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ABSTRAK

Penelitian ini bertujuan untuk mengetahui kepuasan pelanggan (customer
satisfaction) di Karaoke keluarga Happy Pappy Kota Padang. Studi empiris ini
dilakukan untuk menganalisis hubungan servicescape dan service excellent terhadap
customer satisfaction. Teknik analisis kuantitatif digunakan untuk menguji dua
hipotesis melalui survei yang menggunakan skala likert lima poin. Populasi dalam
penelitian ini adalah seluruh pelanggan Karaoke Keluarga Happy Pappy Kota Padang dengan
jumlah sampel sebanyak 60 orang. Teknik pengambilan sampel adalah purposive
sampling. Jenis data adalah data primer melalui penyebaran kuesioner. Metode analisa
data menggunkan uji SPSS. Hasil penelitian ditemukan bahwa servicescape tidak
berpengaruh positif terhadap customer satisfaction, sedangkan service excellent
berpengaruh positif terhadap customer satisfaction.

Kata kunci : servicescape, service excellent dan customer satisfaction
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EFFECT OF SERVICESCAPE AND SERVICE EXCELLENT
TO CUSTOMER SATISFACTION
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ABSTRACT

This study aims to determine customer satisfaction at the Happy Pappy Family
Karaoke, Padang City. This empirical study was conducted to analyze the relationship
between servicescape and service excellence on customer satisfaction. Quantitative
analysis techniques were used to test two hypotheses through a survey using a five-point
Likert scale. The population in this study were all customers of Happy Pappy Family
Karaoke Padang City with a total sample of 60 people. The sampling technique is
purposive sampling. The type of data is primary data through the distribution of
questionnaires. Method of data analysis using SPSS test. The results of the study found
that servicescape did not have a positive effect on customer satisfaction, while service
excellent had a positive effect on customer satisfaction.

Keywords: Servicescape, Service Excellent, Customer Satisfaction
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