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ABSTRAK 

 

Minimnya sebuah kualitas pelayanan yang diberikan akan memberikan dampak 

kepada kepuasan tamu yang menginap di hotel dan membuat image hotel tersebut tidak 

baik. Pentingnya kualitas pelayanan pun disadari oleh pihak Grand Asrilia Hotel 

Convention & Restaurant. Penelitian ini merupakan penelitian kuantitatif deskriptif 

yang menggunakan korelasi spearman rank. Kualitas pelayanan yang akan diuji oleh 

penulis adalah dimensi yang berada di dalam LODGSERV yaitu tangible  (barang atau  

bukti terukur), emphaty (empati), reliability (keandalan), responsiveness (daya 

tanggap), serta assurance (jaminan). Hasil penelitian menunjukkan bahwa dimensi 

LODGSERV memiliki hubungan kuat dengan kepuasan tamu,dan didapatkan hasil 

bahwa  indikator emphaty merupakan dimensi yang dinilai sangat baik oleh responden 

diantara dimensi lainnya dan dimensi  assurance yang tidak baik dimata responden. 

 

Kata Kunci: kepuasan tamu, kualitas pelayanan, pelayanan
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ABSTRACT 

 

Satisfaction of guests staying at the hotel is really important, its because if the 

guest review are not good then it can made the image of the hotel not good. The 

importance of service quality was realized by Grand Asrilia Hotel Convention & 

Restaurant. This research is a descriptive quantitative research that uses spearman 

rank correlation. The quality of service that will be tested by the author is the 

dimensions in LODGSERV, namely tangible, emphaty, reliability, responsiveness, and 

assurance. The results showed that the LODGSERV dimension has a strong 

relationship with guest satisfaction, and it was found that the emphaty indicator is a 

dimension that is considered very good by respondents among other dimensions and 

the assurance dimension is not good in the eyes of respondents. 

Keywords: guest satisfaction, quality of service, service
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