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ABSTRAK 

 
Penelitian ini bertujuan untuk menganalisis pengaruh relationship marketing 
terhadap loyalitas pelanggan dengan kepuasan pelanggan sebagai variabel mediasi 
di Sky Beauty Care Surabaya. Penelitian ini menggunakan pendekatan kuantitatif 
dengan metode survei, di mana data dikumpulkan melalui kuesioner yang 
disebarkan kepada pelanggan yang pernah menggunakan layanan di Sky Beauty 
Care. Hasil analisis menunjukkan bahwa relationship marketing, yang terdiri dari 
kepercayaan, komitmen, komunikasi, dan penanganan keluhan, berpengaruh 
signifikan terhadap kepuasan pelanggan. Selain itu, kepuasan pelanggan juga 
berpengaruh signifikan terhadap loyalitas pelanggan. Hasil penelitian ini 
memberikan kontribusi yang penting bagi Sky Beauty Care dalam merumuskan 
strategi pemasaran untuk meningkatkan kepuasan dan loyalitas pelanggan melalui 
penerapan relationship marketing yang lebih baik. 
 
Kata Kunci: Relationship Marketing, Loyalitas Pelanggan, Kepuasan Pelanggan, 
Sky Beauty Care Surabaya, Kepercayaan, Komitmen, Komunikasi, Penanganan 
Keluhan. 
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ABSTRACT 

 
This study aims to analyze the effect of relationship marketing on customer loyalty 
with customer satisfaction as a mediating variable at Sky Beauty Care Surabaya. 
The research uses a quantitative approach with a survey method, where data is 
collected through questionnaires distributed to customers who have used the 
services at Sky Beauty Care. The results of the analysis show that relationship 
marketing, which includes trust, commitment, communication, and conflict 
handling, significantly affects customer satisfaction. Furthermore, customer 
satisfaction also significantly affects customer loyalty. This study provides valuable 
insights for Sky Beauty Care in formulating marketing strategies to enhance 
customer satisfaction and loyalty through the effective implementation of 
relationship marketing. 
 
Keywords: Relationship Marketing, Customer Loyalty, Customer Satisfaction, Sky 
Beauty Care Surabaya, Trust, Commitment, Communication, Conflict Handling. 
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