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ABSTRACT 

This study aims to determine the effect of servicescape and service excellence on 

customer loyalty through customer satisfaction as an intervening variable. This 

study uses data collection methods by distributing questionnaires. The population 

and sample used in this study were the service users of J&T Kuranji Padang, 

amounting to 80 respondents. The data analysis methods in this study were PLS 

and SPSS. The hypotheses in this study were tested using analytical methods 

including; Measurement Model Assessment, Descriptive Analysis, R Square, Q 

Square and Structural Model Assessment. From the test results it can be 

concluded that servicescape has a positive effect on customer loyalty, 

servicescape has a positive effect on customer satisfaction, service excellence has 

no effect on customer satisfaction, service excellence has no effect on customer 

loyalty, customer satisfaction does not mediate the relationship between 

servicescape and customer loyalty and customer satisfaction mediates the 

relationship between service excellence and customer loyalty services J&T 

Kuranji Padang. 
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customer loyalty 

 

 

 

 

 

 

mailto:defaresetoriiii@gmail.com
mailto:zeshasina.rosha@bunghatta.ac.id


v 

UNIVERSITAS BUNG HATTA 

PENGARUH SERVICESCAPE DAN SERVICE EXCELLENCE 

TERHADAP CUSTOMER LOYALTY DENGAN CUSTOMER 

SATISFACTION SEBAGAI VARIABEL INTERVENING PADA  

JASA  J&T EXPRESS CABANG KURANJI PADANG 

 

 Defares Etori
1
, Zeshasina Rosha

2 

 Jurusan Manajemen, Fakultas Ekonomi Dan Bisnis, Universitas Bung Hatta 

E-mail: defaresetoriiii@gmail.com, zeshasina.rosha@bunghatta.ac.id 

 

ABSTRAK 

Penelitian ini bertujuan untuk mengetahui pengaruh servicescape dan 

service excellence terhadap customer loyalty melalui customer satisfaction 

sebagai variabel intervening. Penelitian ini menggunakan metode pengumpulan 

data dengan menyebarkan kuesioner. Populasi dan sampel yang digun akan dalam 

penelitian ini pengguna jasa J&T Cabang Kuranji Padang yang berjumlah 

sebanyak 80 responden. Metode analisa data dalam penelitian ini adalah PLS dan 

SPSS. Hipotesis dalam penelitian ini diuji dengan menggunakan metode analisis 

meliputi: Measurement Model Assessment , Analisis Deskriptif, R Square, Q 

square dan Structural Model Assessment. Dari hasil pengujian dapat disimpulkan 

bahwa servicescape berpengaruh positif terhadap customer loyalty, servicescape 

berpengaruh positif terhadap customer satisfaction, service excellence  tidak 

berpengaruh terhadap customer satisfaction, service excellence tidak berpengaruh 

terhadap customer loyalty, customer satisfaction tidak memediasi hubungan 

antara servicescape dan customer loyalty serta customer satisfaction memediasi 

hubungan antara service excellence dan customer loyalty jasa J&T Cabang 

Kuranji Padang. 

Kata Kunci:  servicescape, service excellence, customer satisfaction, customer 

loyalty 
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