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Abstract. Since customer satisfaction is a prerequisite for establishing customer loyalty, it 
follows that satisfaction is a factor that fosters customer loyalty. Loyalty must be fostered if 
producers and customers are to have a positive connection. This study was conducted to 
investigate the partial and simultaneous effects of relational marketing and customer 
satisfaction on customer loyalty in the city of Tasikmalaya. With 116 participants, this study 
used a random sample technique and a causal quantitative design. Additionally, this study 
uses various linear regression analytic techniques to assess the data. This study found that 
customer loyalty to Indosat in the city of Tasikmalaya was partially or simultaneously 
influenced by relational marketing and customer happiness. 
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INTRODUCTION 
 

From 2020 to 2022 Indosat saw an increase in sales, but in 2020 there was a fluctuation 

that led to a significant decline. Table 1.2 reveals that the Top Brand Index For Teens 

Prepaid Card category includes Indosat. Indosat saw a 1.5% growth in 2020, which equated 

to a 3 5, 7% gain in sales, and a 3 7, 5 1% increase in sales in 2021. The rise then resumed 

in 2021 and reached 39.5%. And the increase in 2022 2 is only 1.5%, which is not a 

significant gain. This demonstrates the increase in customer loyalty and satisfaction with the 

Indosat experience. 

It is impossible to divorce customer happiness and loyalty from this accomplishment 

that Indosat has made. No simple task because it involves a number of steps beginning with 

dedication, trust, and obtaining fulfilment. Customer loyalty is an incorrect indication that 

affects a company's long-term revenue. Customer loyalty is built on purchases that are 

sporadic and unpredictable but always made immediately (Gryphon, 2005). Loyalty to items 

will also be fostered by a person's interest in more valuable goods (Sudaryono, 2016). 
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Relationship marketing is the word used to describe the process of retaining customers by 

using a direct or indirect approach with customers in order to ascertain the requirement that 

is wanted by the consumer. Customers must be connected to through an intertwined 

relationship in order to maintain their loyalty to the products they consume (Tjiptono, 2014). 

Several factors that affect Indosat customers' loyalty must be taken into consideration when 

measuring customer loyalty. 

Based on the success card prepaid Indosat phenomena Consumer loyalty affects 

whether a brand is eligible to enter the Top Brand category. Earlier research and study were 

referred to as empirical investigations. Relationship marketing, security, trust, and service 

quality can all have an impact on a customer's level of loyalty. According to Tugiso (2016), 

Wahyuni and Irfani (2017), relationship marketing, brand image, and customer happiness 

all affect consumer loyalty. According to Nurudin (2018), customer happiness and brand 

image have an impact on a customer's loyalty. According to Yuwita (2020), contentment, 

relationship marketing, and service excellence all affect customer loyalty. Therefore, it can 

be concluded that relationships, marketing, security, trust, quality service, brand image, and 

company image are factors that affect customer loyalty. Relationship marketing 

characteristics and satisfaction are the focus of this research. According to Yuwita's (2020) 

research findings, relationships marketing and customer satisfaction have a significant 

impact on a company's ability to retain customers. According to Safesiyani's (2015) 

research, marketing relationships were significantly influenced by consumer loyalty. 

However, research conducted by Sari (2017) and Karim (2020) Yag reveals different 

findings, namely that relationship marketing has little to no impact on customer loyalty. 

Customer satisfaction is seen as a measure of the emotional state of the user of a product. In 

line with studies by Wahyuni and Irfani (2017) and Nurudin (2018), which reveal that 

loyalty customers are positively and significantly influenced by satisfied customers. 

However, Setyaningsih (2019) presents research findings that are distinct and significant to 

loyal customers, including negative customer satisfaction effects. 

 

METHOD 

In this study, a causal quantitative research design—also known as the For the purpose 

of studying the relationship and effects between the dependent and independent variables 

(Sugiyono, 2013: 56). The questionnaire produced the quantifiable data. which disseminated 
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respondents' questionnaire answers in order to obtain results from the tabulation. 

Relationship marketing and customer happiness are the influencing variables or independent 

variables in this study, whereas loyalty customers are the impacted variables or variable 

dependant. Regression analysis double linear was performed to investigate the relationship 

between marketing and customer satisfaction and customer loyalty. The steps in the causal 

quantitative research design are as follows: formulate the problem, study the theory, 

formulate the hypothesis, obtain the data, process the data, and get to an intriguing 

conclusion. 

Users of Indosat in Tasikmalaya served as the study's subjects. while thing 

Relationship marketing (X1), customer satisfaction (X2), and customer loyalty (Y) are the 

three main topics of this study. The sample was obtained using a non-probability sampling 

technique called incidental sampling, which determines the sample based on occurrences or, 

to put it another way, anyone who meets the researcher by chance and can therefore be used 

as a sample. This person is considered to be capable and appropriate to be used as a sample. 

factors to take into account while choosing a potential sample The following criteria form 

the foundation of this study: (1) Have used and are still using an Indosat card, (2) Have made 

at least two repeat Indosat purchases. This study included 116 samples. 

