
 
 

 

 

 

70 

 
 

 

 

BAB V 

KESIMPULAN DAN SARAN 

A. Kesimpulan 

       Penelitian ini meneliti tentang analisis pengaruh kualitas pelayanan pemandu 

wisata rafting terhadap Kepuasan Tamu Hotel di Hotel Royal Ambarrukmo 

dengan variabel bebas bukti langsung/ tangible (X1), keandalan/ Reability (X2), 

Jaminan/ Assurance (X3), Daya tanggap/ Responsiveness (X4), Empati/ Empathy 

(X5)  serta variabel terikat Kepuasan Tamu Hotel (Y). Alat – alat analisis yang 

digunakan dalam penelitian ini adalah uji kelayakan instrumen, uji analisis 

menggunakan Analisis regresi Linear berganda dan uji hipotesis F – test dan T - 

test dengan bantuan program SPSS versi 26. Sampel yang dipilih adalah sebanyak 

30 Responden yang berkunjung ke Tamu Hotel Royal Ambarrukmo dan 

menggunakan jasa bartender. 

Dari hasil penelitian yang sudah diteliti dan sesuai data yang diperoleh, maka 

dapat disimpulkan hasil dari penelitian ini adalah sebagai berikut: 

1. Hasil analisis regresi linear berganda menunjukkan variabel bebas dimensi 

kualitas pelayanan memiliki nilai positif dan signifikan terhadap Kepuasan 

Tamu. 
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2. Hasil Uji F – test menunjukkan bahwa variabel bukti langsung/ tangible (X1), 

keandalan/ Reability (X2), Jaminan/ Assurance (X3), Daya tanggap/ 

Responsiveness (X4), Empati/ Empathy (X5)  secara bersama – sama 

berpengaruh terhadap Kepuasan Tamu Hotel di Tamu Hotel Royal 

Ambarukmo yang ditunjukkan dengan nilai F hitung lebih besar dari F tabel 

atau 12,575 > 2,76.  

3. Hasil uji t - parsial, kelima dimensi kualitas pelayanan berpengaruh secara 

parsial dan signifikan  terhadap Kepuasan Tamu Hotel yang berkunjung dan 

menggunakan jasa Bartender di Hotel Royal Ambarrukmo yang ditunjukkan 

dengan nilai t hitung ke -5 variabel lebih besar dari nilai t tabel. 

4. Hasil Uji perbandingan koefisien regresi linear berganda menunjukkan bahwa 

variabel Empati / Empathy (X5) berpengaruh dominan terhadap Kepuasan 

Tamu Hotel di Hotel Royal Ambarrukmo. 

5. Hasil penelitian besarnya adjusted R square adalah sebesar 0,542 sehingga 

kualitas pelayanan memberikan pengaruh terhadap Kepuasan Tamu Hotel di 

Tamu Hotel Royal Ambarrukmo sebesar 54,2%. 

B. Saran 

Berdasarkan hasil penelitian yang telah dilakukan di Hotel Royal 

Ambarrukmo Yogyakarta, maka peneliti dapat memberikan beberapa saran 

sebagai berikut: 
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1. Disarankan supaya bartender dapat berusaha maksimal menumbuhkan 

empati dalam memberikan pelayanan yang paling maksimal dalam 

memberikan kepuasan kepada tamu dari segi prosedur pelayanan, harga, 

kuantiti dan harapan yang tamu inginkan. 

2. Diharapkan dengan adanya guest comment card maka management didalam 

restaurant n bar sendiri dapat mempertahankan bahkan meningkatkan kinerja 

bartender itu sendiri. 
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1 2 3 1 2 3 1 2 3 1 2 3

