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Purpose: This study aims to examine the effect of physical evidence on customer 

loyalty mediated by customer satisfaction at Shadow Edge Park Jayapura Cafe. 

The hypothesis is that customer satisfaction mediates the impact of physical 

evidence on customer loyalty.  

Research Design and Methodology: The method used was descriptive 

quantitative with a survey design. Data were collected from 120 Shadow Edge 

Park Jayapura Cafe consumers through questionnaires. The data were analyzed 

using Structural Equation Modeling (SEM) with AMOS 22 software.  

Findings and Discussion: The results show that physical evidence positively and 

significantly influences customer satisfaction, mediating this influence on 

customer loyalty. The findings support the Servicescapes theory, suggesting that 

physical elements such as interior design, cleanliness, and ambiance of the café 

are key factors that influence customer satisfaction and loyalty.  

Implications: Café managers should focus on managing physical evidence 

elements to increase customer satisfaction and loyalty. Further research is 

needed to explore factors such as social interaction and service quality that may 

influence customer loyalty. Future studies could expand geographic and cultural 

coverage to test the consistency of these findings.  

 

Introduction 

In the highly competitive café industry, maintaining and improving customer loyalty is not just a 

marketing strategy but a fundamental necessity that affects business sustainability. Loyal customers 

are likely to make repeat visits, recommend the café to others, and leave positive reviews, 

contributing to increased revenue and business reputation (Yum & Yoo, 2023). Therefore, 

understanding and managing the factors that influence customer loyalty is crucial for café managers. 

One critical factor influencing customer loyalty is the concept of physical evidence in café services. 

Physical evidence refers to the physical elements consumers can observe and create perceptions of 

service quality (Zygiaris et al., 2022). These elements include interior design, cleanliness, equipment 

display, ambiance, and other physical attributes in the cafe environment. Physical evidence serves as 

aesthetic support and directly affects consumer comfort and satisfaction (Gomez Lacap et al., 2023). 

For example, a comfortable and clean atmosphere can create a positive experience that makes 

consumers feel at home and want to return (Ryu et al., 2012).  
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In the context of café services, physical evidence plays a vital role in shaping consumers' image 

and expectations. When physical elements are managed well, consumers feel valued and believe that 

the café prioritizes quality and comfort (Bujisic et al., 2014). Conversely, poor physical evidence can 

lead to dissatisfaction and reduce consumers' intention to return (Qin & Prybutok, 2009). Therefore, 

this study examines how physical evidence affects customer loyalty mediated by customer satisfaction, 

specifically in a Cafe Shadow Edge Park Jayapura case study. With a better understanding of these 

dynamics, it is hoped that cafe managers can design more effective strategies for increasing customer 

loyalty through optimal physical evidence management. Recent research on physical evidence and 

customer loyalty shows a significant relationship between physical elements in the service 

environment and customer satisfaction and loyalty. Several studies have highlighted the importance 

of physical evidence as an integral component of marketing strategy and service management. For 

example, research by Bitner (1992) suggests that physical evidence can influence consumers' 

perceptions of service quality and overall ambiance, which affects their satisfaction and loyalty. 

Another study by Bowe et al. (2022) examined the influence of ambiance and environmental design 

on visitor satisfaction in various recreational areas. The results showed that lighting, layout, and 

cleanliness significantly influenced consumer satisfaction, positively impacting return visit intentions. 

This research reinforces the argument that physical evidence is an aesthetic support and key to 

creating a positive consumer experience. Furthermore, a study by Kandampully et al. (2015) examined 

the impact of interior design and restaurant ambiance on customer satisfaction and loyalty. The results 

of this study show that a comfortable and attractive atmosphere significantly increases consumer 

satisfaction, which in turn increases their loyalty. This study confirms that physical evidence is 

essential in creating a pleasant consumer experience and encouraging loyal behavior. However, while 

this study provides valuable insights, several limitations must be noted. Many existing studies focus on 

a limited geographical context, often covering only a specific region without considering cultural 

variations and consumer preferences in other areas (Bujisic et al., 2014). In addition, most of these 

studies were conducted in restaurants and leisure venues, while studies specific to cafes, especially 

in areas such as Jayapura, are still minimal. This creates a gap in the literature that needs to be filled 

to gain a more comprehensive understanding of how physical evidence affects consumer loyalty in 

different contexts (Monferrer et al., 2019b).  

This research identifies significant gaps in existing literature, specifically related to the impact of 

physical evidence in cafes in the Jayapura area. While much research has been conducted on service 

quality and consumer trust, very little has specifically explored the role of physical evidence in the 

context of cafes in Jayapura (Yum & Yoo, 2023). This gap is significant because physical evidence, 

such as interior design, cleanliness, and ambiance, can impact consumers' perceptions and purchasing 

decisions. Therefore, this study aims to fill this gap by providing new insights into how these elements 

influence consumer behavior in an under-researched area. In its contribution, this research refers to 

relevant previous studies to provide a richer context. Research (Hosnan, 2016) on the role of physical 

evidence in services and research by Bowe et al. (2022) on the service environment suggest that 

physical aspects are highly influential in shaping consumer perceptions. However, this study challenges 

these findings by showing that in the context of cafes in Jayapura, other factors, such as local culture 

and consumers' unique preferences, also play a significant role. Thus, this study not only extends the 

findings of other authors but also offers a new perspective that is more specific and contextual. 