In research, questions or questionnaires are employed as a data gathering tool. This. 

The Questionnaire Method is a method for gathering information from respondents in a 

variety of formats. The questionnaire used in this study is a structured or closed 

questionnaire containing statements that have choices for answers. Research questionnaires 

unquestionably pass the validity and reliability tests. In this study, instrument testing was 

done to determine the data's accuracy, which was then tested using the classical assumption 

method. Before assessing and analysing research data with a regression model utilising a 

computer programme called the Statistical Package for the Social Science (SPSS), this test 

must be completed. This test is used to establish a multiple linear regression analysis 

equation that can be used to the interpretation of the examined variable. As for the traditional 

test assumptions, these are: 1) test normality, 2) test multicollinearity, and 3) test 

heteroscedasticity. The autocorrelation test was not utilised in this study due to the cross-

sectional nature of the data. not a time series. 

Continue with multiple linear regression analysis after the classical assumption test 

demonstrates that the regression model is free from the classical assumptions. Due to 
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research, this analysis is utilised. This study examines the effects of relationship marketing 

(X1) and customer satisfaction (X2) as independent variables on a single dependent variable, 

namely customer loyalty (Y). F test (simultaneous test) and t test (partial test) are used to 

test the hypothesis. To ascertain if X1 and X2 collectively have an impact on Y, the f test is 

utilised. Is X1 and X2 actually having a partial secrecy effect on Y? is the test t used to 

determine the significance variation relationship between variable X and Y. 

 

RESULTS AND DISCUSSION 

In this study, multiple linear regression analysis was employed. The purpose of using 

analysis regression linear double in research is Because in the research, influence and 

donations have a significant impact on variables reliant that are connections, marketing, and 

customer pleasure, but on variables independent of loyalty customers. Table 1 provides data 

on results processing. 

Table 1 

Summary output SPSS Analysis Regression Multiple Linear 

Free Variables Coefficient Sig. Coefficient Correlation R 2 
Relationship
s marketing 
Satisfaction 
Customer 

0.537 
 

0.150 

0.000 
 

0.026 

0.503 
 

0.157 

0.253 
 

0.024 

Constant 
Sig. F 
R 
R 
2 

5,747 
0.000 
0.670 
0.450 

   

Source: Results output SPSS 25. 2023 
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Relationship structure influences relationship marketing (X 1 ) and customer 

satisfaction (X 2 ) to loyalty customer (Y) can seen on Picture 1. 

 

 

 

 

 

 

 

Information: 

Partial Effect 

Simultaneous Influence 

 

Picture 1. Indosat in Tasikmalaya City: 

Structure Connection Influence Relationships, Marketing, and Customer Satisfaction 

to Loyalty 

Acquired results mark constant () of 5.747 based on results analysis on table 1. 

Relationship marketing variable (coefficient 1) value is 0.537, and customer satisfaction 

variable (coefficient 2) value is 0.150. Consequently, the regression equation can be written 

as follows: 

Y = α + β1 X 1 _ + β2 X 2+ _ _ ε 

Y = 5,747+ 0.537 X 1+ 0.150 X 2 + 0.550 

It demonstrates via the several linear equations that: 1) Constants of 5.747 mean that 

the mark from a loyal client (Y) is 5,747 if relationship marketing (X1) and customer 

happiness (X2) are both valued at zero. 2) The relationship marketing variable's Mark 

coefficient (1) is 0.537, indicating that relationship marketing has a positive impact on 

customer loyalty (Y). This indicates that each will promote connections. Assuming that the 

variable free Which other still, one unit so variable loyalty rise as big 0.537 so that it 

becomes 6.284 (obtained from 5.747 + 0.537). 3. Coefficient value variable satisfaction (2) 

of 0.150 indicates that loyalty (Y) is positively impacted by satisfaction. Assuming that each 

Customer Loyalty (y) 

Customer Satisfaction 
(x2) 

Relationship Marketing 
(x1) Pyx1= 0,503 

Pye= 0,550 

Pyx2= 0,157 

Pyx1x2= 0,670 
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variable is independent of the others and fixed, it means that for every unit rise in 

satisfaction, the loyalty variable grows by 0.150 to reach 5.897 (obtained from 5.747 + 

0.150). The coefficient of determination (R 2) is used to quantify how much of the variance 

variable bound is explained by the far ability model. on study This R2 explains how 

significant correlations exist between loyalty, satisfaction, and marketing (X1). 

From the mark-adjusted R Square of 0.440, it is possible to determine the test 

coefficient for (Y).. magnitude results. The range of these results, from 0 to 1, indicates that 

the variable other, which was not studied in this research, has a 44.0% impact on the research 

This links marketing and satisfaction influential to loyalty. 

Premise 1 of a study this reads "indosat customer loyalty in the city of tasikmalaya is 

influenced by relationships with marketing and customer satisfaction. Based on the findings 

of the statistical test, f has a count of 47.772 and a probability of 0.000. As can be seen from 

these findings, rejecting h0 indicates that there is simultaneous and significant influence 

from relationships marketing (x1) and customer satisfaction (x2) to loyal customer (y). The 

calculated f value is greater than f table (3.07) and the p-value is less than 0.05. 

