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ABSTRACT

Reynila Sari. 302.14.11.088 The Influence of Servicescape, Facility and
Discount Toward Customer Satisfaction at Menumbing Heritage Hotd
Pangkalpinang

This study aims to describe and analyze the influence of servicescape,
facility, and discount with their dimensions toward customer satisfaction at
Menumbing Heritage Hotel Pangkal pinang.

The research approachment which is used is quantitative research
approach with the object of research at Menumbing Heritage Hotel
Pangkalpinang. The sample of this research amounted to 292 respondents with
nonprobability sampling using accidental sampling technique. The results of
multiple regression state that servicescape, facility and discount with the
dimensions have positive effect toward customer satisfaction.

Based on data analysis which is conducted, the results obtained that
variable of servicescape with dimension of ambient, social and desain partially
have significant affect toward customer satisfaction, variable of facility with
consideration/spatial planning, space planning, equipment/furniture, lighting and
color, and messages which delivered graphically partially have significant affect
toward customer satisfaction, and variable of discount with quantity discount,
seasonal discount, cash discount, and trade discount partially have significant
affect toward customer satisfaction. Servicescape, facility, and discount
simultaneously have positive and significant affect toward customer satisfaction.

Keywords. Servicescape, Facility, Discount and Customer Satisfaction
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ABSTRAK

Reynila Sari. 302.14.11.088 Pengaruh Servicecsape, Fasilitas, dan Potongan
Harga terhadap Customer Satisfaction pada Menumbing Heritage Hotel
Pangkalpinang.

Penelitian ini bertujuan untuk menggambarkan dan menganalisis tentang
pengaruh servicescape, fasilitas, dan potongan harga beserta dengan dimensinya
terhadap customer satisfaction pada Menumbing Heritage Hotel Pangkal pinang.

Pendekatan penelitian yang digunakan adalah pendekatan penelitian
kuantitatif dengan objek penelitian yang bertempat di Menumbing Heritage Hotel
Pangkapinang. Sampel penelitian ini berjumlah 292 responden dengan teknik
nonprobability sampling menggunakan teknik accidental sampling. Hasil regresi
berganda menyatakan bahwa servicescape, fasilitas dan potongan harga beserta
dimensinya berpengaruh positif terhadap customer satisfaction.

Berdasarkan analisis data yang dilakukan, diperoleh hasil bahwa variabel
servicescape dengan dimens ambient, sosial, dan desan secara parsia
berpengaruh signifikan terhadap customer satisfaction, variabel fasilitas dengan
pertimbangan/perencanaan spasial, perencanaan ruang, peralatan/perabotan, tata
cahaya dan warna, dan pesan-pesan yang disampaikan secara grafis secara parsia
berpengaruh signifikan terhadap customer satisfaction, dan variabel potongan
harga dengan diskon kuantitas, diskon musiman, diskon tunai, dan diskon
perdagangan secara parsial berpengaruh signifikan terhadap customer satisfaction.
Serta servicescape, fasilitas, dan potongan harga secara simultan berpengaruh
positif dan signifikan terhadap customer satisfaction.

Kata Kunci: Servicescape, Fasilitas, Potongan Harga dan Customer Satisfaction
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