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ABSTRAKSI 

Penelitian ini bertujuan untuk menguji dan menganalisis pengaruh dimensi 

servicescape dan responsiveness terhadap kepuasan konsumen (Studi pada 

konsumen Cleon Coffee and Eatery di Kebumen). Penelitian ini mengambil sampel 

129 responden pada konsumen Cleon Coffee and Eatery. Metode pengambilan 

sampel yang digunakan adalah teknik nonprobability sampling dengan metode 

incidental sampling, yaitu teknik penentuan sampel berdasarkan kebetulan. 

Penelitian ini menggunakan metode analisis deskriptif dan statistik yang dilakukan 

uji validitas, uji reliabilitas, uji asumsi klasik, uji hipotesis, koefisiensi determinasi, 

dan analisis regresi linear berganda. Hasil yang diperoleh dalam penelitian ini 

menunjukkan bahwa secara persial variabel ambient conditions; spatial layout and 

functionality; signs, symbols, and artifacts; serta responsiveness berpengaruh 

signifikan terhadap kepuasan konsumen. Hasil uji simultan variabel ambient 

conditions; spatial layout and functionality; signs, symbols, and artifacts; serta 

responsiveness berpengaruh signifikan secara bersama-sama terhadap kepuasan 

konsumen. 

Kata kunci : ambient conditions; spatial layout and functionality; signs, symbols, 

and artifacts; responsiveness; kepuasan konsumen 

 

  



 
 

xi 
 

ABSTRACT 

This study aims to test and analyze the effect of servicescape dimensions and 

responsiveness on customer satisfaction (Study on consumers of Cleon Coffee and 

Eatery in Kebumen). This study took a sample of 129 respondents at Cleon Coffee 

and Eatery consumers. The sampling method used in nonprobalility sampling 

technique with incidental sampling method, which is a sampling technique based 

on chance. This study uses descriptive and statistical analysis methods carried out 

validity tests, reliability tests classical assumption tests, hypothesis tests, 

determination coefficients, and multiple linear regression analysis. The result 

obtained in this study indicate that individually the variables of ambient conditions; 

spatial layout and functionality; signs, symbols, and artifacts; and responsiveness 

have a significant effects on customer satisfaction. The results of the simultaneous 

test of the ambient conditions; spatial layout and functionality; signs, symbols, and 

artifacts; and responsiveness have a significant effeect together on customer 

satisfaction. 

 

Keywords : ambient conditions; spatial layout and functionality; signs, symbols, 

and artifacts; responsiveness; customer satisfaction  
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