attractive interiors. Not a few cafes that provide sofas, air conditioners, 

and wifi. With these pampering facilities, it is not surprising that visitors feel 

comfortable and at home to linger at the Café. 

Shartykarini et al (2016) stated that the various facilities provided by the cafe 

were a priority for visitors compared to the menu provided. By ordering just one 

drink, visitors can stay in the cafe for hours while chatting or using the cafe's wifi. 

The basic problem in the Small and Micro Business sector such as cafes is 

that competition is very tight, making it difficult for these businesses to maintain 

customer loyalty. The more cafe businesses that appear, the tighter the competition 

will be, because consumers will be very easy to switch ( switching ) from one cafe 

to another. Therefore, it is necessary to formulate how to develop a strategy to 

maintain customer loyalty in cafes in Surabaya. 

Based on the problems in the background, the main objective of this research 

is to formulate a strategy and create a strategy model to maintain customer loyalty. 

 

RESEARCH METHODS 

This study uses a qualitative approach, where the method used is a survey 

method by conducting in-depth interviews with informants. 

The focus of research on customer loyalty Cafes with research dimensions 

of service quality, satisfaction Level of satisfaction (satisfaction), emotional 

bonding (emotional bonding), trust (trust), Ease  (choice reduction and habit), 

Experience with the company (history with company) 

The research location is a cafe in West Surabaya with criteria for cafes that 

have indoor and outdoor, serving non-continental and halal food. Of the 35 cafes, 

3 cafes that meet the requirements are: Rolag Kafe, Opa Kafe, Pethangkringan Cafe. 

Due to the pandemic season 2 cafes are closed so data can only be obtained from 

Rolag Kafe (Rolag Kafe Kayun and Rolag Kafe Gunungsari). Respondents were 

33 people with a minimum age of 17 years. The data was obtained by using a 

questionnaire and guided interview. 

The data analysis technique in this study used descriptive qualitative analysis. 

After the data has been collected, it is then analyzed using quantitative descriptive 

analysis, which is to describe the research results as needed. 
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RESULTS AND DISCUSSION 

Cafe business is a promising business, therefore many entrepreneurs are 

looking at this business. Besides the capital that is not too large, this business also 

does not require specific skills and labor. Cafes are one of the mainstay businesses 

because the cafe market segment is young people who always follow trends. This 

market share is a promising market share, apart from the large number of them, they 

also have a habit of hanging out with their friends. One of the places commonly 

used to gather is a cafe. This is what makes the cafe business like mushrooms in the 

rainy season with the increasing number of cafe entrepreneurs making the 

competition even tougher. The following are the results of research related to the 

characteristics of the respondents. 

Table 1. Characteristics of Respondents by Age 
Age Frequency Percent (%) Valid 

Precent 

Cumulative 

Precent 

< 20 years 4 12.0 12.0 12.0 

21 – 30 Years 10 30.0 30.0 32.0 

31 – 40 Years 14 42.0 42.0 74.0 

41 -50 Years 3 10.0 10.0 84.0 

> 50 years 2 6.0 6.0 100.0 

total 33 100.0 100.0  

Source: Primary Data (2020) 

 

The table above shows that most of the customers are over 30 years old, this 

shows that the cafe's customers are adults. Data was collected using a questionnaire 

distributed to customers. 

Based on occupation, most of the respondents are students and private 

employees, as shown in table 2 below: 

Table 2. Characteristics of Respondents by Occupation 
Profession Frequency Percent (%) Valid 

Precent 

Cumulative 

Precent 

Student 15 45.0 45.0 45.0 

Private 10 30.0 30.0 75.0 

Entrepreneur 5 15.0 15.0 90.0 

Civil servant 3 10.0 10.0 100.0 

Teacher / Lecturer 0 0.0 0.0 100.0 

total 33 100.0 100.0  

Source: Primary Data (2020) 

One's work will affect one's lifestyle, the work also affects one's community. 

The results of the study using a questionnaire, it is known that most of the cafe 

customers in Surabaya are students and private employees. The results show that 

75 percent of the cafe's customers are students and private employees, divided into 

45 percent of students and 30 percent of private employees. 
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Table 3. Characteristics of Respondents Based on Income 
Income Frequency Percent (%) Valid 

Precent 

Cumulative 

Precent 

< 3 million 12 36.0 36.0 36.0 

3.1 – 4 million 13 39.0 39.0 75.0 

4.1 – 5 million 6 18.0 18.0 90.0 

>5 million 2 7.0 7.0 100.0 

total 33 100.0 100.0  

Source: Primary Data (2020) 

 

The results of the study as outlined in table 3 show that most cafe customers 

earn less than 4 million, only 25 percent earn more than 4 million per month. This 

is in accordance with their condition, most of whom are students and private 

employees. The level of income will affect a person's lifestyle, the higher a person's 

income, the higher his lifestyle will be. 