1 3 4 3 4 3 3 3 2 3 3 3 3

2 3 3 3 3 3 3 3 2 3 3 3 3

3 3 3 4 4 3 3 3 3 3 3 3 4

4 3 3 3 3 3 3 3 3 3 3 3 3

5 4 3 3 4 3 3 3 3 3 3 3 3

6 3 3 3 3 3 3 2 2 3 3 3 2

7 3 3 3 3 3 3 3 3 3 4 3 3

8 3 3 4 4 3 3 3 2 3 3 3 3

9 3 4 4 3 3 3 4 3 3 3 3 3

10 3 3 3 3 4 4 4 3 4 4 4 4

11 3 3 3 3 3 3 3 3 3 3 3 3

12 4 4 4 4 4 4 4 4 4 4 3 3

13 4 4 3 4 3 4 4 3 4 4 3 3

14 3 3 3 3 3 3 3 3 3 3 3 2

15 3 3 3 3 3 3 4 3 3 3 3 3

16 1 2 3 2 3 3 3 3 3 2 3 3

17 3 3 4 3 3 3 3 2 3 3 3 2

18 3 3 4 3 3 3 3 3 3 3 3 3

19 4 4 4 4 4 4 4 3 4 4 4 3

20 4 3 3 3 3 3 4 3 4 3 3 4

21 4 3 3 3 3 4 3 3 3 3 3 4

22 3 3 3 2 2 3 3 2 3 2 3 3

23 3 3 4 3 3 4 4 3 3 3 3 3

24 3 3 3 3 3 3 3 3 3 3 3 3

25 4 4 4 4 3 3 3 4 3 3 3 3

26 4 3 3 3 3 3 3 3 3 3 3 3

27 3 3 3 3 3 3 3 3 3 3 3 3

28 4 4 4 4 3 3 3 4 3 3 3 3

29 3 3 3 3 3 4 3 3 4 3 3 3

30 3 3 4 3 3 3 4 2 3 3 3 3

NO
Keandalan (Reliability) Jaminan (Assurance) Empati (Emphaty)Bukti Fisik (Tangible)



31 3 3 4 3 2 3 2 2 3 3 3 3

32 3 4 4 4 3 4 4 3 3 2 4 4

33 3 3 3 3 3 3 3 3 3 3 3 3

34 4 4 4 4 4 4 4 4 4 2 4 4

35 3 3 3 3 3 3 3 3 3 3 3 3
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38 3 4 3 4 4 4 4 3 3 3 3 3

39 3 4 4 4 4 4 4 3 3 3 3 3

40 3 3 3 3 3 3 3 3 3 3 3 3

41 3 3 3 3 3 3 3 3 3 3 3 3

42 3 3 3 3 3 3 3 3 3 3 3 3

43 3 3 3 3 3 2 3 2 3 3 3 2

44 3 3 3 2 3 3 3 3 3 3 3 3

45 3 3 3 3 3 3 3 3 3 3 3 3

46 3 3 3 3 3 3 3 4 2 3 3 2

47 3 3 3 3 3 3 3 3 3 3 3 3

48 3 3 3 3 4 4 4 3 4 4 4 4

49 3 3 3 3 3 3 3 3 3 3 4 2

50 4 3 4 2 2 3 3 2 4 4 3 4



1 2 3 1 2 3 1 2 3 1 2 3

3 3 3 2 3 3 3 3 3 3 4 3

3 3 3 2 3 3 3 3 3 3 2 2

3 3 3 2 4 3 3 3 3 3 3 3

3 3 3 3 3 3 3 3 3 3 3 3

3 3 3 3 3 3 3 3 3 3 2 3

3 3 3 2 3 1 1 1 1 2 1 3

4 3 3 3 3 3 3 3 3 3 3 3

3 3 3 2 3 3 3 3 3 3 3 3

3 3 3 2 3 3 3 3 3 3 2 3

4 4 4 3 4 4 4 4 4 4 3 3

3 3 3 3 3 3 3 3 3 3 3 3

4 4 4 2 3 4 4 3 3 3 2 3

3 4 3 4 4 3 3 3 3 4 3 4

3 3 3 2 2 3 3 3 3 3 3 2

3 3 3 3 3 3 3 3 3 3 3 3

2 3 3 3 2 2 2 3 3 3 3 3

3 3 3 1 3 3 3 3 3 3 3 3

3 4 3 3 3 3 3 3 3 3 3 4

4 4 4 2 4 4 4 4 4 4 4 4

3 3 3 3 4 3 4 3 3 4 3 4

3 3 3 2 3 3 3 3 3 3 4 4

3 3 3 2 3 3 3 3 2 4 3 2

3 4 4 3 3 3 3 4 4 3 3 3

3 3 3 3 3 3 3 3 3 3 3 3

4 4 4 3 3 4 3 3 3 3 4 3

3 3 3 2 3 3 3 3 3 3 2 3

3 3 3 3 3 3 3 3 3 3 3 3

4 4 4 3 3 4 3 3 3 3 4 3

4 4 4 3 4 4 3 3 3 4 3 3

3 4 4 2 3 3 3 3 3 3 3 3

Pelayanan (Service)Daya Tanggap (Responsibility) Harga (Price) Kualitas Produk ( Product Quality)



