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ABSTRAK

Saat ini perkembangan bisnis telah diwarnai dengan berbagai macam persaingan
di segala bidang. Kondisi tersebut menyebabkan pebisnis semakin dituntut untuk
mempunyai strategi yang tepat dalam memenuhi target volume penjualan. Salah
satu perkembangan yang semakin ketat adalah perkembangan bisnis di bidang
perhotelan. Persaingan hotel di Indonesia saat ini sangat ketat, khususnya di Kota
Batam sebagai daerah industri dan perdagangan, Kota Batam juga di kembangkan
sebagai daerah wisata. Tujuan penelitian ini untuk mengetahui pengaruh kualitas
pelayanan dan fasilitas terhadap kepuasan konsumen OS Style Hotel di Kota
Batam baik secara parsial maupun simultan. Di mana variabel independen yaitu
kualitas pelayanan dan fasilitas, mempengaruhi kepuasan konsumen sebagai
variabel dependen nya. Sampel para tamu yang menginp di OS Style Hotel di
Kota Batam sebanyak 394 responden. Metode pengumpulan pengambilan sampel
menggunakan aksidental sampling dan teknik pengumpulan data menggunakan
kuesioner (angket). Jenis penelitian kuantitatif. kuantitatif meliputi uji validitas,
reliabelitas, asumsi klasik, analisis linier berganda koefisien determinasi (R?), uji t
dan uji f. Data penelitian ini diolah dengan menggunakan perangkat lunak SPSS
versi 22. Hasil penelitian ini diketahui uji t dimana hasil uji thiwng untuk kualitas
pelayanan 2,221 > tapel 1,649 nilai signifikan 0,035 < 0,05 dan untuk fasilitas 3,125
> 1,649, nilai signifikan 0,002 < 0,05. Berdasarkan hasil penelitian dapat
disimpulkan bahwa kualitas pelayanan secara parsial berpengaruh positif dan
signifikan terhadap kepuasan konsumen (H1 diterima) dan fasilitas secara parsial
juga berpengaruh positif dan signifikan terhadap kepusan konsumen (H2
diterima). Hasil uji f dimana fhitung 21,036 > fiaber 3,02 dan nilai signifikan 0,000 <
0,05 hasil tersebut dapat disimpulkan kualitas pelayanan dan fasilitas secara
simultan berpengaruh positif dan signifikan terhadap kepuasan konsumen (H3
diterima).

Kata Kunci: Kualitas Pelayanan; Fasilitas; Kepuasan Konsumen.
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ABSTRACT

Nowadays business development has been colored by various kinds of competition
in all fields. These conditions cause businesses increasingly demanded to have the
right strategy in meeting sales volume targets. One of the increasingly stringent
developments is the development of business in the hospitality sector. Hotel
competition in Indonesia is currently very tight, especially in Batam City as an
industrial and trade area, Batam City is also being developed as a tourist area.
The purpose of this study was to determine the effect of service and facility quality
on consumer satisfaction at OS Style Hotel in Batam City, both partially and
simultaneously. Where the independent variable, service and facility quality,
influences customer satisfaction as the dependent variable. Samples of guests who
entered the OS Style Hotel in Batam City were 394 respondents. The method of
collecting samples using accidental sampling and data collection techniques
using a questionnaire (questionnaire). Type of quantitative research. quantitative
tests include validity, reliability, classic assumptions, multiple linear analysis of
the coefficient of determination (R2), t test and f test. The data of this study were
processed using SPSS software version 22. The results of this study are known t-
test where the results of the t-test for the quality of service 2,221> table 1.649
significant value 0.035 <0.05 and for facilities 3.125> 1.649, significant value
0.002 <0.05 . Based on the results of the study it can be concluded that service
quality is partially positive and significant effect on customer satisfaction (HI
accepted) and facilities partially also positively and significantly affect consumer
satisfaction (H2 received). Test results f in which fcount 21.036> ftabel 3.02 and
a significant value of 0.000 <0.05 these results can be concluded that the quality
of service and facilities simultaneously have a positive and significant effect on
customer satisfaction (H3 received).

Keywords: Service Quality; Facilities; Consumer Satisfaction.
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