The main objective of this study is to examine the effect of physical evidence on consumer loyalty 

mediated by customer satisfaction at Cafe Shadow Edge Park Jayapura. This research aims to 

understand better how physical elements in a cafe environment can influence consumer perceptions 

and behavior. Thus, this research is expected to provide applicable insights for cafe managers in 

designing more effective service strategies to increase consumer loyalty. This research is expected to 

accomplish several things. First, this research will identify the elements of physical evidence that 

influence consumer satisfaction and loyalty the most. Second, this research will explain how customer 

satisfaction mediates the relationship between physical evidence and customer loyalty. Third, this 

study will offer practical recommendations for café managers in optimizing physical evidence elements 

to increase customer satisfaction and loyalty. This study differs from previous research in several 

significant ways. First, this study focuses on an underrepresented geographical context, namely 
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Jayapura, which provides a new perspective on the physical evidence and consumer loyalty literature. 

Second, this study not only explores the direct relationship between physical evidence and customer 

loyalty but also examines the mediating role of customer satisfaction, providing a more comprehensive 

insight into this dynamic. With a holistic and contextual approach, this research is expected to make 

meaningful contributions in theory and practice, offering guidance for café managers to improve 

service quality and customer loyalty.  

Literature Review 

Physical Evidence Concept 

Physical evidence is the elements in the service environment that consumers can observe and 

shape their perception of the quality of service provided. In the café industry, physical evidence 

includes various components that directly affect consumer experience. Interior design, for example, 

serves as an aesthetic element and contributes to consumers' comfort and atmosphere. An attractive 

and functional design can increase positive perceptions of the café and create an inviting environment. 

Cleanliness is another component of physical evidence that significantly impacts consumer 

satisfaction. A clean environment reflects high standards in operational management and 

demonstrates attention to detail, increasing consumer trust and comfort (Gomez Lacap et al., 2023). 

In addition, ambiance, which includes lighting, music, and layout, plays a vital role in creating a 

pleasant and memorable experience. The right ambiance can make consumers feel more relaxed and 

enjoy their time at the café, ultimately increasing the likelihood of repeat visits (Monferrer et al., 

2019b). The service management theories underlying the concept of physical evidence emphasize that 

these physical elements are an integral part of marketing strategy and quality management. Bitner 

(1992), in his theory of Servicescapes, explains that physical evidence is the physical environment in 

which services are delivered and in which providers and consumers interact. This environment includes 

all elements that can influence consumer perceptions, including physical design and layout. 

Furthermore, this theory emphasizes the importance of alignment between physical elements and 

consumer expectations and needs. When aspects of physical evidence are managed well, they can 

enhance perceptions of service quality and positively influence consumer behavior. In the context of 

cafes, proper interior design, cleanliness, and ambiance management can create a satisfying 

experience and encourage consumer loyalty. This research explores further how these physical 

evidence elements can be leveraged to increase consumer loyalty through the satisfaction that results 

from a superior service experience. 

Physical evidence plays a crucial role in shaping consumers' perceptions of the quality of service a 

business provides, particularly in the café industry. Physical evidence includes various physical 

elements that consumers can see, touch, and feel, such as interior design, cleanliness, and ambiance. 

These elements are aesthetic attributes and quality indicators influencing consumers' overall 

perception and experience. Interior design, for example, can directly affect how consumers rate a 

café. An aesthetically pleasing and functional space arrangement can create a positive first 

impression, making consumers feel comfortable and valued. Studies by (Tartaglione et al., 2019) show 

that the physical environment can influence consumer perceptions through layout, decoration, and 

comfort. A well-designed environment can increase positive perceptions of service quality, increasing 

consumer satisfaction and loyalty. Cleanliness is also a critical aspect of physical evidence that affects 

consumer perception. A clean cafe reflects good management, attention to detail, and consumer 

health. Conversely, poor cleanliness can lower perceptions of quality and reduce consumers' intention 

to return (Ryu et al., 2012). Research by Bowe et al. (2022) confirms that a clean and well-maintained 

environment can increase consumer satisfaction and encourage loyal behavior. Ambiance, including 

lighting, music, and scents, shapes consumer perceptions. A study by Yum & Yoo (2023) shows that a 

pleasant atmosphere can increase customer satisfaction by creating a more enjoyable and memorable 

experience. For example, warm lighting and appropriate music can make consumers feel more relaxed 

and comfortable, increasing positive perceptions of service quality. As a concrete example, Cafe 

Shadow Edge Park Jayapura has successfully utilized physical evidence to create positive consumer 

experience. The cafe has built a good reputation among its customers with its modern interior design, 

cleanliness, and comfortable atmosphere. This study further examines how physical evidence 
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influences consumers' perceptions of service quality at this café and how consumer satisfaction can 

increase loyalty. By better understanding the role of physical evidence, café managers can design 

more effective strategies to improve service quality and build consumer loyalty. 

