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ABSTRAK

Dida Hilman Maulana : “Pengaruh Servicescape dan Customer Experience
terhadap Revisit Intention melalui Customer Satisfaction sebagai Variabel
Intervening : Studi pada Kopi Konnichiwa Menteng” Skripsi, Jakarta:
Program Studi Manajemen, Fakultas Ekonomi, Universitas Negeri Jakarta.
Tim Pembimbing : Prof. Dr. Mohamad Rizan, M.M. dan Meta Bara Berutu,
S.E., M.M.

Tujuan utama dari dilakukannya penelitian ini yaitu untuk mengevaluasi efek dari
beberapa faktor berikut: servicescape terhadap kepuasan pelanggan; customer experience
terhadap kepuasan pelanggan; servicescape terhadap revisit niat; customer experience
terhadap revisit niat; customer satisfaction terhadap revisit niat; servicescape terhadap
revisit niat melalui kepuasan pelanggan; dan customer experience terhadap revisit niat
melalui kepuasan pelanggan. Survei, yang melibatkan kuesioner yang disebarluaskan
secara online, digunakan untuk mengumpulkan data. Responden menunjukkan bahwa
mereka telah mengunjungi Kopi Konnichiwa Menteng setidaknya sekali dalam tiga bulan
terakhir. Sebanyak 200 orang mengambil bagian. Hasil penelitian ini berdasarkan hipotesis
menunjukkan bahwa kualitas layanan terhadap kepuasan pelanggan diterima dan
signifikan, pengalaman pelanggan terhadap kepuasan pelanggan diterima dan signifikan,
kualitas layanan terhadap revisit tujuan diterima dan signifikan, kepuasan pelanggan
terhadap revisit tujuan diterima dan signifikan, dan kualitas layanan terhadap revisit tujuan

memenuhi syarat dan signifikan.

Kata kunci: Servicescape, Customer Experience, Customer Satisfaction, Revisit Intention
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ABSTRACT
Dida Hilman Maulana: “The Influence of Servicescape and Customer Experience on
Revisit Intention through Customer Satisfaction as an Intervening Variable: A Study on
Kopi Konnichiwa Menteng” Thesis, Jakarta: Management Study Program, Faculty of
Economics, Universitas Negeri Jakarta. Supervisory Team: Prof. Dr. Mohamad Rizan,

M.M., and Meta Bara Berutu, S.E., M.M

This study aims to investigate how 1) Servicescape affects customer satisfaction. 2) The
impact of customer satisfaction on customer experience. 3) The Revisit Intention
Servicescape. 4) Customer Experience with the Intention to Revisit. 5) Customer
satisfaction with the intention to revisit. 6) Servicescape on Customer Satisfaction in Revisit
Intention. A questionnaire that is distributed online serves as the instrument for the survey
used in the data gathering approach. Respondents are people who have made at least one
trip to Kopi Konnichiwa Mentent in the last three months. There were 200 responders in
all. Based on the hypothesis, the study's findings demonstrate that the following hypotheses
are both accepted and significant: the impact of service quality on customer satisfaction;
the impact of service quality on customer satisfaction; the impact of service quality on
revisit intention, the impact of service quality on revisit intention, the impact of service
quality on revisit intention through customer satisfaction, and the impact of service quality

on revisit intention through customer satisfaction.

Keywords: Servicescape, Customer Experience, Customer Satisfaction, Revisit Intention
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