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ABSTRAK

Fransiskus Tola Kece, 2025 “Pengaruh Pelayanan, Fasilitas Dan Lokasi
Terhadap Kepuasan Konsumen Pada Hotel Flores Mandiri Ende” Skripsi.
Program Studi Manajemen. Fakultas Ekonomi dan Bisnis. Universitas Flores
Ende.

Pembimbing I Lambertus Langga, SE.,M.Sc

Pembimbing II Maria Endang Jamu, SE.,MM

Penelitian ini bertujuan : (1) Untuk mengetahui pengaruh pelayanan
terhadap kepuasan konsumen pada hotel Flores Mandiri Ende. (2)Untuk
mengetahui pengaruh fasilitas terhadap kepuasan konsumen pada hotel Flores
Mandiri Ende. (3) Untuk mengetahui pengaruh lokasi terhadap kepuasan
konsumen pada hotel Flores Mandiri Ende. Penelitian ini menggunakan metode
pendekatan Kuantitaif. Sampel penelitian ini berjumlah 96 orang pada pengujung
Hotel Flores Mandiri Ende. Data dikumpulkan dengan menggunakan kuesioner
yang telah diuji validitas, dan reliabilitasnya. Regresi linear berganda digunakan
untuk menguji hipotesis penelitian ini.

Hasil analisis menunjukan bahwa: (1) Hasil statistik uji regresi variabel
pelayanan terhadap kepuasan konsumen di Hotel Flores Mandiri Ende, nilai t hinmg
sebesar 4,437. Artinya t pitung > t wbat 1,986 dan nilai signifikan 0,000 < 0,05 maka
dapat disimpulkan bahwa hipotesis diterima dan terbukti terdapat pengaruh
pelayanan (X1) terhadap kepuasan konsumen di Hotel Flores Mandiri Ende (Y).
(2) Hasil statistik uji regresi variabel fasilitas terhadap kepuasan konsumen di
Hotel Flores Mandiri Ende, nilai t miwung Sebesar 6,666. Artinya t hiung > t tabe 1,986
dan nilai signifikan 0,000 < 0,05 maka dapat disimpulkan bahwa hipotesis
diterima dan terbukti terdapat pengaruh fasilitas (X2) terhadap kepuasan
konsumen di Hotel Flores Mandiri Ende (Y). (3) Hasil statistik uji regresi variabel
lokasi terhadap kepuasan konsumen di Hotel Flores Mandiri Ende, nilai t thitung
sebesar 3,506. Artinya t hitung > t taber 1,986 dan nilai signifikan 0,001 < 0,05 maka
dapat disimpulkan bahwa hipotesis diterima dan terbukti terdapat pengaruh lokasi
(X3) terhadap kepuasan konsumen di Hotel Flores Mandiri Ende (Y).

Kata Kunci: Pengaruh Pelayanan, Fasilitas, Lokasi, Kepuasan Konsumen



ABSTRACT

Fransiskus Tola Kece, 2025 “The Influence of Service, Facilities and Location
on Consumer Satisfaction at Hotel Flores Mandiri Ende” Thesis.
Management Study Program. Faculty of Economics and Business. University
of Flores Ende.

Supervisor I Lambertus Langga, SE.,M.Sc

Supervisor I Maria Endang Jamu, SE.,MM

This study aims to: (1) To determine the effect of service on consumer
satisfaction at Hotel Flores Mandiri Ende. (2) To determine the effect of facilities
on consumer satisfaction at Hotel Flores Mandiri Ende. (3) To determine the
effect of location on consumer satisfaction at Hotel Flores Mandiri Ende. This
study uses a quantitative approach method. The sample of this study was 96
people at the visitors of Hotel Flores Mandiri Ende. Data were collected using a
questionnaire that had been tested for validity and reliability. Multiple linear
regression was used to test the hypothesis of this study.

The results of the analysis show that: (1) The statistical results of the service
variable regression test on consumer satisfaction at the Flores Mandiri Ende
Hotel, the t-value is 4.437. This means that the t-value > t-table 1.986 and the
significant value is 0.000 < 0.05, so it can be concluded that the hypothesis is

.accepted and it is proven that there is an influence of service (X1) on consumer
satisfaction at the Flores Mandiri Ende Hotel (Y). (2) The statistical results of the
facility variable regression test on consumer satisfaction at the Flores Mandiri
Ende Hotel, the t-value is 6.666. This means that the t-value > t-table 1.986 and
the significant value is 0.000 < 0.05, so it can be concluded that the hypothesis is
accepted and it is proven that there is an influence of facilities (X2) on consumer
satisfaction at the Flores Mandiri Ende Hotel (Y). (3) The statistical results of the
location variable regression test on consumer satisfaction at the Flores Mandiri
Ende Hotel, the t-value is 3.506. This means that t count > t table 1.986 and a
significant value of 0.001 < 0.05, it can be concluded that the hypothesis is
accepted and proven that there is an influence of location (X3) on consumer
satisfaction at Hotel Flores Mandiri Ende (Y).

Keywords: Influence of Service, Facilities, Location, Consumer Satisfaction
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