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Analisis Pengaruh Servicescape dan Kualitas Layanan
Terhadap Kepuasan Konsumen dan Dampaknya
Terhadap Word of Mouth
(Studi Kasus : Post Shop Coffee Toffee di Kota Bogor)

Riani Yunita!
ABSTRAK

Penelitian ini bertujuan untuk mengetahui bagaimana servicescape dan kualitas layanan
berpengaruh terhadap kepuasan konsumen dan word of mouth. Penelitian ini didasari atas
kepuasan konsumen merupakan tolak ukur untuk keberlangsungan bisnis yang bisa
berdampak terhadap pemasaran, dengan hasil pra survei berdasarkan testimoni pengunjung
dari 20 orang yang diwawancarai ada sebanyak 55% konsumen tidak puas dengan
servicescape dan ada sebanyak 45% konsumen yang tidak puas dengan kualitas layanan
serta hanya ada sebanyak 40% yang kepuasannya mempengaruhi word of mouth.
Penelitian ini dilakukan di Post Shop Coffee Toffee Kota Bogor, dengan jumlah responden
sebanyak 100 orang dengan dua persamaan yaitu persamaan | Y1 =PY1X1 +PY1X2 + el
dan persamaan II: Y2=PY2X1+PY2X2+PY2Y1 + €2. Analisis yang digunakan didalam
penelitian ini dimulai dengan uji asumsi klasik berupa uji normalitas dan uji
heteroskesdastisitas, path analisis dengan uji t ; uji f; dan uji kodeterminasi serta uji
koefisien antar variabel. Hasil penelitian menunjukkan bahwa uji normalitas persamaan |
dan persamaan 11, nilai sig. > 0.05 artinya residual data berdistribusi normal. Persamaan |
dan 1l tidak terjadi heteroskesdastisitas yaitu tidak berpola secara teratur dan menyebar
diatas dan dibawah angka 0. Pengujian uji T persamaan | diperoleh nilai T hitung sebesar
3.885 dan 5.279 lebih besar dari T tabel 1.985, nilai sig 0.000 kurang dari 0.05 artinya HO
ditolak dan H1 diterima, berarti masing — masing baik servicescape dan kualitas layanan
memiliki pengaruh terhadap kepuasan konsumen. Pengujian F untuk variabel servicescape
dan kualitas layanan diperoleh nilai F hitung sebesar 88.319 lebih besar dari F tabel sebesar
3.090 dan nilai sig 0,000 lebih kecil dari 0,05 artinya HO ditolak dan H1 diterima.
Kontribusi pengaruh X1 servicescape dan X2 kualitas layanan terhadap Y1 kepuasan
konsumen adalah sebesar 64,6%. Pengujian uji T persamaan Il diperoleh nilai T hitung
lebih besar dari T tabel 1.985, nilai sig 0.000 kurang dari 0.05 artinya kualitas layanan dan
kepuasan konsumen memiliki pengaruh terhadap word of mouth pada konsumen Post Shop
Coffee Tofee di Kota Bogor. Pengujian F untuk variabel servicescape, kualitas layanan dan
kepuasan konsumen diperoleh nilai F hitung sebesar 129.419 lebih besar dari F tabel
sebesar 2.699 dan nilai sig 0,000 lebih kecil dari 0,05 artinya terdapat pengaruh secara
bersama-sama antara servicescape, kualitas layanan dan kepuasan konsumen terhadap
word of mouth. Kontribusi atau sumbangan pengaruh servicescape (X1), kualitas layanan
(X2) dan kepuasan konsumen (Y1) terhadap word of mouth (Y2) adalah sebesar 80.2%..
Korelasi antara kepuasan konsumen dan word of mouth bernilai 0.874 yang artinya
kepuasan konsumen memiliki hubungan yang sangat kuat terhadap word of mouth.

Kata kunci: Path analysis, kualitas layanan, kepuasan konsumen, servicecape, word of
mouth



Analysis of the Effects of Servicescape and Service Quality
Against Consumer Satisfaction and Its Impact
Against the Word of Mouth
(Case Study: Post Shop Coffee Toffee in Bogor City)

