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The purpose of this research is to find out the relationships between 

service quality and customer satisfaction and also relationships between customer 
satisfaction and brand loyalty and relationships between service quality and brand 
loyalty. Service quality is measured using indicators : profesionalism and skills, 
attitudes and behavior, accessibility and flexibility, reliability and trustworthiness, 
recovery, reputation and credibility. Variable of customer satisfaction is measured 
using indicators : expectation and performance. The variable of brand loyalty is 
measured using indicators : habitual behaviour, switcher, satisfaction, liking of 
the brand, and commitment. This research is a case study on 180 respondents of 
Larissa Skin Care & Hair Treatment Customer. The data are collected by 
questionnaire that was distributed in May-July 2009. the sampling technique used 
was non-probability sampling with accidental sampling method. Data were 
analysed using percentage analysis, Validity and Reliability test, and Structural 
Equation Modeling (SEM). The study reveals that there is significant connection 
between service quality with customer satisfaction, meanwhile, there is a 
marginally significant relationship between customer satisfaction and brand 
loyalty and between service quality and brand loyality. 

 
 

 




