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Penelitian ini bertujuan untuk mengetahui pengaruh: kualitas 

pelayanan, kepercayaan pelanggan, kepuasan pelanggan dan 

loyalitas pelanggan pada Natasha Skin Care Madiun. Jenis 

penelitian ini merupakan penelitian kuantitatif. Populasi dalam 

penelitian ini adalah pelanggan Natasha Skin Care Madiun. Teknik 

pengambilan sampel menggunakan purposive sampling , data 

diperoleh dengan membagikan kuesioner kepada 100 responden 

secara offline. Teknik analisis data dalam penelitian ini adalah 

Partial Least Square (PLS) menggunakan aplikasi SmartPLS 3.2.8. 

Hasil penelitian menunjukkan bahwa: 1) kualitas pelayanan 

berpengaruh positif terhadap kepuasan pelanggan, 2) kepercayaan 

pelanggan berpengaruh positif terhadap kepuasan pelanggan, 3) 

kepuasan pelanggan berpengaruh positif terhadap loyalitas 

pelanggan, 4) kepuasan pelanggan memediasi pengaruh kualitas 

pelayanan terhadap loyalitas pelanggan, 

5) kepuasan pelanggan memediasi pengaruh kepercayaan 

pelanggan terhadap loyalitas pelanggan. 

 

Kata Kunci : kualitas pelayanan, kepercayaan pelanggan, kepuasan 
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This study aims to determine the influence of service quality, 

customer trust on customer satisfaction and customer loyalty in 

Madiun Natasha Skin Care. This type of research was a 

quantitative research. The population in this study was customers 

of Madiun Natasha Skin Care. The sampling technique used was 

purposive sampling. Data were obtained by distributing offline a 

questionnaire to 100 respondents. The data analysis technique in 

this study was partial least square (PLS) using the SmartPLS 3.2.8 

application. The results of this study showed that: 

1) service quality had a positive influence on customer satisfaction, 

2) customer trust had a positive influence on customer satisfaction, 

3) customer satisfaction had a positive influence on customer 

loyalty, 4) customer satisfaction mediated the influence of service 

quality on customer loyalty, 5) satisfaction customers mediated the 

influence of customer trust on customer loyalty. 
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