
 

i 
 

 

ABSTRAK 

Hotel Berastagi Cottage adalah salah satu hotel yang belokasi di berastagi. 

Hotel Berastagi Cottage ini juga mengerti benar bahwa pelayanan sangat berarti 

guna mendukung kemajuan perhotelan sesuai dengan tujuan hotel yang ingin 

dicapai dalam hal kepuasan pelanggan Hotel Berastagi Cottage serta menciptakan 

kepercayaan dan meningkatkan citra hotel itu sendiri di masyarakat lokal, maupun 

internasional. 

Permasalahan dalam penelitian itu adalah (1) Bagaimana kualitas 

pelayanan di Hotel Berastagi Cottage (2) Bagaimana kepuasan tamu yang 

menginap di Hotel Berastagi Cottage 

Berdasarkan hasil penelitian diperoleh bahwa pelayanan memang 

berpengaruh terhadap angka kunjungan wisata. Persamaan regresi antara 

pelayanan dan kepuasan pelanggan diperoleh Y = -30,242 + 1,288 X, hal tersebut 

menunjukan jika variabel pelayanan naik 1% maka tingkat kepuasan pelanggan 

naik. Hasil penelitian menunjukan bahwa pelayanan terhadap keuasan pelanggan 

yang terjadi di Hotel Berastagi Cottage terlihat loyalnya pelanggan Hotel 

Berastagi Cottage. 

 

Kata Kunci : Pelayanan Dan Kepuasan Pelanggan 
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ABSTRACT 

 

 Berastagi Cottage Hotel is one of the hotels located in Berastagi. 

Berastagi Cottage Hotel also understands that service is very meaningful to 

support the progress of hospitality in accordance with the hotel goals to be 

achieved in terms of customer satisfaction Berastagi Cottage Hotel and create 

trust and enhance the image of the hotel itself in the local community, and 

internationally. 

 The problems in the study are (1) How is the quality of service at 

Berastagi Cottage Hotel (2) How is the satisfaction of guests staying at Berastagi 

Cottage Hotel 

 Based on the results of the study it was found that service does indeed 

affect the number of tourist visits. The regression equation between service and 

customer satisfaction is obtained Y = -30,242 + 1,288 X, it shows if the service 

variable rises 1% then the level of customer satisfaction rises. The results showed 

that service to customer satisfaction that occurred at Berastagi Cottage Hotel was 

seen by loyal customers of the Berastagi Cottage Hotel. 
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