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PENGARUH KUALITAS PELAYANAN, FASILITAS, DAN PROMOSI 

TERHADAP KEPUASAN TAMU PADA FRONT OFFICE DEPARTMENT 

HOTEL ARTOTEL SUITES MANGKULUHUR JAKARTA 

 
Oleh : 

Muhammad Mirza Pahlevi 

NPM : 203404516015 

Tugas Akhir dibawah bimbingan Anisa Putri Kusumaningrum, S.St.Par.,M.M 

 
 

Penelitian ini bertujuan untuk mengetahui berbagai faktor yang mempengaruhi 

kepuasan tamu di front office department Hotel Artotel Suites Mangkuluhur 

Jakarta. Faktor-faktor yang diteliti meliputi kualitas pelayanan, fasilitas, dan 

promosi. Penelitian ini melibatkan sampel sebanyak 100 responden, yang 

merupakan tamu Hotel Artotel Suites Mangkuluhur Jakarta. Metode penelitian 

yang digunakan adalah metode kuantitatif dengan pengumpulan data melalui 

kuesioner dan analisis menggunakan teknik statistik yang sesuai yaitu SPSS versi 

25. 

 
Hasil penelitian menunjukkan bahwa variabel kualitas pelayanan memiliki 

pengaruh positif dan signifikan terhadap kepuasan tamu , variabel fasilitas juga 

memiliki pengaruh positif dan signifikan terhadap kepuasan tamu dan variabel 

promosi berpengaruh positif dan signifikan terhadap kepuasan tamu. Begitupun 

dalam uji yang dilakukan secara bersama-sama variabel kualitas pelayanan, fasilitas 

dan promosi memiliki pengaruh positif dan signifikan terhadap kepuasan tamu 

Hotel Artotel Suites Mangkuluhur Jakarta. 

 
Kata Kunci : Kualitas Pelayanan, Fasilitas, Promosi dan Kepuasan Tamu 
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ABSTRACT 

 

 
THE INFLUENCE OF SERVICE QUALITY, FACILITIES AND 

PROMOTIONS ON GUEST SATISFACTION AT THE FRONT OFFICE 

DEPARTMENT OF THE ARTOTEL SUITES MANGKULUHUR JAKARTA 

 
By 

Muhammad Mirza Pahlevi 

NPM 203404516015 

Final Project under the guidance of Anisa Putri Kusumaningrum, S.St.Par.,M.M 

 
 

This research aims to determine various factors that influence guest satisfaction at 

the front office department of the Hotel Artotel Suites Mangkuluhur Jakarta. The 

factors studied include service quality, facilities and promotions. This research 

involved a sample of 100 respondents, who were guests of the Artotel Suites 

Mangkuluhur Jakarta Hotel. The research method used is a quantitative method 

with data collection through questionnaires and analysis using appropriate 

statistical techniques, namely SPSS version 25. 

 
The research results show that the service quality variable has a positive and 

significant influence on guest satisfaction, the facility variable also has a positive 

and significant influence on guest satisfaction and the promotion variable has a 

positive and significant influence on guest satisfaction. Likewise, in tests carried 

out jointly, the variables of service quality, facilities and promotions had a positive 

and significant influence on guest satisfaction at the Artotel Suites Mangkuluhur 

Jakarta Hotel. 

 
Keywords: Service Quality, Facilities, Promotion and Guest Satisfaction 
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