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ABSTRAK 

 

Perkembangan industri pariwisata di Indonesia saat ini berkembang pesat 

terutama industri perhotelan khususnya di Kota Batam. Kepuasan tamu 

berdampak terhadap tingkat hunian kamar, tingkat hunian kamar dapat 

mempengaruhi kelangsungan hidup perusahaan. Agar dapat bertahan dalam 

persaingan hotel harus meningkatkan servicescape dan service quality.  Tujuan 

penelitian ini untuk mengetahui pengaruh servicescape dan service quality secara 

parsial dan simultan terhadap kepuasan tamu pada Swiss Belhotel Harbour Bay. 

Sampel yang digunakan sebanyak 148 responden yang dihitung menggunakan 

rumus gay dan menggunakan metode purposive sampling. Desain penelitian yang 

digunakan dalam penelitian ini adalah penelitian deskriptif. Metode pengumpulan 

data melalui penyebaran kuesioner dan pengolahan data menggunakan IBM SPSS 

versi 25. Metode analisis data menggunakan analisis statistik deskriptif, uji 

kualitas data menggunakan uji validitas dan realibilitas, normalitas, 

multikolineritas dan heteroskedatisitas, analisis regresi linear berganda dan 

koefisien determinasi (R
2
), uji t dan uji F. Hasil pengujian kualitas data dalam 

penelitian ini menunjukkan bahwa instrumen penelitian telah valid dan realibel. 

Hasil uji asumsi klasik menunjukkan bahwa data berdistribusi normal dan tidak 

terjadi gejala multikolinearitas maupun heteroskedatisitas. Hasil analisis 

persamaan linear berganda menunjukkan pengaruh yang positif. Servicescape dan 

service quality mampu menjelaskan sebesar 6,6% terhadap variabel kepuasan 

tamu. Hasil pengujian hipotesis menunjukkan bahwa servicescape dan service 

quality berpengaruh positif dan signifikan baik secara parsial maupun simultan 

terhadap kepuasan tamu. 

 
Kata kunci: servicescape, service quality, kepuasan tamu. 
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ABSTRACT 

 

The development of Indonesia’s tourism industry is currently growing rapidly, 

especially hospitality industry in Batam. Guest satisfaction has an impact on room 

occupancy rates, room occupancy rates can affect the survival of company. In 

order to survive, hotel must improve their servicescape and service quality. This 

study is objectives to diagnose the effect of servicescape and service quality 

partially and simultaneously to guest satisfaction at Swiss Belhotel Harbour Bay. 

The samples used were 148 respondents calculate by uses gay formula and 

purposive sampling method.  The research design used in this study is descriptive 

research. Data collection method through questionnaires and data prosessing 

using IBM SPSS version 25. Data analysis methods used descriptive statistical 

analysis, validity and realibility test, normality, multicolinearity  and 

heteroscedasticity test, multiple linear regression analysis and coefficient of 

determination (R
2
), and hypothesis testing using t test and F test. The results were 

all data was valid, realible, normal and no symptoms of multicollinearity and 

heteroscedasticity. Multiple linear regression result shows positives impact, 

Servicescape and service quality were able to explain 6,6% of guest satisfaction. 

The results of hypothesis testing indicate that servicescape and service quality 

have a positive and significant effect both partially and silmutaneously to guest 

satisfaction. 

 
Keyword: servicescape, service quality, customer satisfaction. 
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