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ABSTRACT 

 
Loyalty of BlackBerry Customers in Bogor City 

Made Dwi Astuti 
 

Cellular Telephone industry is a kind of industry which is turbulence and has a short 
product lifecyle and the producers must have high bargaining power of new entrant. Therefore, it 
is important for the cellular telephone producers to create and increase the loyalty of their 
customers, because the loyal customers will be able to increase volume of sale and maintain good 
position in the market. This research using BlackBerry as the subject of research because as a new 
comer apparently BlackBerry has been able to recupy top position among the smartphone, and as 
a matter of fact it has been winner among the old players.  

This research was conducted in Bogor city, where the respondents were obtained in 
Plaza Jambu Dua, Bogor Trade Mall and Pusat Grosir Bogor. These locations are center for 
cellular telephone markets in Bogor. Total of 155 respondents who have been using BlackBerry 
for more than 6 months, age between 14-30 years old, live in Bogor city, and not working for 
BlackBerry were interviewed. Main purpose of the interview was to find out the loyalty of the 
BlackBerry customers related to variables covering: customer value, brand personality, customer 
satisfaction, quality of product and switching barrier.  

Using SEM method, the research results showed that only variables brand personality 
and switching barrier have significant and positive relationship in creating loyalty of BlackBerry 
customers in Bogor City. Whereas results of CLI showed that the loyalty of the BlackBerry 
customers was only 43.9%, which indicates that generally the customers are not yet loyal to the 
BlackBerry. Therefore, in order to be able to compete, the company needs to develop innovative 
technologies (operational system, knowledge/expertise on improving relationship and other 
supporting applications), as well as on innovative of products (shape and appearance) 
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