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ABSTRAK

YUNITA SIHITE 210110154, PENGARUH BAURAN PEMASARAN JASA
TERHADAP KEPUASAN KONSUMEN PADA LABERSA HOTEL DAN
CONVENTION CENTER SAMOSIR KECAMATAN SIMANINDO

Pembimbing: Dr. Miska Irani Tarigan, S.Sos., MM

Tujuan penelitian ini adalah untuk mengetahui dan menganalisis pengaruh
Bauran Pemasaran Jasa yang terdiri dari Produk, Harga, Tempat, Promosi, Orang,
Proses, dan Bukti Fisik terhadap Kepuasan Konsumen pada Labersa Hotel and
Convention Center Samosir Kecamatan Simanindo. Data diperoleh melalui
penyebaran kuesioner kepada 160 orang tamu hotel sebagai responden. Teknik
analisis data yang digunakan meliputi uji validitas, uji reliabilitas, uji asumsi
klasik, analisis regresi linier berganda, uji hipotesis (uji t dan wi F), serta
koefisien determinasi (R2). Pengolahan data dilakukan dengan bantuan program
SPSS. Berdasarkan hasil analisis regresi linier berganda, diperoleh persamaan
sebagaiberikut: Y = 7,122 + 0,067(X1 ) + 0,111(X; ) + 0,123(X3 ) + 0,187(X4 )
+ 0,167(Xs5 ) + 0,197(Xg ) + 0,133(X; ) + e. Nilai konstanta sebesar 7,122
menunjukkan bahwa apabila seluruh variabel bebas dianggap konstan, maka nilai
Kepuasan Konsumen berada pada angka 7,122. Hasil i parsial (ui t)
menunjukkan bahwa seluruh variabel yaitu Produk, Harga, Tempat, Promosi,
Orang, Proses, dan Bukti Fisik berpengaruh positif dan signifikan terhadap
Kepuasan Konsumen pada Labersa Hotel and Convention Center Samosir, karena
masing-masing variabel memiliki nilai signifikansi < 0,05 dan nilai t-hitung > t-
tabel (2,02). Di antara ketujuh variabel tersebut, variabel Proses memiliki
pengaruh paling dominan terhadap Kepuasan Konsumen dengan nilai t-hitung
6,368 dan signifikansi 0,000. Hasil uji simultan (uji F) menunjukkan nilai F-
hitung sebesar 24,142 > F-tabel 2,10 dengan nilai signifikansi 0,000 < 0,05. Hal
ini berarti bahwa secara simultan seluruh variabel bauran pemasaran jasa (Produk,
Harga, Tempat, Promosi, Orang, Proses, dan Bukti Fisik) berpengaruh signifikan
terhadap Kepuasan Konsumen pada Labersa Hotel and Convention Center
Samosir. Nilai koefisien determinasi (R?) sebesar 0,526 atau 52,6% menunjukkan
bahwa Kepuasan Konsumen dapat dijelaskan oleh ketujuh variabel tersebut,
sedangkan 47,4% sisanya dijelaskan oleh faktor lain di luar penelitian ini, seperti
citra merek, kepercayaan pelanggan, dan loyalitas konsumen.

Kata Kunci: Bauran Pemasaran Jasa, Produk, Harga, Tempat, Promosi, Orang,
Proses, Bukti Fisik, Kepuasan Konsumen, Labersa Hotel and Labersa Hotel and
Convention Center Samosir.



ABSTRACK

YUNITA SIHITE 210110154, THE INFLUENCE OF SERVICE
MARKETING MIX ON CUSTOMER SATISFACTION AT LABERSA HOTEL
AND CONVENTION CENTER SAMOSIR, SIMANINDO DISTRICT

Supervisor: Dr. Miska Irani Tarigan, S.Sos., MM

The purpose of this study is to determine and analyze the influence of the
Service Marketing Mix, which consists of Product, Price, Place, Promotion,
People, Process, and Physical Evidence, on Customer Satisfaction at Labersa
Hotel and Convention Center Samosir, Simanindo District. The data were
obtained through questionnaires distributed to 160 hotel guests as respondents.
The data analysis techniques used include validity and reliability tests, classical
assumption tests, multiple linear regression analysis, hypothesis testing (t-test and
F-test), and the coefficient of determination (R?). Data were processed using
SPSS. Based on the results of multiple linear regression analysis, the following
equation was obtained: Y = 7.122 + 0.067(X()) + 0.111(X[]) + 0.123(X[) +
0.187(X1)) + 0.167(XJ) + 0.197(X[]) + 0.133(X')) + e. The constant value of
7.122 indicates that if all independent variables are assumed constant, the
Customer Satisfaction value remains at 7.122. The partial test (t-test) results show
that all variables — Product, Price, Place, Promotion, People, Process, and
Physical Evidence — have a positive and significant effect on Customer
Satisfaction at Labersa Hotel and Convention Center Samosir, since each variable
has a significance value < 0.05 and t-count > t-table (2.02). Among them, the
Process variable has the most dominant influence with a t-count value of 6.368
and a significance level of 0.000. The simultaneous test (F-test) results show that
the F-count value is 24.142 > F-table 2.10 with a significance level of 0.000 <
0.05. This means that simultaneously, all variables of the Service Marketing Mix
significantly influence Customer Satisfaction at Labersa Hotel and Convention
Center Samosir. The coefficient of determination (R?) of 0.526 or 52.6% indicates
that Customer Satisfaction can be explained by the seven variables, while the
remaining 47.4% is influenced by other factors outside this study, such as brand
image, customer trust, and loyalty.

Keywords: Service Marketing Mix, Product, Price, Place, Promotion, People,
Process, Physical Evidence, Customer Satisfaction, Labersa Hotel and
Convention Center Samosir.
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