Even though the cafe is a suitable place to "hang out" it doesn't mean that 

people always come to the same cafe. They visit the Café mostly because they meet 

the community. So the meeting is not always at the same cafe. The following are the 

results of research related to customer visits. 

 

Table 4. Characteristics of Respondents Based on Visits 
Visit Frequency Percent (%) Valid 

Precent 

Cumulative 

Precent 

1 time 8 36.0 36.0 36.0 

2 times 13 39.0 39.0 75.0 

3 times 7 18.0 18.0 90.0 

>3 times 5 7.0 7.0 100.0 

total 33 100.0 100.0  

Source: Primary Data (2020) 

Related to customer satisfaction, It is known that most of the incoming Café 

customers are satisfied, as shown in table 5. 

Table 5. Mean Value of Customer Satisfaction 
 

No interval Information Amount Percent 

1 1.0-1.75 Very dissatisfied 0 0.0% 

2 1.75-2.50 Not satisfied 4 12.0% 

3 2.50-3.25 Satisfied 23 70.0% 

4 3.25-4.002 Very satisfied 6 18.0% 

Source: Primary Data Processed (2020) 

 
The results of data analysis based on table 5. show that most of the cafe's 

customers are satisfied with visiting the cafe. As many as 70% of customers said 

they were satisfied visiting the cafe and as many as 18% said they were very 
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satisfied. This shows that the cafe is able to provide satisfaction to customers in 

terms of food variety, food quality, service quality, cleanliness and comfort as well 

as an atmosphere that makes people feel at home to linger in the cafe. Besides that, 

customers are also satisfied with the facilities provided by the cafe, although there 

are some facilities that are no longer good. 

Related to The results of the research as a whole found that cafe customers 

have a high level of satisfaction. They are satisfied with the good service, adequate 

facilities including the availability of wifi, a comfortable atmosphere. The variety 

of food and the quality of food do not give satisfaction to customers, this is because 

customers come to the cafe not to eat, but they come to the cafe to chat / cangkruk 

or make appointments 

Related to customer loyalty, it is known that most of the cafe's customers 

fall into the loyal category, as shown in table 6. 

Table 6. Mean Value of Customer Loyalty 
 

No interval Information Amount Percent 

1 1.0-1.75 Very disloyal 0 0.0% 

2 1.75-2.50 Disloyal 9 27.3% 

3 2.50-3.25 Loyal 18 54.5% 

4 3.25-4.00 Very loyal 6 18.2% 

Source : Primary Data Processed (2020) 

The table above shows that cafe customers in West Surabaya are relatively 

loyal to their cafes. This is shown by the results of the study that as many as 54.5 

percent of customers fall into the loyal category, as many as 18.2 percent of 

customers fall into the very loyal category and as many as 27.3 percent fall into the 

disloyal category. 

One form of customer loyalty is to recommend to others (refer) and convey 

positive things about the cafe to others ( word of mouth). 

The results showed that the cafe's customers were loyal customers. The 

loyalty indicator, namely conveying positive things to others, recommending to 

others, even though the customer is loyal, but the customer does not make repeat 

purchases, because they come to the cafe depending on the community or clients 

who collaborate, indicates this. 

Customer loyalty during the Pandemic is very difficult to maintain, the 

pandemic has an impact on social and economic life, even in all aspects of life. 

Socially, the pandemic has changed the lifestyle of people who usually go for walks, 

hangouts, get-togethers, etc., have to stay at home. Relations between families 

became increasingly tenuous because they were not allowed to visit each other. 

From the economic side, the pandemic has paralyzed the joints of the economy, 

with the government's call to "stay at home" having an impact on business 

sluggishness. The cafe business is no exception, the pandemic has 
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slowed the cafe business. The level of visits is getting less and not even a few cafes 

are closed due to the pandemic. 

The results of interviews with the owner / manager of the cafe and a number 

of visitors stated that the impact of the Pandemic was extraordinary, especially on 

the cafe business. What was originally able to bring in 400 visitors every day 

became only 200. People are not comfortable coming to cafes because they have to 

apply health protocols, including distance. Even though people usually come to 

cafes to enjoy being with friends, communities, etc. 

Even though many cafes have closed, the cafes that are still open still have 

the desire to exist again. Various ways are carried out by cafe entrepreneurs so 

that they can still exist and retain their customers. 

Retaining customers in a pandemic is a very difficult thing to do. This is 

because in addition to government regulations, there is also a decrease in income as 

a result of many companies laying off their employees. 

The decrease in income will certainly have an impact on the decline in 

people's purchasing power so that it is increasingly difficult to maintain customer 

loyalty. Therefore, in order for customers to remain loyal, there needs to be a special 

strategy to retain customers. One way to maintain customer loyalty is to improve 

service quality, comply with government regulations with health protocols, make 

seats spaced apart, prepare to wash hands before entering the cafe, in front of the 

entrance prepare officers to check body temperature. 

