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ABSTRAK
Penelitian ini bertujuan untuk menganalisis pengaruh brand image dan kualitas pelayanan terhadap kepuasan pelanggan pada PT Famed Calibration Kota Depok. Metode penelitian yang digunakan adalah metode kuantitatif dengan pendekatan survei melalui penyebaran kuesioner kepada 92 responden. Teknik analisis data menggunakan uji validitas, uji reliabilitas, uji asumsi klasik, regresi linier berganda, uji t, uji F, koefisien determinasi, dan analisis variabel dominan dengan bantuan program SPSS. Hasil penelitian menunjukkan bahwa persamaan regresi yang diperoleh adalah Y = 7,077 + 0,691X₁ + 0,415X₂. Secara parsial, brand image berpengaruh positif dan signifikan terhadap kepuasan pelanggan (t = 10,339; sig. = 0,000), dan kualitas pelayanan juga berpengaruh positif dan signifikan terhadap kepuasan pelanggan (t = 8,783; sig. = 0,000). Secara simultan, brand image dan kualitas pelayanan berpengaruh signifikan terhadap kepuasan pelanggan (F = 100,036; sig. = 0,000). Nilai Adjusted R Square sebesar 0,685 menunjukkan bahwa 68,5% variasi kepuasan pelanggan dapat dijelaskan oleh kedua variabel tersebut. Variabel yang paling dominan memengaruhi kepuasan pelanggan adalah brand image dengan nilai beta sebesar 0,610.
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Thesis Title 	: The Influence of Brand Image and Service Quality on Customer Satisfaction at PT Famed calibration Depok City.

ABSTRACT

This study aims to analyze the influence of brand image and service quality on customer satisfaction at PT Famed Calibration Depok City. The research method used was a quantitative method with a survey approach through the distribution of questionnaires to 92 respondents. The data analysis technique used validity tests, reliability tests, classical assumption tests, multiple linear regression, t-tests, F tests, determination coefficients, and dominant variable analysis with the help of the SPSS program. The results showed that the regression equation obtained was Y = 7.077 + 0.691X₁ + 0.415X₂. Partially, brand image had a positive and significant effect on customer satisfaction (t = 10,339; sig. = 0.000), and service quality also had a positive and significant effect on customer satisfaction (t = 8,783; sig. = 0.000). Simultaneously, brand image and service quality have a significant effect on customer satisfaction (F = 100.036; sig. = 0.000). An Adjusted R Square value of 0.685 indicates that 68.5% of the variation in customer satisfaction can be explained by both variables. The most dominant variable affecting customer satisfaction is brand image with a beta value of 0.610. 
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