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Pengaruh Kualitas Pelayanan di Hotel Mercure Ancol Jakarta
Terhadap Tamu Yang Kembali Lagi

Erich Julian Kasenda'

ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan pada
customer retention di Hotel Mercure Ancol Jakarta. Data dikumpulkan dari 100 tamu
Hotel Mercure Ancol melalui teknik convenience sampling dan menggunakan
kuesioner terstruktur. Data penelitian yang terkumpul dianalisis menggunakan metode
multivariate analysis dan analisis regresi linier berganda. Hasil penelitian ini
menunjukan bahwa terdapat pengaruh positif kualitas pelayanan di Hotel Mercure
Ancol terhadap tamu yang kembali lagi (customer retention). Selain itu, variabel
kualitas pelayanan yang terdiri dari 5 variabel (tangible, emphaty, responsiveness,
reliability, assurance) secara simultan juga mempengaruhi tamu yang kembali lagi

(Customer Retention) sebesar 45,1%.

Kata kunci: Kualitas pelayanan, Hotel Mecure Ancol, customer retention.

1 Mahasiswa Program Studi Manajemen Universitas Bakrie
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THE EFFECTS OF SERVICE QUALITY IN HOTEL MERCURE
ANCOL JAKARTA TOWARDS CUSTOMER RETENTION

Erich Julian Kasenda'

ABSTRACT

This research aims to analyze the effect of service quality on customer retention in
Hotel Mercure Ancol Jakarta. Data were collected from 100 guest Hotel Mercure
Ancol through convenience sampling technique and using a structured questionnaire.
The research data were analyzed using multivariate methods of analysis and multiple
linear regression analysis. These results indicate that there is a positive effect of
service quality in Hotel Mercure Ancol towards guests who return again (customer
retention). In addition, the variable quality of service that consists of 5 variables
(tangible, empathy, responsiveness, reliability, assurance) simultaneously also affect

guests who return again (Customer Retention) of 45.1%.

Keywords: service quality, Hotel Mecure Ancol, customer retention.
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