In general, it can be said that customer loyalty can be maintained in various 

ways including implementing health protocols, improving service quality, 

improving facilities, providing comfort, innovating on the food menu. 

Considering that most of the cafe visitors are young people who want to chat 

with their friends, the cafe management needs to make the cafe design as 

comfortable as possible so that visitors will feel comfortable and satisfied. So they 

will become loyal customers. Cafe customer loyalty is not shown by the intensity 

they visit but rather by them recommending, conveying positive things. 

Cafe customer loyalty is built by the level of satisfaction ( satisfaction ) , 

emotional bonding ( emotional bonding ) and trust ( trust ) to the Cafe. This is 

what cafe entrepreneurs need to pay attention to in retaining their customers 

through loyalty. 

Based on the description of the research results, it is related to the strategy 

taken to maintain customer loyalty can be described as follows: 
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Figure 1. Customer Loyalty Development Model 

 

Information : 

1. Service quality – satisfaction 

Service quality is an important factor in shaping customer satisfaction. 

This has been proven in many research results related to the effect of service 

quality on satisfaction. The results of research conducted by Utari (2019) stated 

that service quality in the banking sector has a significant effect on customer 

satisfaction. 

The results of the research by Japarianto et al. (2019) found that service 

quality affects customer loyalty through customer satisfaction. Likewise, the 

results of the research by Micelle and Siagian (2019) found that quality has an 

effect on customer satisfaction. 

2. Service quality – loyalty 

Customer loyalty is an important factor in maintaining the company. 

Loyal customers are said to be able to become an extraordinary market force, 

as stated by Utari (2018), satisfied customers can be a "Marketing Force" for 

the company and loyal customers will definitely do positive word of mouth to 

others which is certainly a strength. separate market. Although loyal customers 

do not have to repurchase , they can influence / recommend others to buy the 

product. 

As the results of research conducted by Kolonio and Soepeno (2019), 

service quality is one of the factors that shape customer loyalty. 

The results of research conducted by Japarianto et al, (2007) also show 

that service quality directly and indirectly through relationship marketing has 

a significant effect on customer loyalty. 
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3. Service quality – trust 

Customer trust is an important factor in building loyalty, customer trust 

can be built from service quality. The better the quality of service provided by 

the company, the better customer trust will be. 

4. Satisfaction – loyalty 

Good service quality will lead to customer satisfaction, which in turn 

will form loyalty. Therefore, it is important for the company to always provide 

satisfaction to customers. Many companies have started to shift from the 

company's goal of maximizing profits to maximizing customer satisfaction. 

This is due to intense competition which has an impact on the difficulty 

of maintaining customer loyalty. The results showed that the quality of service 

provided to cafe customers was good, and gave satisfaction to customers. But 

that does not mean that when customers are satisfied they will automatically 

become loyal. 

5. Satisfaction – emotional bonding 

The emotional bond of customers will greatly affect loyalty, customers 

who feel they have a bond with the company will certainly feel belonging, so 

they will try to enliven the cafe. This emotional bond can be formed from 

feelings of satisfaction obtained by customers so that they feel there is a bond. 

Therefore, it is important for the company to provide satisfaction to customers. 

6. Emotional bonding – loyalty 

One of the dimensions of forming customer loyalty is emotional 

bonding. Customers who feel they have a bond with the Café will prioritize 

visiting the Café. The stronger the emotional bonding , the more loyal the 

customer will be. 

7. Trust - loyalty 

Customer trust is very important in the formation of customer loyalty. 

This is because customers now have low loyalty, therefore it is important to 

build customer trust to create loyalty. 

The low customer loyalty is due to the large number of companies that 

offer similar products, so the sensitivity to price is getting higher. Besides, 

customers are now able to access complete information about a product so that 

customers are increasingly critical. Therefore it is important for companies to 

build trust in customers. 
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CONCLUSIONS AND SUGGESTIONS 

Based on the results of the study it can be concluded that the cafe's customers 

are satisfied with the services provided by the cafe. Satisfaction is seen from the 

good quality of service, adequate facilities and comfort and variety of food. Cafe 

customers are also loyal customers, this is shown by the results of research that 

customers recommend to others to visit the cafe. Besides that, customers also 

always convey positive things to others. In this study, customer loyalty is not shown 

by the intensity of repeat purchases or repurchases intention, but is more supported 

by trust in the cafe. The pandemic condition greatly affects the level of cafe visits, 

during the pandemic there was a 50% decrease in customer visits. This condition 

has an impact on the decrease in cafe income so that it has an impact on reducing 

employees. Pandemic conditions cannot be avoided, so the efforts made by cafe 

entrepreneurs are complying with health protocols, building networks through the 

community through social media, conducting online sales in collaboration with 

grabfood and gofood, building Emotional Bonding (emotional bonds) with 

customers, building trust. with customers and always improve the quality of service 

to increase customer satisfaction. 
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