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ABSTRAKSI 

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan, persepsi 

harga, media sosial dan influencer terhadap citra merek pada toko 3Second 

Family Store Kudus. Populasi dalam penelitian ini adalah seluruh pelanggan 

3Second yang membeli di 3Second Family Store Kudus. Jumlah sampel dalam 

penelitian ini sebanyak 165 responden. Teknik pengambilan sampel menggunakan 

non-probability sampling. Metode analisis data yang digunakan adalah analisis 

regresi berganda menggunakan software SPSS Versi 25. Hasil penelitian ini 

menunjukkan bahwa kualitas pelayanan berpengaruh positif dan signifikan 

terhadap citra merek, persepsi harga berpengaruh positif dan signifikan terhadap 

citra merek, media sosial berpengaruh positif dan tidak signifikan terhadap citra 

merek, influencer berpengaruh positif dan signifikan terhadap citra merek. 

Kualitas pelayanan, persepsi harga, media sosial, influencer berpengaruh positif 

dan signifikan terhadap citra merek. 

 

Kata kunci: kualitas pelaynan, persepsi harga, media sosial, influencer, citra 

merek 
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ABSTRACTION 

This research aims to analyze service quality, perception of price, social 

media and influencers on brand image at the 3Second Family Store Kudus. The 

population in this study were all 3Second customers who purchased at 3Second 

Family Store Kudus. The number of samples in this study was 165 respondents. 

The sampling technique uses non-probability sampling. The data analysis method 

used is multiple regression analysis using SPSS Version 25 software. The results of 

this study show that service quality has a positive and significant effect on brand 

image, price perception has a positive and significant effect on brand image, 

social media has a positive and insignificant effect on brand image, influencers 

have a positive and significant influence on brand image. Service quality, price 

perception, social media, influencers have a positive and significant effect on 

brand image. 

 

Keywords: service quality, price perception, social media, influencers, brand 

image 



 

x 

 

 

 

DAFTAR ISI  

 

HALAMAN PERSETUJUAN .............................................................................    ii 

HALAMAN PENGESAHAN ............................................................................     iii 

MOTTO DAN PERSEMBAHAN .....................................................................     iv 

KATA PENGANTAR .........................................................................................      v 

ABSTRAKSI .....................................................................................................   viii 

ABSTRACTION ..................................................................................................     ix 

DAFTAR ISI ......................................................................................................      x 

DAFTAR TABEL ...............................................................................................    xii 

DAFTAR GAMBAR .........................................................................................   xiii 

BAB I PENDAHULUAN ..................................................................................      1 

1.1 Latar Belakang ....................................................................................      1 

1.2 Ruang Lingkup ....................................................................................    10 

1.3 Rumusan Masalah ...............................................................................    10 

1.4 Tujuan Penelitian .................................................................................    12 

1.5 Manfaat Penelitian ...............................................................................    12 

BAB II TINJAUAN PUSTAKA ........................................................................    13 

2.1 Teori Merek .........................................................................................    13 

2.2 Citra Merek ..........................................................................................    14 

2.3 Kualitas Pelayanan ..............................................................................    18 

2.4 Persepsi Harga .....................................................................................    20 

2.5 Media Sosial ........................................................................................    22 

2.6 Influencer .............................................................................................    25 

2.7 Pengaruh Antar Variabel ......................................................................    26 

2.8 Penelitian Terdahulu ............................................................................    29 

2.9 Kerangka Pemikiran Teoritis ...............................................................    31 

2.10 Hipotesis ..............................................................................................    32 

BAB III METODE PENELITIAN .....................................................................    34 



 
 

xi 
 

3.1 Rancangan Penelitian ..........................................................................    34 

3.2 Variabel Penelitian dan Definisi Operasional ......................................    34 

3.3 Jenis dan Sumber Data ........................................................................    39 

3.4 Populasi dan Sampel ...........................................................................    40 

3.5 Pengumpulan Data ..............................................................................    41 

3.6 Uji Instrumen Penelitian ......................................................................    42 

3.7 Pengolahan Data ..................................................................................    43 

3.8 Analisis Data .......................................................................................    44 

BAB IV HASIL & PEMBAHASAN .................................................................    49 

4.1 Gambaran Umum Objek Penelitian ....................................................    49 

4.2 Penyajian Data .....................................................................................    50 

4.3 Uji Instrumen Data ..............................................................................    60 

4.4 Analisis Data .......................................................................................    63 

4.5 Pembahasan .........................................................................................    71 

BAB V KESIMPULAN & SARAN ..................................................................    76 

5.1 Kesimpulan ..........................................................................................    76 

5.2 Saran ....................................................................................................    77 

DAFTAR PUSTAKA .........................................................................................    79 

LAMPIRAN .......................................................................................................    86 

 

 

  



 

xii 

 

DAFTAR TABEL  

Halaman 

Tabel 1. 1 Review Keluhan Konsumen ..............................................................      3 

Tabel 1. 2 Perbandingan Harga Produk ..............................................................      6 

Tabel 1. 3 Pesaing 3Second di Media Sosial ......................................................      8 

Tabel 4. 1 Responden Berdasarkan Jenis Kelamin ............................................    50 

Tabel 4. 2 Responden Berdasarkan Usia ............................................................    51 

Tabel 4. 3 Responden Berdasarkan Pekerjaan ...................................................    52 

Tabel 4. 4 Responden Berdasarkan Penghasilan ................................................    53 

Tabel 4. 5 Responden Berdasarkan Banyaknya Pembelian ...............................    54 

Tabel 4. 6 Statistik Desktiptif Kualitas Pelayanan .............................................    55 

Tabel 4. 7 Statistik Deskriptif Persepsi Harga ....................................................    56 

Tabel 4. 8 Statistik Deskriptif Media Sosial .......................................................    57 

Tabel 4. 9 Statistik Deskriptif Influncer .............................................................    58 

Tabel 4. 10 Statistik Deskriptif Citra Merek ......................................................    59 

Tabel 4. 11 Hasil Uji Validitas ............................................................................    61 

Tabel 4. 12 Hasil Uji Reliabilitas .......................................................................    62 

Tabel 4. 13 Hasil Uji Normalitas ........................................................................    63 

Tabel 4. 14 Hasil Uji Multikolinearitas ..............................................................    64 

Tabel 4. 15 Hasil Uji Heteroskedastisitas ..........................................................    65 

Tabel 4. 16 Hasil Uji Regresi .............................................................................    66 

Tabel 4. 17 Hasil Uji T .......................................................................................    68 

Tabel 4. 18 Hasil Uji F .......................................................................................    70 

Tabel 4. 19 Hasil Koefisien Determinasi ...........................................................    71 

 

 

  



 
 

xiii 
 

DAFTAR GAMBAR 

Halaman 

Gambar 1. 1 Ulasan Review Pelayanan 3Second Family Store Kudus .............      5 

Gambar 2. 1 Kerangka Pemikiran Teoritas ........................................................    32 

 

 

 


