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Abstract

This study aims to develop a model indicates the role of servicescape
as a key driver of customer engagement by analyzing its impact on customer
percieved value and customer satisfaction and clarifying the moderating
role of perceived value and customer satisfaction.

A qualitative exploratory study was conducted at first to investigate
the important variables that form Customer engagement . Then, a conceptual
framework was developed and tested by the means of survey-based
questionnaires. (315) valid questionnaires were collected through a non-
probability convenience sampling technique from different participants in
private fitness centers in Egypt. The data were analysed using structural
equation modelling on Smart PLS.

The results have shown that customer perceived value was found to
have the strongest impact on customer engagement followed by the
customer satisfaction, then, servicescape. Additionally, servicescape was
found to have a significant direct and indirect impact on customer
engagement through the mediating effect of customer perceived value and
customer satisfaction.
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