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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh service recovery terhadap
kepuasan konsumen, pengaruh brand image terhadap kepuasan konsumen.
Pengumpulan data dilakukan melalui survey dengan cara membagikan kuesioner
kepada responden. Data dianalisis dengan menggunakan aplikasi SPSS. Hasil
penelitian menunjukkan bahwa terdapat pengaruh yang signifikan secara parsial
antara service recovery terhadap kepuasan konsumen dan brand image
memberikan pengaruh positif dan signifikan secara parsial terhadap kepuasan
konsumen.  Hasil penelitian menunjukkan bahwa terdapat pengaruh yang
signifikan antara service recovery dan brand image secara simultan terhadap
kepuasan konsumen. Service recovery adalah variabel yang mempunyai pengaruh
lebih besar terhadap kepuasan konsumen daripada brand image. Diharapkan
PT.Veneta Indonesia Outlet Cibinong dapat meningkatkan kualitas service
recovery dan meminimalkan jumlah komplain agar tercipta kepuasan konsumen.

Kata Kunci : service recovery, brand image dan kepuasan konsumen.
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ABSTRACT

This report aims to review the influence of service recovery of customer
satisfaction , influence the brand image of customer satisfaction . Data collection
is done through survey by means of a questionnaire to distribute respondents.
Data analyzed using spss application . The result showed that there is a difference
between significant partial service recovery of customer satisfaction and brand
image exert positive and partial significant against customer satisfaction . The
result showed that there are significant influence of service recovery and brand
image simultaneously against customer satisfaction . Service recovery is variable
have more influence of customer satisfaction than the brand image . Expected
pt.veneta indonesia outlet cibinong will increase the quality of service recovery
and limiting complained in order to keep the customer satisfaction .

Keywords : service recovery, brand image and customer satisfaction.
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