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Abstract

This study is for the impact of service quality and relationship quality. It also studies whether
relationship quality is a mediator between service quality and customers’ loyalty. Three
conclusions are derived. First, service quality provided by the cosmetics counters is essential
to the relationship quality between customers and beauty consultants. Second, the relationship
quality between customers and beauty consultants is essential to the customers’ loyalty. Third,
relationship quality is a partial mediator between service quality and customers’ loyalty. We
have three recommendations for the enterprises. First, the management of the cosmetics sales
should be customer-oriented. The enterprises should provide satisfactory service quality and
relationship quality in order to enhance its customers’ loyalty. Second, the relationship quality
should be varied for different target customers. Third, the enterprises should provide
continuous employee education training to enhance service quality.
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