3 3 3 2 3 3 3 3 2 2 2 2

3 4 4 2 3 2 4 4 4 2 4 4

3 3 3 3 3 3 3 3 3 3 3 3

4 4 4 2 4 4 4 4 4 4 2 4

3 3 3 3 3 3 3 3 3 3 3 3

4 4 3 4 4 4 4 4 4 3 3 3

4 4 4 3 3 3 3 3 4 3 2 3

3 4 3 3 4 3 4 4 4 4 4 4

4 4 4 3 4 4 4 4 3 3 3 3

3 3 3 3 3 3 3 3 3 2 2 3

3 3 3 3 3 3 3 3 3 3 3 3

3 3 3 3 3 3 3 3 3 3 3 3

3 3 3 2 3 3 3 3 3 3 3 3

3 3 3 2 3 3 3 3 3 3 3 3

3 3 3 3 3 3 3 3 3 2 2 3

3 3 3 2 3 3 3 3 3 3 3 3

3 3 3 3 3 3 3 3 3 3 3 3

4 4 4 3 4 4 4 4 4 4 3 3

3 3 3 2 3 3 3 3 3 3 3 3

3 4 3 4 3 4 3 4 3 3 3 3



1 2 3 Kemudahan

3 4 3 1 2 3

3 3 3 3 4 3

4 4 3 3 3 3

3 3 3 3 3 4

3 3 3 3 3 3

2 3 1 3 3 3

3 3 3 1 2 2

3 3 2 3 3 3

3 3 3 2 3 3

4 4 4 4 4 3

3 3 3 4 3 4

4 4 4 3 3 3

3 3 4 4 3 4

2 3 3 4 3 3

3 3 3 2 2 2

3 3 3 3 3 3

3 3 3 3 3 3

3 3 3 3 2 3

4 4 4 3 3 3

3 3 3 4 4 4

3 3 3 3 3 3

3 3 3 3 3 3

3 3 3 3 3 3

3 4 4 4 3 3

3 3 3 3 4 3

3 3 3 3 3 3

4 3 4 3 3 3

3 3 3 4 3 4

3 3 3 3 3 3

3 3 3 3 3 3

3 3 3 3 3 3

2 2 3 2 3 3

Faktor Emotional (Emotional Factor)



3 3 3 4 3 2

4 4 4 3 3 3

3 3 3 4 4 4

3 3 3 3 3 3

3 3 3 3 3 3

4 4 4 3 3 3

4 3 4 4 3 4

3 3 3 4 3 4

3 3 3 3 2 3

3 3 3 3 3 3

3 2 3 3 3 3

3 3 3 3 3 3

3 3 3 3 3 3

3 3 3 3 2 3

3 3 3 2 3 3

4 4 4 3 3 3

3 3 3 4 3 4

3 3 3 3 3 3

3 2 3



 

 

 

 

HASIL OLAH DATA SPSS VERSI 26 

ANALISIS PENGARUH KUALITAS PELAYANAN BARTENDER 

TERHADAP KEPUASAN TAMU HOTEL ROYAL AMBARUKMO 

 

Hasil uji validitas 

 

Correlations 

 X1.1 X1.2 X1.3 

Bukti Fisik / 

Tangible (X1) 

X1.1 Pearson Correlation 1 .659
**
 .213 .767

**
 

Sig. (2-tailed)  .008 .446 .001 

N 15 15 15 15 

X1.2 Pearson Correlation .659
**
 1 .533

*
 .906

**
 

Sig. (2-tailed) .008  .041 .000 

N 15 15 15 15 

X1.3 Pearson Correlation .213 .533
*
 1 .737

**
 

Sig. (2-tailed) .446 .041  .002 

N 15 15 15 15 

Bukti Fisik / Tangible 

(X1) 