 

Customer Satisfaction as a Mediator 

Consumer satisfaction is a complex and multidimensional concept that reflects the extent to which 

consumer expectations of a product or service are met. In general, consumer satisfaction can be 

defined as a feeling of pleasure or disappointment that arises after comparing the perceived 

performance of a product or service with its expectations. The dimensions of customer satisfaction 

include various aspects such as product quality, service quality, price, and emotional factors that 

influence the consumer experience. The theories that explain how consumer satisfaction is formed 

vary in their approach and focus. One of the most influential theories is the Cognitive Dissonance 

Theory proposed by Leon Festinger. According to this theory, consumers experience satisfaction when 

no gap between expectations and perceived performance exists. If there is a gap, consumers 

experience dissonance or discomfort, reducing satisfaction (Oliver et al., 1997). 

The Expectancy-Confirmation model developed by Oli is also very relevant in explaining customer 

satisfaction. This model proposes that consumer satisfaction is formed by comparing pre-purchase 

expectations and actual performance after purchase. When actual performance matches or exceeds 

expectations, consumers are satisfied. Conversely, if performance does not meet expectations, 

consumers will feel dissatisfied. Another critical theory is the Three-Component Model, which 

highlights three main components of consumer satisfaction: cognitive, affective, and conative. The 

mental component relates to the rational assessment of service performance, the affective component 

relates to the emotional feelings evoked by the service, and the conative component relates to the 

intention or tendency to perform specific actions, such as returning or recommending the service to 

others.  

Customer satisfaction is crucial in the relationship between physical evidence and customer 

loyalty. Physical evidence, including interior design, cleanliness, and ambiance, can influence 

consumers' perceptions of the quality of service received. However, the direct impact of physical 

evidence on consumer loyalty is often mediated by the level of satisfaction consumers feel. In this 

mechanism, physical evidence creates a satisfying experience, encouraging consumers to return and 

recommend the café to others. Several empirical studies have supported this mediation mechanism. 

For example, research by (Vieira et al., 2023) shows that well-maintained physical environment 

elements increase consumer satisfaction, increasing consumers' intention to return and become loyal 

customers. This study confirms that the positive experience created by physical evidence plays a vital 

role in shaping consumer satisfaction, affecting loyalty. Ryu et al. (2012) found that a pleasant 

atmosphere and attractive interior design significantly increase restaurant customer satisfaction. 

Their research shows that customer satisfaction mediates between physical evidence elements and 

customer loyalty, suggesting that physical elements alone cannot ensure loyalty without high 

satisfaction. In addition, research by Bitner (1992) on Servicescapes underscores the importance of 

the physical environment in creating a positive consumer experience. Bitner found that well-managed 

physical evidence elements can significantly increase consumer satisfaction, increasing their loyalty 

to the service provided (Monferrer et al., 2019). 

  

Consumer Loyalty 

Consumer loyalty is vital in the service industry, including the café business, reflecting consumer 

commitment to a brand or company. Consumer loyalty involves consumers' repeated behavior in 

choosing a particular product or service and the tendency to recommend that product or service to 

others. Indicators of consumer loyalty include frequency of repeat visits, increased purchase volume, 

recommendations to friends or family, and positive reviews provided by consumers (Lacap et al., 

2023). The importance of customer loyalty in the café business cannot be ignored. Consumer loyalty 

not only guarantees stable and recurring revenue but also contributes to the establishment of a 

positive image and strong business reputation. Loyal consumers tend to be more tolerant of minor 

mistakes, more forgiving of shortcomings and ignore competitors' attempts to attract them. This makes 
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customer loyalty an asset that requires attention and strategic management from café managers 

(Monferrer et al., 2019).  

In the context of the café business, customer loyalty is particularly relevant due to the intense 

competition in the industry. Consumers have many choices of cafes with unique offerings, making it a 

challenge to maintain their loyalty. Café managers must understand that creating a consistently 

satisfying experience is key to building and maintaining customer loyalty. Physical evidence, such as 

attractive interior design, comfortable ambiance, and cleanliness, is essential in creating a positive 

experience that encourages consumers to return (Yum & Yoo, 2023). A better understanding of the 

factors influencing loyalty will help café managers design environments and services that meet and 

exceed consumer expectations, creating a loyal and sustainable customer base. Consumer loyalty 

results from a complex interaction between various factors influencing consumer experiences and 

perceptions. Physical evidence and customer satisfaction are two key factors that significantly 

influence customer loyalty in the context of the café business. Physical evidence includes interior 

design, cleanliness, and ambiance, forming a strong first impression and pleasant consumer experience 

(Ali et al., 2016). On the other hand, consumer satisfaction results from comparing consumers' 

expectations and the actual performance they receive. When service performance matches or exceeds 

expectations, consumers will feel satisfied, which can then increase their loyalty (Monferrer et al., 

2019). Studies by Oliver (1980) show that customer satisfaction is crucial in the relationship between 

various service attributes and customer loyalty. High satisfaction encourages repeat visits and 

increases the likelihood of consumers recommending services to others (Gomez Lacap et al., 2023).  

Several empirical studies have highlighted the relationship between physical evidence, consumer 

satisfaction, and loyalty. For example, research by Bowe et al., 2022) revealed that well-maintained 

and attractive physical environment elements can increase consumer satisfaction, increasing their 

intention to return and become loyal customers. The study by Ryu et al. (2012) also showed that a 

comfortable atmosphere and attractive interior design significantly increase consumer satisfaction, 

strengthening their loyalty. Furthermore, research by Bitner (1992) on Servicescapes confirms that 

well-managed physical evidence can create a satisfying environment for consumers, improve their 

perception of service quality, and encourage loyal behavior. This research suggests that café managers 

should focus on managing physical elements and other aspects influencing consumer satisfaction to 

build a loyal customer base (Yum & Yoo, 2023). 

