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PENGARUH ELEMEN SERVICESCAPE - FAKTOR
SUASANA, DESAIN, DAN SOSIAL PADA KESETIAAN

PELANGGAN TAKSI DI JAKARTA
Lisyaningrum Asa Hapsari'

ABSTRAK

Jumlah armada taksi yang beroperasi akan terus meningkat seiring bertambahnya
taksi baru yang melayani masyarakat DKI Jakarta. Dengan begitu, persaingan
antar perusahaan taksi akan semakin ketat. Hasil penelitian menunjukkan bahwa
kesetiaan pelanggan dan servicescape merupakan faktor penting bagi sebuah
perusahaan untuk memenangkan persaingan di dalam dunia usaha. Penelitian ini
bertujuan untuk menganalisis pengaruh elemen servicescape, yaitu faktor suasana,
desain, dan sosial terhadap kesetiaan pelanggan perusahaan taksi di Jakarta.

Data penelitian ini adalah pengguna berbagai taksi di Jakarta yang berjumlah 200
orang. Analisis data dilakukan dengan cara menguji instrumen penelitian terlebih
dulu, termasuk uji validitas dan reliabilitas. Selanjutnya dilakukan analisis faktor
dan analisis regresi berganda. Hasil penelitian ini menunjukkan bahwa faktor
suasana, desain, dan sosial berpengaruh positif dan signifikan terhadap kesetiaan
pelanggan.

Kata kunci: servicescape, faktor suasana, faktor desain, faktor sosial, kesetiaan
pelanggan.

! Mahasiswa Program Studi Manajemen Universitas Bakrie
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THE EFFECT OF SERVICESCAPE ELEMENTS -
AMBIENCE, DESIGN, AND SOCIAL FACTOR ON

CUSTOMER LOYALTY OF TAXIS IN JAKARTA
Lisyaningrum Asa Hapsari'

ABSTRACT

The number of taxis fleet, which operate in Jakarta is increasing as brand new
taxis are continuing to increase. That way, competition among taxi companies
will be more stringent. Previous studies showed that customer loyalty and
servicescape are important factor for a company to win the competition in the
business world. The objective of this study is to analyze the effect of servicescape
elements — ambience, design, and social factor on customer loyalty of Taxis
services in Jakarta.

This research were taken from 200 customer of various taxis in Jakarta. Validity
and reliability test were done to examine the research instrument. Further more,
Jactor analysis was also employed. The relationship between independent variable
and dependent variable was analysed by using multiple regression analysis. The
result show that ambience, design, and social factor are positively and
significantly related to customer loyalty.

Keyword: servicescape, ambience factor, design factor, social factor, customer

loyalty.

! Student of Bakrie University, Management Major
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