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ABSTRAK

Penelitian ini bertujuan untuk menguji dan menganalisis pengaruh kualitas
pelayanan dan lokasi terhadap kepuasan dan loyalitas pelanggan Sapadia Hotel
Siantar.Jenis penelitian ini adalah penelitian deskriptif kuantitatif.Populasi dalam
penelitian ini adalah seluruh konsumen yang menggunakan jasa Sapadia Hotel
Siantar. Berdasarkan informasi yang diterima dari staf Sapadia Hotel Siantar, rata-
rata pengunjung adalah 30 s/d 45 orang perhari. Metode pengambilan sampel
yang digunakan dalam penelitian ini adalah nonprobability sampling, yaitu teknik
sampling yang memberi peluang atau kesempatan tidak sama bagi setiap unsur
atau anggota populasi untuk dipilih menjadi sampel. Jumlah sampel yang diambil
dalam penelitian ini yaitu 165 orang dengan rincian 5 orang perhari selama 34 hari
di Maret 2018 s.d. April 2018. Pengujian data penelitian menggunakan analisis
regresi linier berganda dan analisis jalur path. Penelitian menunjukkan bahwa
responden menilai tingkat pencapaian kualitas pelayanan, kepuasan konsumen dan
loyalitas pelanggan pada Sapadia Hotel, secara keseluruhan termasuk dalam
kategori sangat tinggi. Hasil penelitian ini menunjukkan bahwa kepuasan
konsumen berpengaruh signifikan terhadap loyalitas pelanggan, dan hasil
penelitian ini menunjukkan kualitas pelayanan berpengaruh signifikan terhadap
loyalitas pelanggan melalui kepuasan pelanggan, dan lokasi berpengaruh
signifikan terhadap loyalitas pelanggan melalui kepuasan pelanggan.

Kata Kunci: Kualitas pelayanan, Lokasi, Kepuasan, dan Loyalitas Pelanggan
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ABSTRAC

This research aims to examine and analyze the influence of the quality of
service and location and satisfaction through customer loyalty at Sapadia Hotel
Siantar. Type of this research is quantitative descriptive research. The population
in this study are all the consumers who use the services of the Sapadia Hotel
Siantar. Based on information received from the Hotel staff Sapadia, the average
visitor is 30 to 45 people per day. Sampling method used in this research is
nonprobability sampling, the sampling technique, namely giving opportunities are
not the same for each of the elements or members of the population to be selected
into the sample. The number of samples taken in this study are 165 people with
details of 5 people per day during the 34 day in March until April 2018 .The
testing research data using multiple linear regression analysis and analysis
path Research shows that respondents to assess the level of achievement of quality
of service (including physical evidence, reliability, responsiveness, assurance and
empathy), and location and satisfaction through customer loyalty at Sapadia Hote!
Siantar, in its entirety included in the category is very high. The results of this
research show that the influential consumer satisfaction variables affect
significantly to customer loyalty, and the results of this study showed service
quality has a significant effect to customer loyalty through customer satisfaction,
and partially location variable has a significant effect customer loyalty through
customer satisfaction.

Keywords:  Service Quality, Location, Customer s Satisfaction, Loyalty
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