Research Design and Methodology 

This research uses a quantitative descriptive method with a survey design to explore the 

relationship between physical evidence, customer satisfaction, and customer loyalty at Cafe Shadow 

Edge Park Jayapura. Quantitative descriptive research measures and analyzes statistical data to test 

predetermined hypotheses. Surveys are used as a research design to collect relevant data regarding 

the prevalence, distribution, and relationship between variables in the population under study. This 

research design includes several steps, from problem identification and determining variables and 

indicators to data collection and analysis. This research was conducted at Cafe Shadow Edge Park 

Jayapura from December 2023 to January 2024. The study population included all consumers who had 

visited and purchased products at the cafe, with a sample size of 120 respondents. The research 

variables consist of dependent variables (consumer loyalty), independent variables (physical 

evidence), and mediating variables (customer satisfaction). Data were collected through a 

questionnaire measured on an interval scale and then analyzed using the SEM method operated through 

the AMOS program. The analysis process includes validity, reliability, and classical assumption tests to 

ensure the validity and reliability of the instrument. With this approach, the study aims to examine 

the relationship and influence between variables in depth, providing insights that can be applied to 

increase customer loyalty through optimal physical evidence management and customer satisfaction. 
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Findings and Discussion 

Findings 

Table 1 shows that all items on Consumer Satisfaction, Consumer Loyalty, and Physical Evidence 

variables have undergone validity and reliability tests with excellent results. Each item has a 

significant estimated value, with a high critical ratio (C.R.) value and a probability (P) that shows 

significance at a very low level (marked with ***). This indicates that the items are consistently able 

to measure the intended construct. The convergent validity value for each item is above 0.7, which 

means that each item strongly correlates with the measured construct. This indicates that each item 

is valid when measuring the dimensions established in the study. The reliability test with the estimated 

value shows consistent results above 0.7 for all items, indicating that the measuring instrument used 

has good internal consistency. This means the measurements taken can be relied upon to produce 

stable and reproducible data in various situations. These results indicate that the research instruments 

used are valid and reliable in measuring Customer Satisfaction, Customer Loyalty, and Physical 

Evidence. This is important because high validity and reliability increase the credibility and reliability 

of research results, providing a strong basis for further analysis and interpretation of results. Thus, 

this research can provide accurate and reliable insights into the relationship between physical 

evidence, customer satisfaction, and customer loyalty at Cafe Shadow Edge Park Jayapura. 

 

Table 1. Research Instrument Test 
Variables Item Estimate S.E. C.R. P Convergent 

Validity 
Reliability 

Consumer 
Satisfaction 

MORTGAGE 1.0 nan nan None 0.928 0.928 

 KPL 0.907 0.054 16.82 *** 0.895 0.895 

 FE 0.855 0.064 13.412 *** 0.823 0.823 

 HP 0.787 0.078 10.148 *** 0.716 0.716 

 BK 0.946 0.051 18.392 *** 0.921 0.921 
Consumer 
Loyalty 

MPB 1.0 nan nan None 0.826 0.826 

 MKO 0.93 0.087 10.672 *** 0.801 0.801 

 MKTP 1.173 0.09 13.037 *** 0.904 0.904 
Physical 
Evidence 

PK 1.0 nan nan None 0.843 0.843 

 PRL 0.875 0.078 11.171 *** 0.815 0.815 

 DSN 1.015 0.075 13.537 *** 0.914 0.914 

 FSL 1.017 0.083 12.306 *** 0.866 0.866 

Source: Data processed using AMOS 22 (2024) 

 

Table 2. Results of Data Normality Testing and Mahalanobis Distance 

Variables Skew c.r. Skew Kurtosis c.r. 
Kurtosis 

Mahalanobis 
d-squared p1 p2 

FSL -0.295 -1.320 -0.669 -1.495 29.434 0.003 0.335 
DSN -0.291 -1.300 -0.243 -0.544 29.027 0.004 0.080 
PRL -0.365 -1.633 -0.356 -0.797 26.523 0.009 0.096 
PK -0.314 -1.402 -0.240 -0.537 - - - 

MKTP -0.502 -2.245 -0.336 -0.751 - - - 
MKO -0.435 -1.947 -0.218 -0.487 - - - 
MPB -0.487 -2.178 -0.367 -0.820 - - - 
BK -0.176 -0.788 -0.186 -0.416 - - - 
HP -0.066 -0.297 -0.448 -1.001 - - - 
FE -0.206 -0.922 -0.186 -0.415 - - - 
KPL -0.380 -1.698 -0.386 -0.864 - - - 

MORTGAGE -0.210 -0.938 -0.542 -1.211 - - - 
Observation No. 71 - - - - 29.434 0.003 0.335 
Observation No. 78 - - - - 29.027 0.004 0.080 
Observation No. 11 - - - - 26.523 0.009 0.096 
Observation No. 36 - - - - 0.898 1.000 1.000 