Riani Yunita!
ABSTRACT

This study aims to determine how servicescape and service quality affect customer
satisfaction and word of mouth. This research is based on customer satisfaction as a
benchmark for business continuity that can have an impact on marketing, with pre-survey
results based on visitor testimonials from 20 people interviewed, as many as 55% of
consumers are dissatisfied with servicescape and as many as 45% of consumers are
dissatisfied with quality. service and only as much as 40% whose satisfaction affects word
of mouth. This research was conducted at Post Shop Coffee Toffee Bogor City, with a total
of 100 respondents with two equations, namely equation [ Y1 =PY1X1 +PY1X2 + €l and
equation II: Y2 = PY2X1 + PY2X2 + PY2Y1 + €2. The analysis used in this research
begins with the classic assumption test in the form of normality test and heteroskesdasticity
test, path analysis with t test; f test; and codetermination test and coefficient test between
variables. The results showed that the normality test for equation | and equation I, the
value of sig. > 0.05 means that the data residuals are normally distributed. Equations I and
Il do not occur heteroskesdasticity, that is, they are not patterned regularly and spread
above and below the number 0. The T test for equation | obtained a calculated T value of
3.885 and 5,279 greater than T table 1985, the sig value of 0.000 less than 0.05 means that
HO is rejected and H1 is accepted, it means that both servicescape and service quality have
an influence on customer satisfaction. The F test for the servicescape variable and service
quality obtained the calculated F value of 88,319, greater than the F table of 3.090 and the
sig 0,000 value smaller than 0.05, meaning that HO is rejected and H1 is accepted. The
contribution of the influence of X1 servicescape and X2 service quality on Y1 customer
satisfaction amounted to 64.6%. T test for equation Il, it is obtained that the value of T
count is greater than T table 1.985, the sig value of 0.000 is less than 0.05, which means
that service quality and customer satisfaction have an influence on word of mouth on
consumers of Post Shop Coffee Tofee in Bogor City. The F test for the servicescape
variable, service quality and customer satisfaction obtained a calculated F value of 129,419
greater than the F table of 2,699 and a sig 0,000 value less than 0.05, meaning that there is
a joint influence between servicescape, service quality and customer satisfaction on word
of mouth. The contribution or contribution of the influence of servicescape (X1), service
guality (X2) and customer satisfaction (Y1) to word of mouth (Y2) is 80.2%. The
correlation between customer satisfaction and word of mouth is 0.874 which means that
customer satisfaction has a strong relationship. very strong against word of mouth.

Keywords: Path analysis, service quality, customer satisfaction, servicecape, word of
mouth



DAFTAR ISI

DAFTAR ISL..cce et re e nnae e I
DAFTAR TABEL ..ot iv
DAFTAR GAMBAR ..ottt et i
DAFTAR LAMPIRAN ..ottt e iv
BAB | PENDAHULUAN

1.1, Latar BelaKang .........ccoeiiiiiiiiiieceee s 1
1.2. 1dentifikasi Masalah ... 4
1.3. RUMUSAN MaSAlAN ......c.oeiiiiiiiiicceee s 5
1.4, Tujuan PenelItIan .......ccoooviiiiiiiieeiee s 5
1.5. Manfaat PeNIITIAN .......cccoviieiiee e 6

BAB Il DESKRIPSI PERUSAHAAN
2.1. DeSKIIPST ODJEK ...o.veiiiiiieiieiee e 7

BAB Il TINJAUAN PUSTAKA, KERANGKA PEMIKIRAN DAN
HIPOTESIS

3.1 SEIVICESCAPE ...ttt ettt bkttt bbbttt bbb 9

3.2 KUAITAS LAYANAN ...ttt 11
3.4 Kepuasan KONSUMEN .......cocuiiiiiieiiiieiiie e siee e siee st svee e nnne e 12
3.5 WOrd Of MOULN ... e 15
3.6. Penelitian Terdanulu ..........cccviveiiie e 18
3.7. Kerangka PemiKiran.........ccoooeiiiiiiniiieeeese e 22
3.8. HIpotesis PENEItIAN ..........cceeiiieiieie et 23

BAB IV METODE PENELITIAN

4.1 Jenis dan Desain Penelitian...........ccooeiiveieiieiie e ceese e 25
4.2 RUANG LINGKUP ..c.vveiiieie ettt neas 25
4.3. Lokasi dan Waktu Penelitian ...........ccooeeieiiiiieiiiieseeneee e 25
4.4. Operasionalisasi Variabel Penelitian ............ccccooiiiiiniiiineeie 26
4.5. Populasi dan Teknik Pengambilan Sampel...........ccccooevviviiinie e 26



T = o1 ] - ] SR 26

4.5.2.Jumlah SAMPel.......ccoiiiiiieee 27
4.5.3 Teknik Pengambilan Sampel ... 27
TN 401 o1 g D - OSSPSR 28
4.7 Skala PenguKUran Data..........cccccvevueeieieeieiie s sre et 29
4.8 TeKNiK ANALISA DALA .......ocveiviiiiiiiiiiiieieie et 30
4.9 Metode ANAliSa Data........ccovieeiieriiiie e 30
4.9.1 Analisa DeSKIIPLIT ........ooveiiiiiiiiceeee e 30
4.9.2 Uji KUalitas Data.........c.ccoeeiuieiieiieir et 30
4.9.2.1 Uji ValiditaS.....ccveieriiiiiieiceieieese e 30
4.9.2.2 Uji RealibIlitas .........cccoiiiiiiiiicec e 31
5.1 Uji ASUMST KIBSTK ......ooviviiiiiiiiiccieieee s 31
5.1.1 Uji NOIrMalitas......c.ccoveiieieiie et 31
5.1.2 Uji HeteroskesdastiSitas ...........ccvrveiieiesiiciecie s 33
6.0 Path ANAIYSIS ..o 33
6.1 Uji Korelasi Antar Variabel ... 36