Second research hypothesis This is "Indosat customer loyalty is influenced by 

relationship marketing in the city of Tasikmalaya." According to Table 1's summary of the 

analysis' findings, connections marketing's own coefficient correlation is a significant 0.503, 

with a p-value of 0.000 being less than alpha (0.05) 0.05. This suggests that H0 should be 

rejected since relationship marketing (X1) has a positive and considerable affect on loyalty 

(Y), with a donation influence as high as 24.3%. 

Research proposal no. 3 this is "indosat subscriber loyalty and customer satisfaction in 

the city of tasikmalaya. Based on the summary findings, examination of table 1 reveals that 

customer satisfaction has a correlation coefficient of 0.157 and a p-value of 0.08, which is 

less than alpha (0.05) 0.05 and suggests that rejecting h0 is significant. Positive and 

significant influence can be seen from satisfaction (x2) to loyalty (y), with contribution 

influence being as high as 2,3%. 

According to study findings, relationships marketing has a favourable and considerable 

impact on Indosat customers' loyalty in the city of Tasikmalaya. Relationship marketing 

seeks to intertwine connections that are closer to the client in order to use them to achieve 

long-term profit Kotler (2009:21). Loyalty Customers will rise when they focus more on 

delivering excellent services and don't handle customer complaints with Good and fast, 
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which will result in favourable customer reviews and encourage customers to promote them 

to others. Stated by Ndubisi (2007:98) There are several indicators in relationship marketing, 

including communication, commitment, and settlement issues. 

In this scenario, trust entails believing in the quality provided and in accordance with 

the price that must be paid in order to prevent customer dissatisfaction. Trust is defined as 

belief in someone who has reliability or particular abilities. Trust must be earned through 

patience in the delivery of services and goods that meet consumer expectations. 

Commitment is a matter of substance that has a connection because of one's own connection 

but not because of one's own commitment. 

Link That Good will not accompany However, if a connection has made a 

commitment, the bond cannot be easily broken. Everybody can easily access the Internet 

thanks to Indosat's extensive network, which extends to the isolated Agar village. 

When it comes to fostering customer loyalty, consumers have the entire right to choose 

whether to make a repeat purchase or not. If they are happy with the benefits offered, they 

will buy back by replenishing the mobile phone credit, and the contract will automatically 

renew once there is enough credit on the phone. A brand image is a collection of images or 

concepts that represent a particular good or service. Customers rate Indosat's customer 

satisfaction as very high because they can observe an annual increase in purchases that don't 

just include repeat business but also result in improved use of the company's applications. 

Based on the information provided, it is possible to draw the conclusion that repurchase 

indications, word-of-mouth recommendations, the creation of repurchases, and brand 

perception affect consumer loyalty. According to rosyadi & ruswida (2018) and customer 

revelation (2017), contentment influences loyalty. 

Although this study was conducted using scientific methods, it still has limitations due 

to the variables that affect usage choices. Relationship marketing and customer satisfaction 

are the only two variables that are examined in this study; nevertheless, there are still many 

other factors that effect loyalty that were left out. To achieve this, we must examine more 

elements besides relationship marketing and satisfaction, such as product quality, price, 

promotion, high-quality service, word-of-mouth marketing, and others. Additionally, this 

research's only location is in the city of Tasikmalaya, which focuses on its user, Indosat. 

Customer loyalty is positively influenced by relationship marketing. This issue implies 

that any improvement link that occurs will raise consumer loyalty. Good guard-customer 
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interaction moment This is a really significant issue. 

Because that will become a long-term profitable company for the company. Therefore, 

the business must enhance the services and quality it offers to customers in order for them 

to consistently be happy with the benefits they receive. 

Customer loyalty is significantly and favourably affected by customer satisfaction. 

This implies that customers will be more devoted to brands if they are more satisfied. 

Customer happiness is influenced by a number of factors, including repeat business, high-

quality goods and services, word-of-mouth recommendations, and satisfaction. By 

enhancing network performance and introducing new products that are anticipated to meet 

consumer demand, Indosat continues to offer the best possible service to its devoted clients. 

 

CONCLUSION AND SUGGESTION 

Following are the conclusions that can be drawn from the results and discussion that 

have been described: (1) Customer loyalty to Indosat in Tasikmalaya City is positively 

impacted by relationship marketing and satisfaction. (2) Relationship marketing has a 

favourable influence and is important to Indosat's loyal customers in the city of Tasikmalaya. 

(3) Customer loyalty to Indosat in Tasikmalaya city is influenced positively and 

significantly by satisfaction. Regarding recommendations that can be made based on the 

findings of this study for both the company and the researcher, they are as follows. 

Easy-to-reach online services, like those offered by My Indosat every week or month 

to identify service delivery flaws and make it simpler for customers to solve problems at the 

time they arise, are necessary for businesses to improve how well they handle customer 

issues. No is in the city of Tasikmalaya, this will also boost service provider satisfaction, 

boosting subscriber loyalty. 
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