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ANITA HOTMAIDA SITORUS, 220110031, 2022. “PENGARUH BRAND 

IMAGE, CUSTOMER EXPERIENCE DAN FASILITAS TERHADAP 

KEPUASAN TAMU HOTEL SIBAYAK INTERNASIONAL BERASTAGI”. 

Pembimbing : Imanuel Tarigan, S.E., M.Si 

Penelitian ini bertujuan untuk manganalisis pengaruh brand image, 

customer experience dan fasilitas terhadap kepuasan tamu hotel sibayak 

internasional berastagi. Data ini diperoleh melalui survey penyebaran kuesioner 

yang diberikan pada 96 (Sembilan Puluh Enam) orang responden pada Hotel 

Sibayak Internasional Berastagi. Teknik pengambilan sampel yang digunakan 

adalah accidental sampling, sedangkan analisis datanya yang digunakan adalah 

regresi linear berganda yang dilakukan dengan menggunakan bantuan software 

SPSS 25. Metode penelitian yang dipakai dalam penelitian ini adalah metode 

analisis kuantitatif. Berdasarkan hasil analisis dengan menggunakan bantuan 

software SPSS 25 diketehui KT = 1.175 + 0,207BI + 0,223CE + 0,347F. Brand 

image berpengaruh positif dan signifikan terhadap kepuasan tamu, Nilai thitung 

(2.045) > ttabel (1,661). Customer experience berpengaruh positif dan signifikan 

dengan kepuasan tamu. Dengan nilai thitung (3.021) > ttabel (1,661). Terdapat 

pengaruh yang signifikan antara fasilitas dengan kepuasan tamu. Dengan nilai 

thitung (4.463) > ttabel (1,661). Nilai koefisien determinasi (R
2
) = 81,5%  

menunjukkan besarnya pengaruh brand image, customer experience dan fasilitas 

terhadap kepuasan tamu, sedangkan sisanya 18,5% dipengaruhi faktor lain seperti 

strategi promosi, digital marketing dan harga yang tidak diteliti dalam penelitian 

ini. Dari hasil uji F diketahui bahwa Fhitung sebesar 134.741 > Ftabel sebesar 2.70 

dan nilai signifikan F sebesar 0,000 < α (0,05) sehingga H0 ditolak dan H4 

diterima, artinya secara simultan variabel brand image, customer experience dan 

fasilitas berpengaruh positif dan signifikan terhadap kepuasan tamu pada Hotel 

Sibayak Internasional Berastagi. 

Kata Kunci : Pengaruh Brand Image, Customer Experience dan Fasilitas 

Terhadap Kepuasan Tamu. 
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ANITA HOTMAIDA SITORUS, 220110031, 2022. “THE EFFECT OF BRAND 

IMAGE, CUSTOMER EXPERIENCE AND FACILITIES ON GUEST 

SATISFACTION OF HOTEL SIBAYAK INTERNATIONAL BERASTAGI”. 

Supervisor: Imanuel Tarigan, SE, M.Si 

This research discusses how the influence of brand image, customer 

experience and facilities on guest satisfaction at the Sibayak International Hotel 

in Berastagi. This data was obtained through a questionnaire survey given to 96 

(Ninety Six) respondents at the Sibayak International Hotel in Berastagi. The 

sampling technique used was accidental sampling, while the data analysis used 

was multiple linear regression conducted using SPSS 25 software. The research 

method used in this study is a quantitative analysis method. Based on the results 

of the analysis using SPSS 25 software, it is known that KT = 1.175 + 0.207BI + 

0.223CE + 0.347F. Brand image has a significant effect on guest satisfaction, t 

count (2.045) > t table (1.661). Customer experience has a significant effect on 

guest satisfaction. With t count (3.021) > t table (1.661). There is a significant 

influence between facilities and guest satisfaction. With a calculated t value 

(4.463) > t table (1.661). The coefficient of determination (R2) = 81.5% indicates 

the magnitude of the influence of brand image, customer experience and facilities 

on guest satisfaction, while the remaining 18.5% is influenced by other factors 

such as promotional strategies, digital marketing and price that were not 

examined in this study. From the results of the F test, it is known that the 

calculated F is 134.741 > F table of 2.70 and the significant value of F is 0.000 < 

α (0.05) so that H0 is rejected and H4 is accepted, meaning that simultaneously 

the brand image, customer experience and facilities variables have a positive and 

significant effect on guest satisfaction at the Sibayak International Hotel 

Berastagi. 

Keywords: The Influence of Brand Image, Customer Experience and Facilities 

on Guest Satisfaction. 
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