Pearson Correlation .767
**
 .906

**
 .737

**
 1 

Sig. (2-tailed) .001 .000 .002  

N 15 15 15 15 

**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

Correlations 

 X2.1 X2.2 X2.3 

Keandalan / 

Reliability (X2) 

X2.1 Pearson Correlation 1 .272 .431 .726
**
 

Sig. (2-tailed)  .326 .109 .002 

N 15 15 15 15 

X2.2 Pearson Correlation .272 1 .829
**
 .828

**
 

Sig. (2-tailed) .326  .000 .000 

N 15 15 15 15 

X2.3 Pearson Correlation .431 .829
**
 1 .906

**
 

Sig. (2-tailed) .109 .000  .000 

N 15 15 15 15 

Keandalan / Reliability 

(X2) 

Pearson Correlation .726
**
 .828

**
 .906

**
 1 

Sig. (2-tailed) .002 .000 .000  

N 15 15 15 15 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

Correlations 

 X3.1 X3.2 X3.3 

Jaminan / 

Assurance 

(X3) 

X3.1 Pearson Correlation 1 .601
*
 .639

*
 .896

**
 

Sig. (2-tailed)  .018 .010 .000 

N 15 15 15 15 

X3.2 Pearson Correlation .601
*
 1 .492 .840

**
 

Sig. (2-tailed) .018  .062 .000 

N 15 15 15 15 

X3.3 Pearson Correlation .639
*
 .492 1 .801

**
 

Sig. (2-tailed) .010 .062  .000 

N 15 15 15 15 

Jaminan / Assurance (X3) Pearson Correlation .896
**
 .840

**
 .801

**
 1 

Sig. (2-tailed) .000 .000 .000  

N 15 15 15 15 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

Correlations 

 X4.1 X4.2 X4.3 

Ketanggapan / 

Responsiveness 

(X4) 

X4.1 Pearson Correlation 1 .583
*
 .784

**
 .879

**
 

Sig. (2-tailed)  .022 .001 .000 

N 15 15 15 15 

X4.2 Pearson Correlation .583
*
 1 .784

**
 .879

**
 

Sig. (2-tailed) .022  .001 .000 

N 15 15 15 15 

X4.3 Pearson Correlation .784
**
 .784

**
 1 .945

**
 

Sig. (2-tailed) .001 .001  .000 

N 15 15 15 15 

Ketanggapan / 

Responsiveness (X4) 

Pearson Correlation .879
**
 .879

**
 .945

**
 1 

Sig. (2-tailed) .000 .000 .000  

N 15 15 15 15 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Correlations 

 X5.1 X5.2 X5.3 

Empati / 

Empathy (X5) 

X5.1 Pearson Correlation 1 .555
*
 .411 .781

**
 

Sig. (2-tailed)  .032 .128 .001 

N 15 15 15 15 

X5.2 Pearson Correlation .555
*
 1 .638

*
 .844

**
 

Sig. (2-tailed) .032  .010 .000 

N 15 15 15 15 

X5.3 Pearson Correlation .411 .638
*
 1 .858

**
 

Sig. (2-tailed) .128 .010  .000 

N 15 15 15 15 

Empati / Empathy (X5) Pearson Correlation .781
**
 .844

**
 .858

**
 1 

Sig. (2-tailed) .001 .000 .000  

N 15 15 15 15 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Correlations 

 Y1.1 Y1.2 Y1.3 

Harga / Price 

(Y1) 

Y1.1 Pearson Correlation 1 .688
**
 .327 .847

**
 

Sig. (2-tailed)  .005 .234 .000 

N 15 15 15 15 

Y1.2 Pearson Correlation .688
**
 1 .326 .818

**
 

Sig. (2-tailed) .005  .236 .000 

N 15 15 15 15 

Y1.3 Pearson Correlation .327 .326 1 .716
**
 

Sig. (2-tailed) .234 .236  .003 

N 15 15 15 15 

Harga / Price (Y1) Pearson Correlation .847
**
 .818

**
 .716

**
 1 

Sig. (2-tailed) .000 .000 .003  

N 15 15 15 15 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

Correlations 

 Y2.1 Y2.2 Y2.3 

Pelayanan/Servi

ce (Y2) 