Source: Data processed using AMOS 22 (2024) 

 

Table 1 shows that all items on Consumer Satisfaction, Consumer Loyalty, and Physical Evidence 

variables have undergone validity and reliability tests with excellent results. Each item has a 

significant estimated value, with a high critical ratio (C.R.) value and a probability (P) that shows 
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significance at a very low level (marked with ***). This indicates that the items are consistently able 

to measure the intended construct. The convergent validity value for each item is above 0.7, which 

means that each item strongly correlates with the measured construct. This indicates that each item 

is valid when measuring the dimensions established in the study. The reliability test with the estimated 

value shows consistent results above 0.7 for all items, indicating that the measuring instrument used 

has good internal consistency. This means the measurements taken can be relied upon to produce 

stable and reproducible data in various situations. These results indicate that the research instruments 

used are valid and reliable in measuring Customer Satisfaction, Customer Loyalty, and Physical 

Evidence. This is important because high validity and reliability increase the credibility and reliability 

of research results, providing a strong basis for further analysis and interpretation of results. Thus, 

this research can provide accurate and reliable insights into the relationship between physical 

evidence, customer satisfaction, and customer loyalty at Cafe Shadow Edge Park Jayapura. 

Table 2 shows the results of the model assumption test, where two main aspects are considered: 

data normality and multivariate outliers. The normality test results show that the data distribution for 

most variables has skew and kurtosis values close to zero, which means that the data distribution is 

symmetrical. Although some variables have c.r. Skew and c.r. Based on the context and sample size, 

kurtosis values outside the range of -1.96 to 1.96 are still acceptable for statistical analysis. In the 

multivariate outlier’s test, high Mahalanobis distances on specific observations, such as numbers 71, 

78, and 11, indicate the presence of significant outliers. Very low p1 values on these observations 

indicate statistically substantial outliers. The next step is to identify and deal with these outliers and 

consider data transformation, if necessary, to ensure the assumptions of further analysis are met. 

Overall, these results show that although there are some deviations from normality and multivariate 

outliers, the data are still within acceptable limits for further analysis using AMOS 22. It is essential 

to ensure appropriate steps are taken in dealing with these outliers to obtain more accurate and valid 

analysis results. 

The SEM model used in this study to evaluate the relationship between Physical Evidence, 

Customer Satisfaction, and Customer Loyalty includes several latent variables measured by several 

indicators. Model fit indices displayed include Chi-square, Probability, CMIN/DF, RMSEA, CFI, TLI, GFI, 

and AGFI, all used to assess how much the model fits the data processed using AMOS 22. In this model, 

Physical Evidence is hypothesized to influence Consumer Satisfaction, which influences Consumer 

Loyalty. SEM allows researchers to understand how these variables are interconnected and how strong 

their influence is in the context of this study. 

 

 
Figure 1. Structural Equation Modeling (SEM) Equation 

Note: 

Physical Evidence  = Physical Evidence 

Kepuasan Konsumen = Customer Satisfaction 

Loyalitas Konsumen = Customer Loyalty 
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Figure 1 shows the Structural Equation Modeling (SEM) model that illustrates the relationship 

between Physical Evidence, Customer Satisfaction, and Customer Loyalty, with Physical Evidence 

measured through the variables FSL, DSN, PRL, and PK Customer Satisfaction through the variables 

KPR, KPL, FE, and HP; and Customer Loyalty through the variables MPB, MKO, and MKTP. Model fit 

indices such as Chi-square, CMIN/DF, RMSEA, CFI, TLI, GFI, and AGFI show that this model fits well 

with the data. The chi-square value of 1.409 and a probability of 0.029 indicate a good fit, as well as 

the CMIN/DF value of 1.409, smaller than 2, and the RMSEA value of 0.059, more diminutive than 0.08. 

The CFI index of 0.986 and TLI of 0.982, both greater than 0.95, indicated a good model. The GFI value 

of 0.900 also showed a good fit, although the AGFI of 0.847 was slightly below the recommended value 

of 0.90. Despite some deviations, the model is acceptable and suitable for further analysis using AMOS 

22. 

Table 3. Regression Analysis Results 

Parameters Estimat
e S.E. C.R. P Sobel test 

statistic 
One-tailed 
probability 

Two-tailed 
probability 

Consumer 
Satisfaction <--- Physical 

Evidence 1.048 0.081 12.975 *** - - - 

Consumer 
Loyalty <--- 

Consumer 
Satisfactio

n 
0.941 0.226 4.156 *** - - - 

Consumer 
Loyalty <--- Physical 

Evidence -0.072 0.235 -0.306 0.76 3.96353205 3.692e-05 0.0 

Source: Data processed using AMOS 22 (2024) 

 

Table 3 shows some important things related to the relationship between variables in the tested 

model. First, the effect of Physical Evidence on Customer Satisfaction is highly significant, with an 

estimated value of 1.048, a critical ratio (C.R.) of 12.975, and a very small p-value (), indicating that 

this relationship is powerful and significant. Second, the effect of Customer Satisfaction on Customer 

Loyalty is also substantial, with an estimated value of 0.941, a C.R. of 4.156, and a very small p-value 

(), indicating that an increase in customer satisfaction significantly increases customer loyalty. 

