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ABSTRACT
Muslihah, 302 13 11062

THE FACTORS ANALYSIS THAT INFLUENCE CUSTOMER
SATISFACTION AT JATI WISATA HOTEL, PANGKALPINANG

The background of this research is the important of service scape, facility
and location to costomer satisfaction at Jati Wisata Hotel, Pangkalpinang. The
aims this research are to know and find the study about influence of service scape,
facility and location to costomer satisfaction at Jati Wisata Hotel, Pangkalpinang.

The approach in this research is descriptive quantitative method. This
research was using to the customer of Jati Wisata Hotel, Pangkalpinang with 245
respondents. The technique which was used in nonprobability sampling by
accidental sampling method. The data collection technique is interviewing,
questionnaire, library, and observation. The variable which were used are service
scape (X1), facility (X2), location (X3) and costomer satisfaction (Y). The analysis
method are descriptive quantitative, validity, and reliability, classical assumption
test, multiple linear regression, t test, F test and determination coefficient (R?).

The research result to 245 respondent has shown that the independent
variable service scape (X1) can be faound tcoun: as much as (6,344) > tiapie (1,9698)
and significanse as 0,000 < 0,05. Facility (X;) can be faound tcouns as much as
(3,502) > tapie (1,9698) and significance 0,001 < 0,05. Location variable (X3) can
be faound teoun: as much as (4,275) > tubie (1,9698) and significanse as 0,000 <
0,05. So variable service scape has influenced partially to customer satisfaction,
variable facility has influed partially to customer satisfaction and variable
location has influenced partially to customer satisfaction. F test result has shown
that Feount as much as (56,302) > Fupie (2,642) with significance is 0,000 > 0,05,
so HO is denied and Ha is accepted which means the independent variable
(service scape, facility, and location) togehter or simultaneously has influenced
dependent variable (costomer satisfaction) positively and significantly. The
determination coefficient tes result (R°) has shown that Adjusted R Square as
much as 0,405 or 40,5 %, it means the variable service scape, facility, and
location has influenced costomer satisfaction, remains is 49,5 % can be explained
by other variable out of research.

Keywords : service scape, facility, location, customer satisfaction
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ABSTRAK
Muslihah, 302 13 11 062

Analisis Faktor-Faktor yang Mempengaruhi Kepuasan Pelanggan pada
Hotel Jati Wisata Pangkalpinang

Penelitian ini dilatarbelakangi oleh pentingnya servicescape, fasilitas, dan
lokasi terhadap kepuasan pelanggan yang ada pada Hotel Jati Wisata
Pangkalpinang. Tujuan penenlitian ini adalah untuk mengetahui dan mendapat
kajian tentang pengaruh servicescape, fasilitas dan lokasi terhadap kepuasan
pelanggan pada Hotel Jati Wisata Pangkalpinang.

Pendekatan dalam penelitian ini adalah metode penelitian deskriptif
kuantitatif. Penelitian ini dilakukan pada pelanggan Hotel Jati Wisata
Pangkalpinang dengan responden sebanyak 245 orang. Teknik yang digunakan
dalam menentukan sampel adalah nonprobability sampling dengan metode
accidental sampling. Teknik pengambilan data yang digunakan dalam penelitian
ini adalah metode wawancara, kuesioner, kajian pustaka dan observasi. Adapun
variabel yang digunakan yaitu servicescape (X1), fasilitas (X2), lokasi (X3) dan
kepuasan pelanggan (Y). Metode analisis yang digunakan adalah deskriptif
kuantitatif, validitas dan reliabilitas, uji asumsi klasik, regresi linear berganda, Uji
t, Uji F dan uji koefisien determinasi (R?).

Hasil penelitian terhadap 245 responden menunjukkan bahwa variabel
independen servicescape(Xi) diperoleh thinung sebesar (6,344) > tibel (1,9698) dan
signifikansi sebesar 0,000 < 0,05. Variabel fasilitas (X2) diperoleh thiwung sebesar
(3,502) > tiavet (1,9698) dan signifikansi sebesar 0,001 < 0,05. Variabel lokasi (X3)
diperoleh thiwng sebesar (4,275) > tuavel (1,9698) dan signifikansi sebesar 0,000 <
0,05. Maka variabel servicescapeberpengaruh secara parsial terhadap kepuasan
pelanggan, variabel fasilitas berpengaruh secara parsial terhadap kepuasan
pelanggan dan variabel lokasi berpengaruh secara parsial terhadap kepuasan
pelanggan. Hasil Uji F menunjukkan bahwa Fhiung sebesar (56,302) > Frabel
(2,642) dengan signifikansi 0,000 > 0,05, maka Ho ditolak dan Ha diterima yang
berarti variabel independen (servicescape, fasilitas dan lokasi) secara bersama-
sama atau simultan mempengaruhi variabel dependen (kepuasan pelanggan)
secara positif dan signifikan. Hasil uji koefisien determinasi (R?) menunjukkan
Adjusted R Square sebesar 0,405 atau 40,5 % yang berarti variabel servicescape,
fasilitas, dan lokasi mempengaruhi kepuasan pelanggan sisanya 49,5% dapat
dijelaskan oleh variabel lain di luar penelitian.

Kata Kunci : Servicescape, Fasilitas, Lokasi , Kepuasan Pelanggan
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