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ABSTRAK

Tujuan penelitian ini adalah menganalisis dan membahas pengaruh brand image,
service quality, dan servicescape terhadap customer satisfaction Hotel Asia Group di
Surakarta. Metode penelitian dalam penelitian ini menggunakan pendekatan
kuantitatif. Sedangkan data dan sumber data yaitu data primer. Berdasarkan hasil
penelitian ini variabel brand image berpengaruh positif dan signifikan terhadap
customer satisfaction. Berarti hipotesis pertama terbukti kebenarannya, artinya
semakin baik citra perusahaan hotel tersebut maka konsumen akan semakin puas.
Variabel service quality berpengaruh positif dan signifikan terhadap customer
satisfaction. Berarti hipotesis kedua terbukti kebenarannya, artinya semakin tinggi
kualitas layanan yang diberikan maka kepuasan konsumen semakin tinggi. Variabel
servicescape berpengaruh positif dan signifikan terhadap customer satisfaction..
Berarti hipotesis ketiga terbukti kebenarannya, artinya semakin baik lingkungan fisik
yang diberikan hotel tersebut maka akan membangun kepuasan konsumen. Variabel
brand image, service quality, dan servicescape secara simultan berpengaruh positif dan
signifikan terhadap customer satisfaction.

Kata Kunci : Brand Image, Service Quality, Servicescape, dan Customer Satisfaction.
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ABSTRACT

The purpose of this study is to analyze and discuss the influence of brand image, service
quality, and servicescape on customer satisfaction Hotel Asia Group in Surakarta.
The research method in this study uses a quantitative approach.While data and data
sources are primary data. Based on the results of this study the brand image variable
has a positive and significant effect on customer satisfaction. It means that the first
hypothesis is proven to be true, meaning that the better the image of the hotel company,
the more satisfied consumers will be. Service quality variables have a positive and
significant effect on customer satisfaction. It means that the second hypothesis is
proven, meaning that the higher the quality of service provided, the higher customer
satisfaction. Servicescape variables have a positive and significant effect on customer
satisfaction. It means that the third hypothesis is proven to be true, meaning that the
better the physical environment the hotel provides, it will build customer satisfaction.
Brand image, service quality, and servicescape variables simultaneously have a
positive and significant effect on customer satisfaction.

Keywords: Brand Image, Service Quality, Servicescape, and Customer Satisfaction.
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