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. Abstract

The purpose of this paper is to examine the impact of servicescape on perceived service quality,
service satisfaction and to verify causal relationships between servicescape, technical service quality,
functional service quality, service satisfaction, and service loyalty in coffee shop franchises. An online
survey was conducted to collect the data from the actual service customers of coffee shop franchises.
An analysis of structural equation modeling was performed using AMOS 24.0 and SPSS 24.0 to test
the research hypotheses. The results of the study are as follows: first, servicescape has positive
influence on technical service quality and functional service quality except for service satisfaction.
Second, both technical service quality and functional service quality have positive influence on service
satisfaction. Finally, service satisfaction has a strong effect on service loyalty. This paper finds that it
is more appropriate to model the servicescape as a separate construct which precedes both functional
service quality and technical service quality. Servicescape in the coffee shop service has the influence
on shaping service quality perceptions and their subsequent impact on service satisfaction and service
loyalty.
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=892 g Ao= ueht M5 AREJH
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