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ABSTRACT 

Muhammad Rizqy (2024). The Influence of Servicescape and Service Quality on 

Customer Satisfaction (Study on Hadji Boejasin Pelaihari Regional General 

Hospital Patients). Supervisor: Rusniati 

This study aims to analyze the influence of Servicescape and Service Quality 

simultaneously on Customer Satisfaction in patients at Hadji Boejasin Pelaihari 

Hospital. Then also partially analyze the influence of Servicescape on Customer 

Satisfaction in patients at Hadji Boejasin Pelaihari Hospital. This research also 

partially analyzes the influence of Service Quality on Customer Satisfaction in 

patients at Hadji Boejasin Pelaihari Hospital. 

This research is descriptive research with a quantitative approach. The 

respondents for this research were 100 patients who had been treated at the Hadji 

Boejasin Regional General Hospital from 2022 to June 2023. The sampling 

technique used was purposive sampling. The analysis technique uses linear 

regression. 

The results of this research indicate that Servicescape and Service Quality 

simultaneously influence Customer Satisfaction in patients at Hadji Boejasin 

Pelaihari Hospital. Servicescape has a partial effect on Customer Satisfaction in 

patients at Hadji Boejasin Pelaihari Hospital. Service Quality has a partial effect 

on Customer Satisfaction in patients at Hadji Boejasin Pelaihari Hospital. 

Keywords : Servicescape, Service Quality, Customer Satisfaction 
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ABSTRAK 

Muhammad Rizqy (2024). Pengaruh Servicescape dan Service Quality terhadap 

Customer Satisfaction (Studi pada Pasien Rumah Sakit Umum Daerah Hadji 

Boejasin Pelaihari). Pembimbing: Rusniati 

 Penelitian ini bertujuan untuk menganalisis pengaruh Servicescape dan 

Service Quality secara simultan terhadap Customer Satisfaction pada pasien RSUD 

Hadji Boejasin Pelaihari. Kemudian juga menganalisis pengaruh Servicescape 

secara parsial terhadap Customer Satisfaction pada pasien RSUD Hadji Boejasin 

Pelaihari. Penelitian ini juga menganalisis pengaruh Service Quality secara parsial 

terhadap Customer Satisfaction pada pasien RSUD Hadji Boejasin Pelaihari. 

 Penelitian ini merupakan penelitian deskriptif dengan pendekatan 

kuantitatif. Responden penelitian ini berjumlah 100 orang pasien yang pernah 

dirawat di Rumah Sakit Umum Daerah Hadji Boejasin pada tahun 2022 hingga Juni 

2023. Teknik pengambilan sampel yang digunakan berupa purposive sampling. 

Teknik analisis menggunakan regresi linear. 

 Hasil penelitian ini menunjukkan bahwa Servicescape dan Service Quality 

berpengaruh secara simultan terhadap Customer Satisfaction pada pasien RSUD 

Hadji Boejasin Pelaihari. Servicescape berpengaruh secara parsial terhadap 

Customer Satisfaction pada pasien RSUD Hadji Boejasin Pelaihari. Service Quality 

berpengaruh secara parsial terhadap Customer Satisfaction pada pasien RSUD 

Hadji Boejasin Pelaihari. 

Kata kunci: Servicescape, Service Quality, Customer Satisfaction 
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