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ABSTRAK

Sales and marketing merupakan departemen yang berperan penting dalam keberlangsungan
perusahaan. Departemen sales and marketing belum menjalankan SOP pelayanan yang
seharusnya diberikan kepada tamu, sehingga menimbulkan complain dari pengunjung
khususnya yang reservasi melalui sales and marketing. Tujuan penelitian ini untuk mengetahui
hubungan antara kualitas pelayanan sales and marketing terhadap kepuasan pengunjung Coban
Rondo. Metode penelitian ini menggunakan kuantitatif. Sampel dalam penelitian ini sejumlah
23 responden. Uji yang digunakan yaitu Uji Validitas, Uji Reliabilitas kemudian dilanjutkan
dengan uji asumsi Klasik yaitu Uji Normalitas, Uji Heteroskedastisitas dan Uji
Multikoleniaritas. Selanjutnya yaitu Uji Hipotesis meliputi Uji Regresi Linear Berganda, Uji
Koefisien Determinasi, Uji Parsial (t), Uji Simultan (F). Hasil Penelitian menunjukkan kondisi
kualitas pelayanan dan konsisi kepuasan pengunjung ditinjau dari garis kontinum berada pada
kategori sangat tinggi. Hasil penelitian Kehandalan (X1) berpengaruh negatif tidak signifikan.
Daya Tanggap (X2) berpengaruh positif signifikan. Jaminan (X3) bepengaruh positif tidak
signifikan. Variabel Empati (X4) berpengaruh positif signifikan. Hasil pengujian hipotesis
melalui uji F Kualitas Pelayanan secara bersama-sama berpengaruh signifikan terhadap
variabel Kepuasan Pengunjung ().

Kata Kunci : Coban Rondo, Kualitas Pelayanan, Kepuasan Pengunjung
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ABSTRACT

Sales and marketing is a department that plays an important role in the sustainability of the
company. The sales and marketing department has not implemented the SOP for services that
should be provided to guests, resulting in complaints from visitors, especially those who made
reservations through sales and marketing. The aim of this research is to determine the
relationship between the quality of sales and marketing services and the satisfaction of visitors
to Coban Rondo. This research method uses quantitative. The sample in this study was 23
respondents. The tests used are Validity Test, Reliability Test, then continued with the classic
assumption test, namely Normality Test, Heteroscedasticity Test and Multicollinearity Test.
Next, namely Hypothesis Testing includes Multiple Linear Regression Test, Coefficient of
Determination Test, Partial Test (t), Simultaneous Test (F). The research results show that the
condition of service quality and condition of visitor satisfaction, viewed from a continuum, is
in the very high category. The results of the Reliability research (X1) have a negative and
insignificant effect. Responsiveness (X2) has a significant positive effect. Guarantee (X3) has
an insignificant positive effect. The Empathy variable (X4) has a significant positive effect. The
results of hypothesis testing through the Service Quality F test together have a significant effect
on the Visitor Satisfaction variable (Y).

Keyword : Coban Rondo, Service Quality, Visitor Satisfaction
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