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ABSTRAK
Penelitian ini mempunyai tujuan untuk mengetahui pengaruh kualitas pelayanan
yang meliputi variabel bukti fisik, kehandalan, daya tanggap, jaminan dan empati,
terhadap kepuasan wisatawan pada Bus Surabaya Sightseeing and City Tour
(SSCT). Pada penelitian ini menggunakan populasi penelitian wisatawan Bus
Surabaya Sightseeing and City Tour. Jumlah sampel penelitian yang digunakan
sebanyak 98 responden. Pengambilan sampel menggunakan metode
nonprobability sampling. Analisis data menggunakan analisis regresi linier
berganda. Penelitian menghasilkan kesimpulan bahwa berdasarkan uji t pada
variabel-variabel kualitas pelayanan Bus Surabaya Sightseeing and City Tour
(SSCT) mempunyai pengaruh positif dan signifikan terhadap kepuasan
wisatawan. Hasil uji F secara simultan diperoleh nilai sebesar 21,990 dan
signifikansi 0,000 < 0,05 sehingga menunjukkan adanya pengaruh signifikan
antara variabel bukti fisik, kehandalan, daya tanggap, jaminan, empati, terhadap
kepuasan wisatawan. Koefisien determinasi (R?) kelima variabel kualitas
pelayanan terhadap kepuasan wisatawan diperoleh sebesar 0,52 yang
menunjukkan bahwa 52% kepuasan wisatawan dipengaruhi oleh kualitas
pelayanan, sedangkan 48% kepuasan wisatawan dipengaruhi oleh variabel lain di

luar variabel kualitas pelayanan.

Kata Kunci: Pengaruh Kualitas, Kualitas Pelayanan , Kepuasan wisatawan
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ABSTRACT

The purpose of this study was to determine the effect of service quality which
includes variables of variables physical evidence, reliability, responsiveness,
assurance and empathy, on tourist satisfaction at Bus Surabaya Sightseeing and
City Tour (SSCT). This research uses a research population of Surabaya
Sightseeing and City Tour Bus tourists. The total research sample used was 98
respondents. Sampling used a nonprobability sampling method. Data analysis
uses multiple linear regression analysis. The research concluded that based on
the t test on the Bus Surabaya Sightseeing and City Tour (SSCT) service quality
variables had a positive and significant influence on tourist satisfaction. The
results of the F test simultaneously obtained a value of 21.990 and a significance
of 0.000 <0.05, thus showing a significant influence between the variables
physical evidence, reliability, responsiveness, guarantee, empathy, on tourist
satisfaction. The coefficient of determination (R?) of the five service quality
variables on tourist satisfaction was obtained at 0.52, which shows that 52% of
tourist satisfaction is influenced by service quality, while 48% of tourist

satisfaction is influenced by other variables outside the service quality variable.

Keywords: Quality Influence, Service Quality, Tourist Satisfaction
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