Y2.1 Pearson Correlation 1 .919
**
 .919

**
 .966

**
 

Sig. (2-tailed)  .000 .000 .000 

N 15 15 15 15 

Y2.2 Pearson Correlation .919
**
 1 1.000

**
 .990

**
 

Sig. (2-tailed) .000  .000 .000 

N 15 15 15 15 

Y2.3 Pearson Correlation .919
**
 1.000

**
 1 .990

**
 

Sig. (2-tailed) .000 .000  .000 

N 15 15 15 15 

Pelayanan/Service (Y2) Pearson Correlation .966
**
 .990

**
 .990

**
 1 

Sig. (2-tailed) .000 .000 .000  

N 15 15 15 15 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

 

 



 

 

 

 

Correlations 

 Y3.1 Y3.2 Y3.3 

Kualitas 

Produk/Quality 

Product (Y3) 

Y3.1 Pearson Correlation 1 .440 .680
**
 .854

**
 

Sig. (2-tailed)  .100 .005 .000 

N 15 15 15 15 

Y3.2 Pearson Correlation .440 1 .332 .773
**
 

Sig. (2-tailed) .100  .227 .001 

N 15 15 15 15 

Y3.3 Pearson Correlation .680
**
 .332 1 .768

**
 

Sig. (2-tailed) .005 .227  .001 

N 15 15 15 15 

Kualitas Produk/Quality 

Product (Y3) 

Pearson Correlation .854
**
 .773

**
 .768

**
 1 

Sig. (2-tailed) .000 .001 .001  

N 15 15 15 15 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Correlations 

 Y4.1 Y4.2 Y4.3 

Faktor 

Emosional (Y4) 

Y4.1 Pearson Correlation 1 .719
**
 .637

*
 .910

**
 

Sig. (2-tailed)  .003 .011 .000 

N 15 15 15 15 

Y4.2 Pearson Correlation .719
**
 1 .413 .775

**
 

Sig. (2-tailed) .003  .126 .001 

N 15 15 15 15 

Y4.3 Pearson Correlation .637
*
 .413 1 .857

**
 

Sig. (2-tailed) .011 .126  .000 

N 15 15 15 15 

Faktor Emosional (Y4) Pearson Correlation .910
**
 .775

**
 .857

**
 1 

Sig. (2-tailed) .000 .001 .000  

N 15 15 15 15 

**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

 

Correlations 

 Y5.1 Y5.2 Y5.3 

Kemudahan 

(Y5) 

Y5.1 Pearson Correlation 1 .632
*
 .712

**
 .939

**
 

Sig. (2-tailed)  .011 .003 .000 

N 15 15 15 15 

Y5.2 Pearson Correlation .632
*
 1 .450 .782

**
 

Sig. (2-tailed) .011  .092 .001 

N 15 15 15 15 

Y5.3 Pearson Correlation .712
**
 .450 1 .840

**
 

Sig. (2-tailed) .003 .092  .000 

N 15 15 15 15 

Kemudahan (Y5) Pearson Correlation .939
**
 .782

**
 .840

**
 1 

Sig. (2-tailed) .000 .001 .000  

N 15 15 15 15 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 

 



Hasil Uji Reliabilitas 

 

Bukti Langsung /Tangible (X1) 

 

Case Processing Summary 

 N % 

Cases Valid 15 100.0 

Excluded
a
 0 .0 

Total 15 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.722 3 

 

 

keandalan /reliability (X2) 

 

Case Processing Summary 

 N % 

Cases Valid 15 100.0 

Excluded
a
 0 .0 

Total 15 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

 

 

 

 

 

 

 



Reliability Statistics 

Cronbach's 

Alpha N of Items 

.744 3 

 

Jaminan /Assurance (X3) 

 

Case Processing Summary 

 N % 

Cases Valid 15 100.0 

Excluded
a
 0 .0 

Total 15 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.794 3 

 

Daya Tanggap /Responsiveness (X4) 

 

Case Processing Summary 

 N % 

Cases Valid 15 100.0 

Excluded
a
 0 .0 

Total 15 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

 

 

 

 

 