BAB V HASIL DAN PEMBAHASAN

5.1 HaSil PENEIITIAN ....eovveieeiiee e 37
5.1.1 Analisa Deskriptif Data ReSPONGEN..........ccoceveiiierinieeee e 37
5.2 KUAHTAS DALA......ccuiiieiiieiieiieieie ettt 38
5.2.2 UJE VaAAITAS ....oeevieiiic ettt 38
5.2.2 Uji RENADITITaS ......ccveiveieiiicie e 40
5.3 UjJi ASUMST KIASTK ....c.vviiiiiiiiiie e 41
5.3.1 Uji Normalitas Model F.........cccooieiiiiiieiiee e 41
5.3.2 Uji Normalitas Model H...........coovoiiiiiiiiie e 41
5.3.2 Uji Heteroskesdatisitas Model I...........ccooeiiiiiiiiniiicec e 42
5.3.3 Uji Heteroskesdatisitas Model 11 ... 42
5.4 Uji KOBTISIEN JAIUN ...ttt 43
5.4.1 Uji Koefisien Jalur Model I .........ccoooiiiiiee e 43
5.4.2 Uji Koefisien Jalur Model 11 .........ccoooiiiiiiii e 47
5.5 Hasil Jalur Model 1dan 1 ........cocooiiiiiiie e 53



5.6 Kausal Empiris Antar Jalur Model I dan Model Il ...........ccooveiviieiieinenee, 53

5.7 UJi KOTEIAST ...ttt e 54
5.8 Pembahasan Hasil Penelitian ............cccccooviiiiiiiiic e 58
5.8.1 Analisis Jalur Model ©..........ccooieiiiiiieeee e 58
5.8.2 Analisis Jalur Model ... 63
5.9 Implikasi Manajerial ...........ccocovveiiiieiiececc e 68

BAB VI KESIMPULAN DAN SARAN

6.1 KESIMPUIAN ... 72
6.2 SAIAN ..o.eeiiiiii i 73
6.2.1 Saran bagi Perusanaan..........c.cooveieieiiiei s 73
6.2.1 Saran bagi penelitian selanjutnya...........ccccociiiiiininiiiee e 74
DAFTAR PUSTAKA ...ttt 76
DAFTAR LAMPIRAN ... 80



DAFTAR TABEL

1.1 HASH Pra SUIVEI .couviieiiciiee st 2

3.1 Penelitian TerdanUlU ........cccooiviieii e 18
4.1 Operasional Variabel.............cccooveiiiiiicc e 28
4.3 Penafsiran Koefisien KOrelasi..........ccoouviiiiiiiiiiiisieceese e 36
5.1 Jenis Kelamin RESPONEN ........ooveiiiiiiiiieieeec e 37
5.2 HaSil UjJi Validitas. ........cccoeiiiiiiiieiisiiieeee e 39
5.3 Hasil Uji Realibilitas.........ccccoeiveiiiieircce e 40
5.4 Hasil Uji Normalitas Persamaan l.............ccccooveveiieiienisee e 41
5.5 Hasil Uji Normalitas Persamaan Il .........ccccooeiiiiiinininneeecc e 42
5.6 Tabel Uji T Persamaan | ........ccoooveiiiiiiniiieiesc e 44
5.7 Tabel Uji F Persamaan | .........ccccoiiiieiieiiiie e 46
5.8 Tabel Koefisien Determinasi Jalur I .........ccoooveiiiiiiiiniieeec e 46
S5.9TADEI UJI T oo 48
5.10 Uji F Persamaan Tl ........cooooiiiiiiiieee e 49
5.11 Koefisien Determinasi JAlUr T ..........ccooveieieiiiiiiiiceeeee e 51
5.12 Tabel Pengaruh Langsung dan Tidak Langsung..........ccccceevveveivieieereeennnn 52
5.13 Penafsiran Korelasi Variabel ... 54
5.14 Korelasi antar variabel ............cooviiiieniiiieece e 55
5.15 Korelasi antar QiMeNSi ........cceveiiiiiienieieiesese s 56



DAFTAR GAMBAR

2.1 Suasana Coffee TOFEE .....ccccieiiee e 7

2.3 L0g0 Coffee TOFTE......c.eeieiee e 8

3. Kerangka PEMIKITan ..........cccooieiieii i 24
4.1 Diagram ANAliSiS JAIUN...........coiveiiiieieeie e 41
5.1 Uji Heteroskesdastisitas Persamaan | ..........cccccooeiiiiiiniiieicie e 43
5.2 Uji Heterokesdastisitas Persamaan Il...........cccccooiiiiininiininien e 43
5.3 Diagram Jalur Persamaan | ...........ccccovveiiiiiiiieie e 46
5.4 Diagram Jalur Persamaan Il...........cccccoveiiiiiiecie e 54
55. Kausal Jalur Persamaan 1 dan .........cccooeiiiieniiiie e 54



