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ABSTRAK 

 

Shella Devi Novianti (1909307) “Brand Relationship Quality dan Customer 

Satisfaction dalam Menciptakan Brand Loyalty (Survei pada Pelanggan 

Sariayu Martha Tilaar)” di bawah bimbingan Dr. Lili Adi Wibowo, S. Pd., S. 

Sos., M.M. dan Dr. Puspo Dewi Dirgantari, S. Pd., MT., MM.  

 

Penelitian ini bertujuan untuk memperoleh gambaran brand relationship quality, 

customer satisfaction, dan brand loyalty pada pelanggan Sariayu Martha Tilaar, 

serta untuk mengetahui pengaruh brand relationship quality dan customer 

satisfaction terhadap brand loyalty pada pelanggan Sariayu Martha Tilaar. Jenis 

penelitian yang digunakan adalah deskriptif dan verifikatif. Populasi dalam 

penelitian ini berukuran 384 member Sariayu Martha Tilaar, adapun sampel pada 

penelitian ini yakni sebanyak 200 responden dengan menggunakan teknik sampling 

simple random sampling. Teknik analisis penelitian ini adalah analisis Structural 

Equation Model (SEM) dengan menggunakan program AMOS for windows. Hasil 

temuan pada penelitian ini menemukan bahwa gambaran brand relationship 

quality, customer satisfaction, dan brand loyalty berada pada kategori tinggi. 

Temuan penelitian ini menunjukkan bahwa pengaruh tidak langsung brand 

relationship quality masih memperoleh besaran pengaruh yang lebih rendah 

terhadap brand loyalty, dibandingkan dengan pengaruh langsung. Berdasarkan 

hasil penelitian, peneliti merekomendasikan agar Sariayu Martha Tilaar 

mengoptimalkan kembali customer satisfaction dengan memberikan yang terbaik 

melalui expectation dan perceived satisfaction, serta mempertahankan brand 

relationship quality dengan memberikan yang terbaik melalui interaction quality 

dan intimacy quality agar dapat meningkatkan brand loyalty. 

 

Kata kunci:  brand relationship quality, customer satisfaction, brand loyalty, beauty 

industry
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ABSTRACT 

 

Shella Devi Novianti (1909307) “Brand Relationship Quality and Customer 

Satisfaction in Creating Brand Loyalty (Survey of Sariayu Martha Tilaar 

Customers)” under the guidance of Dr. Lili Adi Wibowo, S. Pd., S. Sos., M.M. and 

Dr. Puspo Dewi Dirgantari, S. Pd., MT., MM. 

 

This study aims to obtain an overview of brand relationship quality, customer 

satisfaction, and brand loyalty to Sariayu Martha Tilaar customers, and to 

determine the effect of brand relationship quality and customer satisfaction on 

brand loyalty to Sariayu Martha Tilaar customers. The type of research used is 

descriptive and verification. The population in this study was 384 members of 

Sariayu Martha Tilaar, while the sample in this study was 200 respondents using a 

simple random sampling technique. The analysis technique of this research is 

Structural Equation Model (SEM) analysis using the AMOS for windows program. 

The findings in this study found that the descriptions of brand relationship quality, 

customer satisfaction, and brand loyalty were in the high category. The findings of 

this study indicate that the indirect effect of brand relationship quality still has a 

lower magnitude of influence on brand loyalty, compared to the direct effect. Based 

on the research results, the researchers recommend that Sariayu Martha Tilaar re-

optimize customer satisfaction by giving the best through expectation and perceived 

satisfaction, and maintaining brand relationship quality by giving the best through 

interaction quality and intimacy quality in order to increase brand loyalty. 

 

Keywords: brand relationship quality, customer satisfaction, brand loyalty, beauty 

industry
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