However, the direct effect of Physical Evidence on Consumer Loyalty is insignificant, with an estimated 

value of -0.072, C.R. -0.306, and a p-value of 0.760. This indicates that Physical Evidence does not 

directly affect Customer Loyalty but mediates Customer Satisfaction. The indirect effect analysis 

shows that Physical Evidence affects Consumer Loyalty with an indirect effect value of 1.049, which 

is reinforced by the results of the Sobel test with a Sobel test statistic of 3.96353205 and tiny one-

tailed and two-tailed probabilities (0.00003692 and 0.00007385). This confirms that the mediation of 

Customer Satisfaction in the relationship between Physical Evidence and Customer Loyalty is 

significant. Overall, these results underscore the critical role of Customer Satisfaction as a mediator 

in increasing Customer Loyalty through good Physical Evidence management at Cafe Shadow Edge Park 

Jayapura. 

 

Discussion 

Physical Evidence on Consumer Loyalty 

Physical evidence does not affect consumer loyalty because consumers of Shadow Edge Park 

Jayapura Cafe feel that the facilities provided by the cafe are not strong enough to be the reason for 

them to be loyal and make repeated product purchases. Based on the theories underlying this 

hypothesis, as expected, Physical Evidence, including interior design, cleanliness, and atmosphere, 

should significantly positively affect Consumer Loyalty. Research on the impact of physical evidence 

on consumer loyalty presents a complex picture. While some studies suggest that physical evidence, 

such as the store environment, can influence customer satisfaction and loyalty (Han & Ryu, 2009; 

Mukherjee & Shivani, 2013), others find that it has a limited effect (Hung et al., 2019). The role of 

perceived value in mediating the relationship between marketing strategy and customer loyalty is also 

highlighted (Li & Green, 2011). However, the relationship between physical evidence and loyalty is 

further complicated by factors such as sales promotions (Huang et al., 2006) and unethical behavior 

(Kenhove & Steenhaut, 2003). Overall, the influence of physical evidence on consumer loyalty appears 

to be multifaceted and context-dependent. There are several reasons why these results differ from 
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previous research findings or existing theories. One possibility is the specific context of this study, 

namely Cafe Shadow Edge Park in Jayapura. Local conditions, culture, and consumer preferences in 

Jayapura may differ from those in other places studied previously. For example, factors such as local 

culture and consumer preferences towards the cafe's physical aspects may vary, affecting how Physical 

Evidence is received and valued by consumers.  

The implications of the results of this study are significant. Cafe managers in Jayapura, notably 

Cafe Shadow Edge Park, need to consider that relying solely on Physical Evidence may not be enough 

to build customer loyalty. They need to focus on other aspects of customer experience, such as 

personalized interactions, service quality, and competitive pricing (Ali et al., 2016). In addition, these 

results suggest that further research is needed to understand how other factors interact with Physical 

Evidence in influencing consumer loyalty. For future studies, it is essential to explore further the 

variables that affect the relationship between Physical Evidence and Consumer Loyalty. Future 

research could expand geographical and cultural coverage to see if these findings are consistent across 

different contexts. In addition, longitudinal studies that follow changes in consumers' perceptions of 

Physical Evidence and their loyalty over time could provide deeper insights (Yum & Yoo, 2023). 

 

Physical Evidence of Customer Satisfaction 

This study shows that Physical Evidence positively and significantly affects Consumer Satisfaction 

at Shadow Edge Park Jayapura Cafe. This finding reinforces the belief that physical elements such as 

interior design, cleanliness, and cafe ambiance play an essential role in shaping consumer experience 

and satisfaction. These studies align with our results, which show that physical elements at Shadow 

Edge Park Jayapura Cafe, such as the available products, adequate facilities, and a comfortable 

atmosphere, significantly increase customer satisfaction. Research consistently demonstrates physical 

evidence's vivacious and significant impact on consumer satisfaction in various cafe settings. Research 

consistently demonstrates physical evidence's vivacious and significant effect on consumer satisfaction 

across multiple cafe settings. Studies in Indonesia (Damayanti et al., 2020; Faisal et al., 2019; 

Handayani et al., 2022; Muhajirin, 2021; Putra, 2024) and Kenya (Githiri, 2016) have found that the 

quality of the physical environment, including factors such as cleanliness, layout, and ambiance, 

significantly influences customer satisfaction. This is further supported by research in the hotel 

industry, which found a positive relationship between place ambiance and customer satisfaction 

(Abdullah & Rozario, 2009).  Other factors, such as social interaction and service quality, often 

influence customer satisfaction more than physical elements alone. This research suggests that while 

physical evidence is essential, other factors should also be considered to increase customer 

satisfaction. Nonetheless, the findings of this study show that in the context of Kafe Shadow Edge Park 

Jayapura, physical evidence has a significant influence and should not be ignored.  

There are several reasons why the results of this study may differ from previous research findings 

or existing theories. First, the specific context of Shadow Edge Park Café in Jayapura may play an 

important role. Consumers in Jayapura may have strong preferences for physical elements such as the 

interior design and ambiance of the café, which differ from consumer preferences in other locations. 

