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ABSTRAK

Penelitian ini bertujuan untuk mengetahui apakah upaya service quality dapat
memenuhi kepuasan pelanggan di Hotel sriwijaya 99 Palembang. Metode yang
digunakan oleh penulis di penelitian ini adalah kualitatif dan kuantitatif. Mengambil
sampel 100 tamu_Hotel sriwijaya 99. Indikator TCR Kepuasan tamu (Y) di Hotel
Sriwijaya 99 Palembang sebesar 95,8 yaitu Sangat baik. Artinya dari Kepuasan tamu
terhadap service dari frontdesk agent hotel Sriwijaya 99 Palembang seperti kualitas
dan fasilitas hotel Sriwijaya 99 Palembang yang disediakan sudah sesuai dengan
bintang dan harapan tamu, serta berkesan baik sehingga sebagian besar tamu mau
untuk datang kembali dan mau merekomendasikan hotel ini kepada tamu lain.
Berdasarkan hasil dari kusioner yang di service quality berpengaruh terhadap
kepuasan pelanggan dengan dilakukan uji Validitas nilai X>0,196 dan nilai variabel
Y>0,196 pada nilai signifikansinya 5%, nilai koefisien reliabitas dengan nilai
cronbach’s alpha Service quality (X) 0,815>0,060 dan (Y) 0,843>0,060 jadi artinya
tiap pernyataan indicator service quality (X) dengan kepuasan pelanggan (Y)
mendapatkan nilai korelation dengan skor total mampu untuk di analisi lebih lanjut
dan dapat di simpulkan bahwa seluruh pernyataan dalam kuesioner tersebut reliable
maka HO di tolak dan H1 di terima, nilai service quality berpengaruh positif terhadap
kepuasan pelanggan di hotel Sriwijaya 99 Palembang.

Kata kunci : Service quality frontdesk, kepuasan tamu



ABSTRACT

This research aims to find out whether service quality efforts can meet customer
satisfaction at Hotel Sriwijaya 99 Palembang. The method used by the author in this
research is qualitative and quantitative. Taking a sample of 100 guests at Hotel
Sriwijaya 99. The TCR indicator for guest satisfaction (Y) at Hotel Sriwijaya 99
Palembang is 95.8, namely very good. This means that guests are satisfied with the
service from the front desk agent at the Sriwijaya 99 Palembang hotel, such as the
quality and facilities provided by the Sriwijaya 99 Palembang hotel are in line with
the stars and guests' expectations, and makes a good impression so that most guests
want to come back and want to recommend this hotel to other guests. . Based on the
results of the questionnaire, service quality has an effect on customer satisfaction by
conducting a validity test with a value of ) 0.843>0.060 so it means that each
statement of service quality indicator (X) with customer satisfaction (Y) gets a
correlation value with a total score capable of further analysis and it can be
concluded that all statements in the questionnaire are reliable, so HO is rejected and
H1 is rejected. accept, the value of service quality has a positive effect on customer
satisfaction at the Sriwijaya 99 Palembang hotel.

Keywords: Frontdesk service quality, guest satisfaction
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