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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 I Y1 = PY1X1 + PY1X2 + є1 

dan persamaan II : Y2 = PY2X1 + PY2X2 + PY2Y1 + є2. 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 I 

dan persamaan II, nilai sig. > 0.05 artinya residual data berdistribusi normal. Persamaan I 

dan II tidak terjadi heteroskesdastisitas yaitu tidak berpola secara teratur dan menyebar 

diatas dan dibawah angka 0. Pengujian uji T persamaan I 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 H0 

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 H0 ditolak dan H1 diterima. 

Kontribusi pengaruh X1 servicescape dan X2 kualitas layanan terhadap Y1 kepuasan 

konsumen adalah sebesar 64,6%. Pengujian uji T persamaan II 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.  
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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 Yunita1 

 

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 I Y1 = PY1X1 + PY1X2 + є1 and 

equation II: Y2 = PY2X1 + PY2X2 + PY2Y1 + є2. 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 I and equation II, the 

value of sig. > 0.05 means that the data residuals are normally distributed. Equations I and 

II do not occur heteroskesdasticity, that is, they are not patterned regularly and spread 

above and below the number 0. The T test for equation I 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 

H0 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 H0 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 II, 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 

quality (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. 
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