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ABSTRAKSI

PENGARUH KUALITAS PELAYANAN, FASILITAS, DAN

HARGA TERHADAP KEPUASAN PELANGGAN SERTA

DAMPAKYA PADA KEPUTUSAN PELANGGAN HOTEL
SALAM ASRI KUDUS.

RIO IQBAL JUFANIKA
NIM. 2015-11-381

Dosen Pembimbing : 1. Dr. Mokhamad. Arwani, SE. MM.
2. Indah Dwi Prasetyaningrum, SE. MM.

UNIVERSITAS MURIA KUDUS
FAKULTAS EKONOMI DAN BISNIS PROGRAM STUDI MANAJEMEN

Penelitian ini bertujuan untuk menguji pengaruh kualitas pelayanan, fasilitas,
dan harga terhadap kepuasan pelanggan serta dampakya pada keputusan pelanggan
Hotel Salam Asri Kudus. Dalam penelitian ini menggunakan tiga variabel bebas,
yaitu kualitas pelayanan, fasilitas, dan harga serta dua variabel terikat, yaitu
kepuasan pelanggan dan keputusan pelanggan.

Penelitian ini dilakukan dengan metode deskriptif kuantitatif pada Hotel
Salam Asri dan dianalisis dengan regresi, dengan tahapan meregresi pengaruh
kualitas pelayanan, fasilitas, dan harga terhadap kepuasan pelanggan serta
dampakya pada keputusan pelanggan Hotel Salam Asri Kudus.

Hasil penelitian menunjukkan bahwa kualitas pelayanan, fasilitas, dan harga
terbukti memiliki pengaruh yang positif dan signifikan terhadap kepuasan
pelanggan serta dampakya pada keputusan pelanggan Hotel Salam Asri Kudus.
Fasilitas memiliki pengaruh paling dominan terhadap kepuasan pelanggan serta
dampakya pada keputusan pelanggan Hotel Salam Asri Kudus. Perusahaan
diharapkan mempertahankan fasilitas yang ada dan meperhatikan fasilitas yang
perlu diperbaiki sehingga dapat meningkatakn kepuasan pelanggan dan berdampak
pada keputusan pelanggan.

Kata kunci: Kualitas Pelayanan, Fasilitas, Harga, Kepuasan Pelanggan,
Keputusan Pelanggan.



ABSTRACT

THE EFFECT OF QUALITY OF SERVICE, FACILITIES, AND
PRICE ON CUSTOMER SATISFACTION AND ITS IMPACT ON
THE DECISION OF CUSTOMER SALAM ASRI HOTEL

RIO IQBAL JUFANIKA
NIM. 2015-11-381

Guidance Lecturer ;1. Dr. Mokhamad. Arwani, SE. MM.
2. Indah Dwi Prasetyaningrum, SE. MM.

UNIVERSITAS MURIA KUDUS
FACULTY OF ECONOMIC AND AND BUSINESS STUDY PROGRAM
OF MANAGEMENT

This study aims to examine the effect of service quality, facilities, and prices on
customer satisfaction and its impact on customer decisions at Salam Asrvi Kudus
Hotel. In this study using three independent variables, namely service quality,
facilities, and prices and two dependent variables, namely customer satisfaction
and customer decisions.

This research was conducted with a quantitative descriptive method in Salam
Asri Hotel and analyzed by regression, with the stages of regressing the influence
of service quality, facilities, and prices on customer satisfaction and its impact on
Salam Asri Kudus Hotel customer decisions.

The results showed that the quality of service, facilities, and prices proved to
have a positive and significant effect on customer satisfaction and its impact on
customer decisions at Salam Asvi Kudus Hotel. The facility has the most dominant
influence on customer satisfaction and its impact on the customer's decision at
Salam Asri Kudus Hotel. The company is expected to maintain existing facilities
and pay attention to facilities that need to be improved so that it can improve
customer satisfaction and have an impact on customer decisions.

Keywords: Service Quality, Facilities, Prices, Customer Satisfaction, Customer
Decisions.
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