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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan,
kebersihan keamanan terhadap kepuasan tamu hotel non bintang Kab. Samosir pada
masa pandemi covid-19 Populasi dalam penelitian ini adalah tamu yang menginap
pada hotel non bintang Kab. Samosir. Teknik pengambilan sampel menggunakan non
probability sampling, Data dalam penelitian ini dikumpulkan dari 443 orang
responden. Data yang terkumpul dianalisis menggunakan SPSS 21, meliputi uji
instrumen penelitian, uji asumsi klasik dan uji hipotesis dan analisis regresi linear
berganda. Hasil Penelitian ini menunjukkan bahwa: Kualitas pelayanan memiliki
pengaruh positif signifikan terhadap kepuasan tamu dengan nilai koefisien regresi
sebesar 0.113. Selanjutnya, kebersihan (hygiene) berpengaruh positif signifikan
terhadap kepuasan tamu karena memiliki nilai koefisien regresi sebesar 0.050
Kemudian keamanan menginap (Safety) juga memberikan pengaruh positif terhadap
kepuasan tamu dengan nilai koefisien regresi sebesar 0.307. Dan kualitas pelayanan,
kebersihan dan keamanan secara simultan mempengaruhi kepuasan tamu dalam model
regresi ini sebesar 80.4%. Berdasarkan hasil penelitian dapat diketahui bahwa
kepuasan tamu pada masa pandemi covid-19 akan dapat tercipta apabila manajemen
hotel mampu memberikan jaminan akan kualitas pelayanan, kebersihan area hotel, dan
rasa aman bagi tamu yang menginap di hotel non bintang Kabupaten Samosir.

Kata Kunci: Kualitas pelayanan, Kebersihan, Keamanan dan Kepuasan tamu

ABSTRACT

This study aims to analyze the effect of service quality, Hygiene and safety of
on guest satisfaction of non-star hotels during the Covid-19 Pandemic in Samosir
Island. The population of this research was guests who stayed at non star hotels in
Samosir regency. The sampling technique used was nonprobability sampling and the
convenience method. Data for this research was collected from 443 respondents. The
data collected was analyzed with Statistical Package for the Social Sciences 21 (SPSS)
including research instrument test, the classic assumption test, the hypothesis test, and
multiple linear regression test. According to the research results, Service quality has
a positive and significant effect on guest satisfaction with coefficient regression value
of 0.113. Next, hygiene has a positive and significant effect on guest satisfaction with
coefficient regression value of 0.050. Safety also has a positive and significant effect
on guest satisfaction with a coefficient regression value of 307. And the quality of
service, hygiene, and safety simultaneously affect guest satisfaction in this regression
model by 80.4%. The result shows that guest satisfaction during covid-19 pandemic
will be created if hotel management is able to guarantee the quality of f service,
Hygiene of hotel area and perceived safety for guest staying at non-star hotels in
samosir island.

Keywords : Quality of service, Hygiene, Safety and Guest Satisfaction
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