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ABSTRAKSI 

 

 

Tujuan dari penelitian ini adalah untuk menguji pengaruh kualitas pelayanan yang 

terdiri dari tangible, reliability, responsiveness, assurance, dan emphaty terhadap 

kepuasan pelanggan Hotel Taman Asri Madiun baik secara parsial maupun secara 

simultan. Populasi  penelitian ini adalah pelanggan yang sedang menginap di 

Hotel Taman Asri Kota Madiun. Jumlah sampel penelitian sebesar 82 orang. 

Teknik pengambilan sampel pada penelitian ini menggunakan purposive 

sampling. Pengujian hipotesis menggunakan analisis regresi linier berganda, 

koefisien determinasi, uji t dan uji F. Hasil penelitian menunjukkan bahwa 

tangible, reliability, responsiveness, assurance, dan emphaty secara parsial dan 

secara simultan berpengaruh signifikan terhadap kepuasan pelanggan.  

 

Kata kunci  : kualitas pelayanan, kepuasan pelanggan  
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ABSTRACT 
 

 

The purpose of this research is to examine the influence of service quality which 

consist of tangible, reliability, responsiveness, assurance, and empathy to 

customer satisfaction of Taman Asri Hotel Madiun either partially or 

simultaneously. The population of this research is the customers who are staying 

at Taman Asri Hotel Madiun. The sample size is 82 people. Sampling technique 

in this research use purposive sampling. Hypothesis testing using multiple linear 

regression, coefficient of determination, t test and F test. The results showed that 

tangible, reliability, responsiveness, assurance, and emphaty partially and 

simultaneously have a significant effect on customer satisfaction. 

 

Keywords: service quality, customer satisfaction 
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