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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas layanan yang terdiri
dari reliability, responsiveness, assurance, empathy dan tangibles terhadap
kepuasan para wisatawan serta faktor apa yang paling dominan mempengaruhi
kepuasan para wisatawan yang berkunjung ke kota Pagar Alam. Jumlah sampel
yang digunakan dalam penelitian ini sebanyak 100 responden. Teknik yang
digunakan dalam pengambilan sampel penelitian ini adalah convenience sampling.
Hasil analisis pada penelitian menunjukkan secara simultan (uji f) variabel
independen reliability, responsiveness, assurance, empathy dan tangibles
berpengaruh secara bersama-sama terhadap variabel dependen kepuasan para
wisatawan yang berkunjung ke kota Pagar Alam. Secara parsial (uji t) terdapat satu
variabel independen yang berpengaruh tidak signifikan yaitu empathy (X4).
Sedangkan variabel independen yang berpengaruh signifikan yaitu reliability (X1),
responsiveness (X2), assurance (X3), dan tangibles (X5) terhadap variabel
dependen kepuasan para wisatawan yang berkunjung ke kota Pagar Alam. Variabel
yang paling dominan mempengaruhi kepuasan wisatawan yang berkunjung ke
kota Pagar Alam adalah assurance (X3). Berdasarkan data diatas disarankan agar
Pemerintah kota Pagar Alam, khususnya Dinas Pariwisata dan Seni Budaya Kota
Pagar Alam dapat mempertahankan dan meningkatkan kualitas layanan khususnya
variabel assurance (jaminan) yang diberikan kepada wisatawan sehingga wisatawan
akan selalu merasa puas.

Kata Kunci: reliability, responsiveness, assurance, empathy, tangibles, kepuasan
wisatawan



ABSTRACT

This research aimed to analyze the influence of service quality, which consists of
reliability, respsonsiveness, assurance, empathy, and tangibles toward the visitors’
satisfaction and also what was the most dominant factor in influencing the visitors’
satisfaction in visiting to Pagar Alam City. The number of samples used in this
research was 100 respondents. The technique used in collecting the samples in this
research was convenience sampling. The results of the analysis of this research
showed that independents variables of f test, reliability, responsiveness, assurance,
empathy and tangibles altogether influence simultaneously toward the dependent
variable, visitors’ satisfaction in visiting to Pagar Alam City. Partially t-test
obtained one insignicant independent variable, that was empathy (Xs). While
independent variables which significantly influenced were reliability (Xai),
responsiveness (X2), assurance (X), and tangibles (Xs) toward the visitors’
satisfaction in visiting to Pagar Alam City. The most dominant variable which
influenced the visitors’ satisfaction in visiting to Pagar Alam City was assurance
(X3). Based on the data above, It is highly suggested that the government of Pagar
Alam City, especially department of Tourism, Art and Culture of Pagar Alam City
can maintain and increase the service quality especially in assurance variable
toward the visitors so that they will always feel satisfied in visiting Pagar Alam
City.

Key Words: reliability, responsiveness, assurance, empathy, tangibles,
visitors’ satisfaction
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