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ABSTRAK

Digital printing merupakan industri yang berkembang karena pesatnya teknologi
digital. Pencetakan digital mengacu pada proses cetak, dokumen atau gambar yang
dicetak langsung dari file digital ke berbagai media seperti kertas, kain, plastik, dan
bahan lainnya menggunakan printer digital. PT Laysander Technology merupakan
salah satu perusahaan sebagai distributor mesin digital printing yang menyediakan
beberapa mesin printer yang dapat mencetak berbagai macam produk. PT
Laysander Technology sudah dipercaya sejak 2007 dan memiliki 7 cabang di kota
besar serta beberapa pelanggan yang sudah mempercayai perusahaan tersebut.
Informasi pra survei dan observsi dari pelanggan dan customer service, ditemukan
data PT Laysander Technology mengalami peningkatan jumlah pelanggan tiap
tahunnya. Pelanggan informasikan mendapatkan pelayanan yang memuaskan,
namun terdapat laporan juga mengenai kurang responsifnya layanan dalam
beberapa kasus. Dengan menggunakan metode deskriptif kualitatif, peneliti ini
ingin mengetahui implementasi teknik komunikasi persuasif yang dilakukan
customer service pada fase after sales dalam proses handling customer. Hasil
penelitian menunjukkan bahwa customer service PT Laysander Technology secara
efektif mengimplementasikan teknik komunikasi persuasif yang baik, terutama
teknik asosiasi, integritas, dan tatatan, yang terbukti membantu dalam membangun
hubungan baik dan menjaga kepuasan customer pada fase after sales dalam proses
handling customer. Sebaliknya, teknik ganjaran dan red-herring kurang
diutamakan dalam proses handling. Teknik ganjaran kurang diterapkan karena
kekhawatiran akan penilaian negatif dari customer jika perusahaan dianggap
memberikan janji yang berlebihan. Penelitian ini juga menemukan bahwa teknik
komunikasi persuasif tidak hanya diterapkan dalam hubungan eksternal antara
customer service dan pelanggan, tetapi juga dalam hubungan internal antara atasan
dan karyawan. Misalnya, koordinator kepuasan pelanggan menerapkan teknik
ganjaran untuk memotivasi customer service untuk memberikan pelayanan yang
baik agar mendapatkan bonus bulanan atau reward. Secara keseluruhan, penerapan
teknik komunikasi persuasif oleh customer service terbukti efektif dalam
menangani customer pada fase after-sales, serta berkontribusi pada peningkatan
hubungan yang berkelanjutan antara perusahaan dan customer.

Kata Kunci: Digital Printing, Customer Service, Komunikasi Persuasif
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ABSTRACT

Digital printing is an industry that is growing due to the rapid growth of digital
technology. Digital printing refers to the printing process, documents or images are
printed directly from digital files onto various media such as paper, cloth, plastic
and other materials using a digital printer. PT Laysander Technology is a company
that is a distributor of digital printing machines which provides several printer
machines that can print various kinds of products. PT Laysander Technology has
been trusted since 2007 and has 7 branches in big cities and several customers who
already trust the company. Pre-survey information and observations from
customers and customer service, it was found that PT Laysander Technology
experienced an increase in the number of customers every year. Customers reported
that they received satisfactory service, but there were also reports of less responsive
service in several cases. By using a qualitative descriptive method, this researcher
wants to know the implementation of persuasive communication techniques carried
out by customer service in the after sales phase of the customer handling process.
The research results show that PT Laysander Technology customer service
effectively implements good persuasive communication techniques, especially
association, integrity and order techniques, which are proven to help in building
good relationships and maintaining customer satisfaction in the after sales phase
of the customer handling process. In contrast, reward techniques and red-herrings
are given less priority in the handling process. Reward techniques are less applied
due to concerns about negative assessments from customers if the company is
deemed to be making excessive promises. This research also found that persuasive
communication techniques are not only applied in external relationships between
customer service and customers, but also in internal relationships between
superiors and employees. For example, a customer satisfaction coordinator applies
reward technigues to motivate customer service to provide good service in order to
get a monthly bonus or reward. Overall, the application of persuasive
communication techniques by customer service has proven to be effective in
handling customers in the after-sales phase, as well as contributing to improving
sustainable relationships between the company and customers.

Keyword: Digital Printing, Customer Service, Persuasive Communication
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