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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh fasilitas dan kualitas layanan
terhadap kepuasan pelanggan serta penelitian ini berlangsung di Eska Hotel di Kota
Batam. Teknik analisis data yang digunakan adalah metode linier berganda. Desain
penelitian operasi yang digunakan adalah analisis deskriptif. Dalam penelitian ini tes
sudah terdiri dari validitas, reliabilitas, uji asumsi klasik, analisis regresi berganda,
koefisien determinasi, uji-t dan uji-f. Pengambilan sampel telah dikembangkan
melalui accidental sampling, terdiri dari 100 responden. Data telah dikumpulkan
dengan instrumen utama kuesioner. Berdasarkan hasil pengujian melalui analisis
regresi berganda menunjukkan fasilitas berpengaruh terhadap kepuasan pelanggan
sebesar 39,3% dan kualitas layanan berpengaruh sebesar 46,1% terhadap kepuasan
pelanggan. Koefisien determinasi memiliki analisis untuk R2 sebesar 46,2%
sedangkan hasil sisanya 53,8% dipengaruhi oleh variabel lain. Hasil penelitian
menunjukkan bahwa terdapat pengaruh positif dan signifikan terhadap fasilitas
terhadap kepuasan pelanggan, terdapat pengaruh positif kualitas layanan terhadap
kepuasan pelanggan dan berpengaruh positif dan signifikan secara parsial atau
simultan terhadap kepuasan pelanggan di Eska Hotel.

Kata kunci: Fasilitas, Kualitaas Pelayanan, Kepuasan Pelanggan



ABSTRACT

This study aimed to determine the effect of facilities and service quality on customer
satisfaction also this study took place at Eska Hotel in Batam City. Data analysis
technique that was used is multiple linear methods. An operations research design
used is descriptive analysis. In this study test already consists of validity, reliability,
classic assumption test, multiple regression analysis, coefficient of determination, t-
test and f-test. Sampling has been developed through accidental sampling, consist of
100 respondents. Data has been collected by main instrument of questionnaire. Based
on results test through multiple regression analysis shown the facility has an effect
towards customer satisfaction of 39.3% and service quality has an effect of 46.1% on
customer satisfaction. Coefficient of determination has anaylysis for R2 of 46.2%
while remaining result 53.8% influenced by another variables. The results of
research indicate that there is a positive and significant impact for facilities to
customer satisfaction, there is a positive effect of service quality for customer
satisfaction and have positive also significant effect partially or simultaneously on
customer satisfaction at Eska Hotel.

Keywords: Facilities, Service Quality, Customer Satisfaction
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