Reliability Statistics 

Cronbach's 

Alpha N of Items 

.877 3 

 

 

 

Empati /Empathy (X5) 

 

Case Processing Summary 

 N % 

Cases Valid 15 100.0 

Excluded
a
 0 .0 

Total 15 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.740 3 

 

Harga /Price (Y1) 

 

Case Processing Summary 

 N % 

Cases Valid 15 100.0 

Excluded
a
 0 .0 

Total 15 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

 

 

 



 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.694 3 

 

 

 

Pelayanan/ Services (Y2) 

 

Case Processing Summary 

 N % 

Cases Valid 15 100.0 

Excluded
a
 0 .0 

Total 15 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.980 3 

 

Kualitas Produk / Product Quality (Y3) 

 

Case Processing Summary 

 N % 

Cases Valid 15 100.0 

Excluded
a
 0 .0 

Total 15 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 



 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.717 3 

 

 

Faktor Emosional / Emotional (Y4) 

 

Case Processing Summary 

 N % 

Cases Valid 15 100.0 

Excluded
a
 0 .0 

Total 15 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.786 3 

 

Kemudahan /efficientcy (Y5) 

 

Case Processing Summary 

 N % 

Cases Valid 15 100.0 

Excluded
a
 0 .0 

Total 15 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

 



 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.806 3 

 
 

HASIL ANALISIS REGRESI LINEAR BERGANDA DAN UJI HIPOTESIS 

 

Variables Entered/Removeda 

Model Variables Entered Variables Removed Method 

1 Empati / Empathy (X5), 

Bukti Fisik / Tangible 

(X1), Keandalan / 

Reliability (X2), 

Jaminan / Assurance 

(X3), Ketanggapan / 

Responsiveness (X4)
b
 

. Enter 

a. Dependent Variable: Kepuasan Tamu 

b. All requested variables entered. 

 

 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .767
a
 .588 .542 3.459 

a. Predictors: (Constant), Empati / Empathy (X5), Bukti Fisik / Tangible 

(X1), Keandalan / Reliability (X2), Jaminan / Assurance (X3), 

Ketanggapan / Responsiveness (X4) 

 

 

 

 

 

 

 



ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 752.339 5 150.468 12.575 .000
b
 

Residual 526.481 44 11.965   

Total 1278.820 49    

a. Dependent Variable: Kepuasan Tamu 

b. Predictors: (Constant), Empati / Empathy (X5), Bukti Fisik / Tangible (X1), Keandalan / 

Reliability (X2), Jaminan / Assurance (X3), Ketanggapan / Responsiveness (X4) 

 

 

 

 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1.299 6.203  .209 .835 

Bukti Fisik / Tangible (X1) .673 .311 .211 2.160 .036 

Keandalan / Reliability (X2) 1.321 .537 .336 2.462 .018 

Jaminan / Assurance (X3) 1.796 .619 .377 2.900 .006 

Ketanggapan / Responsiveness (X4) 1.087 .518 .287 2.100 .042 

Empati / Empathy (X5) 2.098 .513 .450 4.094 .000 

a. Dependent Variable: Kepuasan Tamu (Y) 

 
 

Statistik deskriptif 

Descriptive Statistics 

 

N Minimum Maximum Mean Std. Deviation 

Statistic Statistic Statistic Statistic Std. Error Statistic 

Bukti Fisik / Tangible (X1) 50 5 12 10.36 .226 1.601 

Keandalan / Reliability (X2) 50 7 12 9.50 .184 1.298 

Jaminan / Assurance (X3) 50 7 12 9.30 .152 1.074 

Ketanggapan / 

Responsiveness (X4) 

50 7 12 9.32 .190 1.347 

Empati / Empathy (X5) 50 7 12 9.32 .155 1.096 



Harga / Price (Y1) 50 6 12 9.04 .187 1.324 

Pelayanan/Service (Y2) 50 3 12 9.48 .205 1.446 

Kualitas Produk/Quality 

Product (Y3) 

50 6 12 9.18 .199 1.410 

Faktor Emosional (Y4) 50 5 12 9.90 .207 1.460 

Kemudahan (Y5) 50 5 12 9.34 .180 1.272 

Valid N (listwise) 50      
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