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ABSTRAK

PENGARUH SERVICESCAPE DAN CUSTOMER EXPERIENCE
TERHADAP REVISIT INTENTION DENGAN KEPUASAN
PELANGGAN SEBAGAI VARIABEL INTERVENING
(Studi Empiris Pada Next Door Cafe Madiun)

Revisit intention merupakan tahapan dari pasca pembelian yang menjadi hal
penting bagi suatu cafe, serta dapat dipengaruhi diantaranya oleh servicescape,
customer experience dan kepuasan pelanggan. Servicescape yang unik dapat
memberikan pengalaman lebih kepada pelanggan serta menciptakan kepuasan
sehingga pelanggan yang puas akan melakukan kunjungan ulang ke cafe. Penelitian
ini bertujuan untuk menguji signifikansi pengaruh positif servicescape terhadap
revisit intention, customer experience terhadap revisit intention, servicescape
terhadap kepuasan pelanggan, customer experience terhadap kepuasan pelanggan,
kepuasan pelanggan terhadap revisit intention, serta pengaruh positif servicescape
dan customer experience terhadap revisit intention dengan kepuasan pelanggan
sebagai variabel intervening. Variabel independen adalah servicescape dan
customer experience, sedangkan variabel dependen adalah revisit intention dengan
kepuasan pelanggan sebagai variabel intervening. Populasi penelitian pengunjung
cafe selama periode penelitian dengan jumlah sampel 97 orang, ditentukan secara
purposive sampling. Data primer berupa jawaban kuesioner dianalisis
menggunakan Partial Least Square. Hasil penelitian menunjukkan bahwa
servicescape tidak berpengaruh signifikan, namun memiliki arah negatif terhadap
revisit intention dan tidak berpengaruh signifikan, namun memiliki arah positif
terhadap kepuasan pelanggan. Sedangkan customer experience berpengaruh positif
signifikan terhadap kepuasan pelanggan dan revisit intention, serta kepuasan
pelanggan berpengaruh positif signifikan terhadap revisit intention. Kepuasan
pelanggan memediasi pengaruh customer experience terhadap revisit intention,
namun tidak memediasi pengaruh servicescape terhadap revisit intention.

Kata Kunci: servicescape, customer experience, kepuasan pelanggan, revisit
intention
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ABSTRACT

Revisit intention is a stage of post-purchase that is important for a café, and can be
influenced by, among others, servicescape, customer experience and customer
satisfaction. A unique servicescape can provide more experience to customers and
create satisfaction so that satisfied customers will make repeat visits to the café.
This study aims to examine the significance of the positive influence of servicescape
on revisit intention, customer experience on revisit intention, servicescape on
customer satisfaction, customer experience on customer satisfaction, customer
satisfaction on revisit intention, and the positive influence of servicescape and
customer experience on revisit intention with customer satisfaction as an
intervening variable. The independent variables are servicescape and customer
experience, while the dependent variable is revisit intention with customer
satisfaction as the intervening variable. The study population was café visitors
during the study period with a sample of 97 people, determined by purposive
sampling. Primary data in the form of questionnaire answers were analyzed using
Partial Least Square. The results showed that servicescape did not have a
significant effect, but had a negative direction on revisit intention and did not have
a significant effect, but had a positive direction on customer satisfaction. While
customer experience has a significant positive effect on customer satisfaction and
revisit intention, and customer satisfaction has a significant positive effect on revisit
intention. Customer satisfaction mediates the effect of customer experience on
revisit intention, but does not mediate the effect of servicescape on revisit intention.

Keywords: servicescape, customer experience, customer satisfaction, revisit
intention
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