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Pengaruh Service Quality Terhadap Customer Satisfaction : Studi 

Kasus Konsumen Amaris Hotel Cimanuk Bandung  

 Brigitta Vania Maharani 

ABSTRAK 
 

Penilaian service quality atau kualitas layanan merupakan sebuah kunci 
utama bagi seluruh perusahaan, termasuk digunakan pada industri perhotelan. 
Setelah melewati masa krisis yaitu COVID-19 yang melanda di tahun 2020, 
industri perhotelan telah bangkit untuk melayani seluruh pengunjung tamu 
yang akan datang ke sebuah perhotelan. Tujuan dari penelitian ini adalah 
untuk mengetahui faktor apa saja yang dapat mempengaruhi customer 
satisfaction atau kepuasan pelanggan pada salah satu hotel budget di 
Indonesia, yaitu Amaris Hotel Cimanuk Bandung menggunakan dimensi-
dimensi dari Service Quality. Dimensi yang meliputi Service Quality adalah 
Reliability, Assurance, Tangible, Empathy, dan Responsiveness. Penelitian 
ini diikuti oleh 118 responden yang telah memenuhi syarat penelitian. 
Analisis data penelitian ini didukung oleh software IBM SPSS versi 26. Hasil 
menunjukkan bahwa keempat dimensi Service Quality, yaitu reliability, 
assurance, empathy, dan responsiveness berpengaruh positif  terhadap 
kepuasan pelanggan di Amaris Hotel Cimanuk Bandung, kecuali tangible 
yang tidak berpengaruh terhadap kepuasan pelanggan di Amaris Hotel 
Cimanuk Bandung.  
 

Kata kunci: Kepuasan Pelanggan, Kualitas Layanan, Hotel Budget, Industri 
Perhotelan, Regresi Linear Berganda. 
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The Influence of Service Quality on Customer Satisfaction : A Case 

Study on Amaris Hotel Cimanuk Bandung Consumers 

 Brigitta Vania Maharani 

 

ABSTRACT (English) 
 

The assessment of service quality is a key factor for all companies and is used 
in various industries, including the hospitality industry. After enduring the 
crisis of the COVID-19 pandemic in 2020, the hospitality industry has risen 
again to serve guests coming to hotels. The purpose of this study is to identify 
the factors that affect customer satisfaction at one of Indonesia’s budget 
hotels, Amaris Hotel Cimanuk Bandung, by using the dimensions of Service 
Quality. The dimensions of Service Quality include Reliability, Assurance, 
Tangibles, Empathy, and Responsiveness. This research was conducted with 
118 respondents who met the research criteria. Data analysis was performed 
using multiple linear regression, which included Instrument Testing, 
Classical Assumption Testing, and Hypothesis Testing, supported by IBM 
SPSS version 26 software. The results showed that four dimensions of Service 
Quality, namely reliability, assurance, empathy, and responsiveness 
positively influenced customer satisfaction at Amaris Hotel Cimanuk 
Bandung, while Tangibles did not have an impact on customer satisfaction at 
the hotel. 
 

Keywords: Budget Hotel, Customer Satisfaction, Multiple Linear Regression, 
Service Quality. 
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