In addition, the management of Kafe Shadow Edge Park Jayapura may have created a beautiful and 

adequate physical environment, significantly increasing consumer satisfaction. This suggests that the 

local context and management's specific efforts may influence how much physical evidence influences 

customer satisfaction. The implications of the results of this study are significant. For café managers 

in Jayapura, notably Shadow Edge Park Café, it is essential to continue to pay attention to and manage 

the physical elements in their service environment. Providing quality products, maintaining 

cleanliness, and creating a comfortable atmosphere are key to increasing customer satisfaction. In 

addition, these results show that investments in improving physical evidence can yield positive results 

in terms of customer satisfaction. Café managers can use these findings to design more effective 

strategies to attract and retain customers. For future studies, it is essential to explore further how 

elements of physical evidence interact with other factors, such as social interaction and service 

quality, in influencing customer satisfaction. Future research could expand geographic and cultural 

coverage to see if these findings are consistent across different contexts. In addition, longitudinal 

studies that follow changes in consumers' perceptions of physical evidence and their satisfaction over 
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time can provide deeper insights (Yum & Yoo, 2023). Research can also focus on analyzing consumer 

segmentation to see if there are differences in responses to physical evidence based on demographics, 

psychographics, or consumer behavior. With a deeper understanding of the factors that influence 

consumer satisfaction, café managers can design better environments and services to meet the needs 

and preferences of their consumers. 

 

Customer Satisfaction on Customer Loyalty 

This study reveals that Consumer Satisfaction positively and significantly influences Consumer 

Loyalty at Shadow Edge Park Jayapura Cafe. This finding supports the hypothesis that consumers tend 

to become more loyal when they feel satisfied with the products and services they receive. Consumer 

satisfaction at this cafe is triggered by good product quality, adequate facilities, and a comfortable 

atmosphere, all of which contribute to a positive experience that increases consumer loyalty (Gomez 

Lacap et al., 2023). The theory underlying this hypothesis is the Consumer Satisfaction Theory, which 

states that satisfaction results from comparing consumer expectations and the actual performance 

they receive. Oliver et al. (1997) state that when service performance exceeds or matches 

expectations, consumers will feel satisfied, increasing their loyalty. This theory is supported by various 

studies that show a close relationship between satisfaction and consumer loyalty. For example, Gomez 

Lacap et al. (2023) found that consumer satisfaction significantly influences repurchase intentions and 

word-of-mouth recommendations. Similarly, research by Monferrer et al. (2019) shows that delighted 

customers tend to become loyal customers and contribute to increased company revenue. 

A body of research consistently supports consumer satisfaction's vivacious and significant influence 

on consumer loyalty. Studies across various industries, including automotive (Grace et al., 2021), green 

products (Hur et al., 2013), and retail (Septiano & Sari, 2020)], have found that higher levels of 

customer satisfaction lead to increased loyalty. This relationship is further emphasized in the context 

of brand loyalty, with customer satisfaction being a key driver (Ghafoor et al., 2012; Vadavadagi, 

2020). The mediating role of consumer satisfaction in the relationship between brand equity and brand 

loyalty has also been highlighted (Nam et al., 2011). These findings underscore the importance of 

prioritizing customer satisfaction to foster loyalty. There are several reasons why the results of this 

study may differ from previous research findings or existing theories. First, the specific context of 

Shadow Edge Park Jayapura café may play an important role. Consumers in Jayapura may have 

different preferences and assess satisfaction based on particular aspects, such as the local atmosphere 

and social interactions at the café. Second, the café management may have successfully created an 

environment that closely matches the needs and desires of their consumers, which significantly 

increases satisfaction and loyalty.  

The implications of the results of this study are significant for café managers. Recognizing that 

customer satisfaction directly affects loyalty, café managers should improve product quality, service, 

and ambiance to satisfy customers. Investing in staff training, improving facilities, and maintaining 

product quality are some of the strategic steps that can be taken to increase consumer satisfaction. 

In addition, café managers should continuously monitor and measure consumer satisfaction levels to 

understand their evolving needs and expectations. For future studies, it is essential to explore how 

various interaction factors, such as perceived value, trust, and emotional attachment, play a role in 

consumer loyalty. Future research could expand geographic and cultural coverage to see if these 

findings are consistent across different contexts. Longitudinal studies that follow changes in 

consumers' perceptions of their satisfaction and loyalty over time could also provide deeper insights 

(Monferrer et al., 2019). Research can also focus on analyzing consumer segmentation to see if there 

are differences in satisfaction responses based on demographics, psychographics, or consumer 

behavior. For example, do young consumers value a modern and dynamic atmosphere more than older 

consumers? Or are consumers with a high number of visits more influenced by the physical aspects of 

the café compared to infrequent visitors? With a deeper understanding of the factors that influence 

consumer satisfaction and loyalty, café managers can design better environments and services to meet 

the needs and preferences of their consumers. This will increase satisfaction and loyalty and help build 

strong long-term relationships with their customers. 
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Physical Evidence of Consumer Loyalty Through Customer Satisfaction 

This study reveals that the Consumer Satisfaction variable can mediate the effect of Physical 

Evidence on Consumer Loyalty at Shadow Edge Park Jayapura Cafe. These results suggest that 

Consumer Satisfaction plays an essential role in bridging the relationship between the physical 

elements of the cafe and consumer loyalty. The theories underlying this hypothesis are Consumer 

Satisfaction Theory and Mediation Theory. According to the Consumer Satisfaction Theory, satisfaction 

results from comparing consumer expectations and the performance they receive. Some literature 

may not fully align with these findings. Social interaction and service quality often influence consumer 

satisfaction and loyalty more than physical elements alone. This research suggests that while physical 

evidence is essential, other factors should also be considered to increase consumer satisfaction and 

loyalty (Monferrer et al., 2019). The difference between the results of this study and previous findings 

or existing theories may be due to the specific context of Shadow Edge Park Cafe Jayapura. Consumers 

in Jayapura may have different preferences and assess satisfaction based on particular aspects, such 

as the local atmosphere and social interactions at the café. The café management may have succeeded 

in creating an environment that closely matches the needs and wants of their consumers, which 

significantly increases satisfaction and loyalty.  

