
PENGARUH SERVICESCAPE, SERVICE ENCOUNTER, 
PERCEIVED CONGRUENCY TERHADAP EMOSI DAN 

KEPUASAN PELANGGAN PADA RESTORAN  
ETNIK DREAM OF KAHYANGAN DI 

SURABAYA 

Evan Pratama Kosasi 

INTISARI 

servicescape, service encounter, perceived congruency 

non-

probability sampling

servicescape service encounter, perceived 

congruency

perceived congruency 

pleasure arousal 

Kata kunci : Servicescape, Service Encounter, Pleasure, Arousal, 

Satisfaction 

Calyptra: Jurnal Ilmiah Mahasiswa Universitas Surabaya Vol.7 No.1 (2018)

1902



PENDAHULUAN 

et al

servicescape 

servicescape 

servicescape

Servicescape

servicescape, service encounter 

Calyptra: Jurnal Ilmiah Mahasiswa Universitas Surabaya Vol.7 No.1 (2018)

1903



Percieved Congruency 

research gap

Restaurant Servicescape, Service Encounter, and Perceived Congruency on 

Customers' Emotions and Satisfaction, Journal of Hospitality Marketing & 

Management servicescape, core product

service encounter

Calyptra: Jurnal Ilmiah Mahasiswa Universitas Surabaya Vol.7 No.1 (2018)

1904



pleasure satisfaction

pleasure

satisfaction

servicescape

Service 

Environment of Restaurants: Findings from the youth customers, Journal of 

ASIAN Behavioural Studies servicescape

satisfaction fast food

servicescape satisfaction

servicescape

satifaction

LANDASAN TEORI 

Servicescape

servicescape

the environment in which the service is assembled 

and in which seller and consumer interact, combined with tangible 

commodities that facilitate performance or communication on the service”, 
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for

windows

HASIL DAN PEMBAHASAN 

Tabel 1 
Hasil Pengujian Analisis Faktor (MSA) 

0.921* 0.861* 0.808* 0.951* 0.732* 0.935* 

0.789* 0.911* 0.828* 0.94* 0.609* 0.928* 

0.886* 0.88*  0.95* 0.926* 0.964* 

0.854* 0.912*  0.872* 0.846* 0.917* 

0.876* 0.903*  0.911* 0.831* 0.887* 

0.715* 0.956*  0.937* 0.695*  

0.925* 0.901*     

0.918* 0.938*     

0.943* 0.945*     

0.948* 0.925*     

0.91*      

0.941*      

0.914*      
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Tabel 2 
Hasil Pengujian Regresi Linier Berganda 
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 Satisfaction

 Perceived Congruency 

Pleasure

Perceived Congruency x Pleasure 
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