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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui seberapa besar pengaruh bauran 

pemasaran terhadap loyalitas pelanggan melalui kepuasan pelanggan sebagai 

variabel intervening dengan studi kasus pengguna Make Over Cosmetics di Mall 

Metropolitan Bekasi. Bauran pemasaran terdiri dari empat variabel: (1) produk, 

(2) harga, (3) lokasi/saluran distribusi, (4) promosi. 

Penelitian ini menggunakan strategi penelitian asosiatif yang diukur dengan 

menggunakan metoda analisis jalur dengan SPSS 24.00. Populasi dari penelitian 

ini adalah pengguna/konsumen Make Over Cosmetics di Mall Metropolitan 

Bekasi, dengan jumlah sampel sebanyak 100 responden. Teknik pengumpulan 

data menggunakan studi lapangan dengan menyebarkan kuesioner. Dalam 

penelitian ditemukan bahwa produk, lokasi/saluran distribusi, promosi secara 

langsung memberikan pengaruh signifikan terhadap kepuasan pelanggan. 

Kepuasan pelanggan memberikan pengaruh signifikan terhadap loyalitas 

pelanggan. Produk secara tidak langsung memberikan pengaruh terhadap loyalitas 

pelanggan. Promosi secara tidak langsung memberikan pengaruh terhadap 

loyalitas pelanggan. 

 

Kata kunci : Bauran Pemasaran, Kepuasan Pelanggan, Loyalitas Pelanggan 



ix 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Devy Kartika Rizki     Advisor : 

NPM : 21150500351              Imelda Aprileny, SE, ME 

Program Studi S-1 Manajemen 

 

 

THE INFLUENCE OF MARKETING MIX ON CUSTOMER  

LOYALTY THROUGH CUSTOMER SATISFACTION 

AS AN INTERVENING VARIABLE 

(With Case Study of Make Over Cosmetics customers 

at Mall Metropolitan Bekasi) 

 

 

ABSTRACT 

This study aimed to find out how much the influence of marketing mix has 

on customer loyalty through customer satisfaction as an intervening variable with 

a case study of Make Over Cosmetics customers in Metropolitan Mall Bekasi. 

Marketing mix consist of four variables: (1) Product, (2) Price, (3) 

Location/Distribution Channel, (4) Promotion. 

This study used an associative research strategy that is measured using the 

path analysis method with SPSS 24.00. The population of this study was the 

user/consumer of Make Over Cosmetics in Metropolitan Mall Bekasi, with a total 

sample of 100 respondents. Data collection technique used field studies by 

distributing questionnaires. In the research, we found that product, 

location/distribution channel, and promotion directly had a significant influence 

on customer satisfaction. Customer satisfaction had a significant influence on 

customer loyalty. Product indirectly influenced customer loyalty. Promotion 

indirectly influenced customer loyalty. However, price did not have significant 

influence on customer loyalty nor customer satisfaction. 

 

 

Kata kunci : Marketing Mix, Customer Satisfaction, Customer Loyalty 
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