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. ABSTRAK

1

e)g

SVICtOI’Ia Netanya Junaedi/24210062/2025/Pengaruh Citra Merek dan Kualitas Layanan
“terhadap Perilaku Pascapembelian Bianca Printing di Kelapa Gading/Pembimbing : Rita
~Eka Setianingsih, S.E., M.M.

< =Di era perkembangan teknologi saat ini, banyak orang membuka bisnis percetakan
@a@g perbasis teknologi dan layanan dengan tujuan untuk mempermudah konsumen
Zmemenuhi kebutuhan mereka yang terus berkembang. Salah satunya yang sudah lama
%b&dlrl adalah Bianca Printing. Namun, dalam persaingan ketat dengan kompetitor,
%p&nahaman mengenai faktor-faktor yang mempengaruhi perilaku pascapembelian menjadi
Ckr§S|aI Penelitian ini bertujuan untuk menganalisis pengaruh citra merek dan kualitas

3aganan terhadap perilaku pascapembelian Bianca Printing di Kelapa Gading.

dinnbuswi
R

S

Y ynd

LCJ

C

> SCitra merek merupakan asosiasi-asosiasi yang terbentuk melalui pengalaman
k@n umen secara langsung selama mengkonsumsi suatu produk atau jasa. Kualitas layanan
apat dinilai secara langsung oleh pelanggan yang menggunakan jasa tersebut.

eAJe

} 1ursnny

~Penelitian ini menggunakan pendekatan kuantitatif dengan metode survei melalui
Spenyeharan kuesioner kepada pelanggan Bianca Printing. Sampel dipilih menggunakan
“teknikZpurposive sampling dengan jumlah responden yang representatif. Sampel yang
%diambil oleh penulis sebanyak 150 orang. Data yang diperoleh dianalisis menggunakan
gregresi linier berganda dengan bantuan software SPSS 26.

due

3 Hasil penelitian menunjukkan bahwa citra tidak berpengaruh terhadap perilaku
“pascapembelian. Namun, kualitas layanan memberikan pengaruh yang positif dan signifikan
. sterhadap perilaku pascapembelian di Bianca Printing.

e

-3
g =sBerdasarkan hasil penelitian, citra merek terbukti tidak berpengaruh terhadap
gperilagu pascapembelian pelanggan Bianca Printing, yang menunjukkan bahwa pelanggan
~lebih geenderung mengabaikan citra merek dalam keputusan pembelian ulang atau
“rekomendasi. Sebaliknya, kualitas layanan memiliki pengaruh positif dan signifikan
Sterhadap perilaku pascapembelian, di mana semakin baik layanan yang diberikan, semakin
gpositifs pula respons pelanggan. Namun, Bianca Printing masih belum konsisten dalam
“menjaga kualitas layanannya.

Kata kunci: Citra Merek, Kualitas Layanan, Perilaku Pascapembelian
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ABSTRACT

VictoriaZ Netanya Junaedi/24210062/2025/The Influence of Brand Image and Service
~Quality-on Post-Purchase Behavior at Bianca Printing in Kelapa Gading/Supervisor: Rita
“Fka Setianingsih, S.E., M.M.

Q

w bued

In the Current era of technological development, many people are opening technology and
csefvice=based printing businesses with the aim of making it easier for consumers to meet
=thgjr growing needs. One of them that has been around for a long time is Bianca Printing.
<HeweVer, in tight competition with competitors, understanding the factors that influence
Spost-parchase behavior becomes crucial. This research aims to analyze the influence of

Q)

<brand-4mage and service quality on post-purchase behavior of Bianca Printing in Kelapa
%G%ding.
éBlgfgnd"lmage is associations formed through direct consumer experience while consuming a
cproduct or service. Service quality can be assessed directly by customers who use the
csefvice:
x 2 &

=T @s Fesearch uses a quantitative approach with a survey method by distributing
cquestignnaires to Bianca Printing customers. The sample was selected using a purposive
“sampling technique with a representative number of respondents. The sample taken by the
“author-was 150 people. The data obtained was analyzed using multiple linear regression
Zwith thie help of SPSS 26 software.

Q

3 . .
oThe research results show that image has no effect on post-purchase behavior. However,

aservicg;guality has a positive and significant influence on post-purchase behavior at Bianca
cPrinting.

p ueyw

Based on the research results, brand image was found to have no influence on Bianca
“Printing customers' post-purchase behavior, indicating that customers tend to overlook
Sbrand image when making decisions about repeat purchases or recommendations. On the
DotherTland service quality has a positive and significant influence on post-purchase
gbehavmr where better service leads to more positive customer responses. However, Bianca
§Pr|nt|ng has not yet maintained consistency in its service quality..

‘laquins ue,

Keywgtds: Brand Image, Service Quality, Post-Purchase Behavior
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ueJe

@kasih-ﬁya sehingga penulis dapat menyelesaikan skripsi yang berjudul “Pengaruh Citra

3 =

:-é Irek terhadap Perilaku Pascapembelian Bianca Printing di Kelapa Gading”. Skripsi ini
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]
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edue) \uw Sl
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