A range of studies have explored the mediating role of consumer satisfaction in the relationship 

between various factors and consumer loyalty in the context of cafes and restaurants. Hamidi et al. 

(2022) found that experiential marketing and value directly influence loyalty, mediated by 

satisfaction. Mudjiyanti & Sholihah (2022) and Marso & Idris (2022) identified a direct effect of cafe 

atmosphere and servicescape on satisfaction and loyalty, with satisfaction mediating the latter. Faisal 

et al. (2019) and Senjaya (2013) also found that price, service quality, and sales location, as well as 

customer experience quality, influence satisfaction and loyalty, with satisfaction mediating the latter. 

Kim et al. (2008) and Abdullaeva (2020) both found that relationship quality, including satisfaction, 

mediates the effect of perceived quality and value on loyalty. Lastly, Cetinzoz (2019) found a direct 

impact of the physical environment on satisfaction and loyalty. These studies collectively suggest that 

consumer satisfaction is crucial in the relationship between various factors and consumer loyalty in 

the cafe and restaurant industry. 

The implications of the results of this study are significant for café managers. Recognizing that 

customer satisfaction directly affects loyalty and plays a mediating role between physical evidence 

and loyalty, café managers should focus on improving the quality of products, services, and ambiance 

to ensure customers remain satisfied. Investing in staff training, improving facilities, and maintaining 

product quality are some of the strategic steps that can be taken to increase customer satisfaction. In 

addition, café managers should continuously monitor and measure consumer satisfaction levels to 

understand their evolving needs and expectations. For ongoing studies, it is essential to explore how 

various interaction factors, such as perceived value, trust, and emotional attachment, play a role in 

consumer loyalty. Future research could expand geographic and cultural coverage to see if these 

findings are consistent across different contexts. Longitudinal studies that follow changes in 

consumers' perceptions of their satisfaction and loyalty over time could also provide deeper insights. 

Research can also focus on analyzing consumer segmentation to see if there are differences in 

responses to satisfaction based on demographics, psychographics, or consumer behavior. For example, 

do young consumers value a modern and dynamic atmosphere more than older consumers? Or are 

consumers with a high frequency of visits more influenced by the physical aspects of the café compared 

to infrequent visitors? With a deeper understanding of the factors that influence consumer satisfaction 

and loyalty, café managers can design better environments and services to meet the needs and 

preferences of their consumers. This will increase satisfaction and loyalty and help build strong long-

term relationships with their customers. 

Conclusion 

The conclusion of this study shows that Customer Satisfaction has a significant and positive 

influence on Customer Loyalty at Shadow Edge Park Jayapura Cafe. These results also reveal that the 

Consumer Satisfaction variable can mediate the effect of Physical Evidence on Consumer Loyalty, 

showing that physical elements in the cafe environment significantly contribute to satisfaction, 
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ultimately affecting customer loyalty. This research reinforces the hypothesis that when consumers 

are satisfied with the products and services they receive, they tend to become more loyal, a 

relationship validated through Structural Equation Modeling (SEM) testing. 

This research has essential value both in the context of science and business practice. From a 

scientific perspective, this study adds to the existing literature by deepening the understanding of the 

mediating role of customer satisfaction in the relationship between physical evidence and customer 

loyalty. This suggests that the physical aspects of the service environment, such as interior design, 

cleanliness, and ambiance, cannot be underestimated in strategies to increase customer satisfaction 

and loyalty. This research also provides empirical evidence that supports theories such as Consumer 

Satisfaction Theory and service theory, underscoring the importance of physical elements in creating 

a positive customer experience. 

However, this study is not free from limitations. One limitation is focusing on one specific location, 

namely Shadow Edge Park Jayapura Cafe, which may have unique characteristics that cannot be 

generalized to other cafes in different regions or countries. In addition, this study relied on data 

collected through a survey, which could have been affected by respondent bias. This study did not 

consider other factors influencing consumer loyalty, such as price, promotions, and social interaction 

at the café. Expanding geographical and cultural coverage is recommended for future research to see 

if the findings are consistent across different contexts. Further research could examine other factors 

shaping consumer loyalty, such as perceived value, trust, and emotional attachment. Longitudinal 

studies that follow changes in consumers' perceptions of their satisfaction and loyalty over time would 

provide deeper insights into the dynamics of this relationship. In addition, consumer segmentation 

analysis can provide a more detailed picture of how different groups of consumers respond to various 

physical and service elements, allowing café managers to tailor their strategies more precisely. 
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