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ABSTRAK

PENGARUH KUALITAS LAYANAN TERHADAP KEPUASAN
WISATAWAN DI MUSEUM MPU TANTULAR SIDOARJO

Kualitas layanan yang optimal merupakan faktor penting dalam menciptakan
kepuasan bagi wisatawan di Museum Mpu Tantular Sidoarjo. Tingkat
ketidakpuasan pengunjung dapat menjadi salah satu penyebab berkurangnya
minat kunjungan sehingga museum tampak kurang ramai. Oleh karena itu,
penelitian ini bertujuan untuk menganalisis pengaruh dimensi bukti fisik
(tangibles), empati  (empathy), reliabilitas (reliability), daya  tanggap
(responsiveness), jaminan (assurance), serta kualitas layanan terhadap kepuasan
wisatawan di Museum Mpu Tantular Sidoarjo.

Metode yang digunakan dalam penelitian ini adalah pendekatan kuantitatif
dengan jenis penelitian deskriptif. Populasi penelitian mencakup seluruh
wisatawan yang berkunjung ke Museum Mpu Tantular Sidoarjo selama periode
Januari hingga Desember 2024 dengan jumlah 32.193 orang. Dari populasi
tersebut, ditentukan sampel sebanyak 100 responden. Teknik pengambilan
sampel menggunakan metode non-probability sampling dengan pendekatan
accidental sampling. Instrumen penelitian berupa kuesioner yang disusun
menggunakan skala likert, sedangkan pengumpulan data dilakukan melalui
metode survei. Pengujian validitas dilakukan dengan menggunakan nilai rhitung,
sementara uji reliabilitas menggunakan statistik Cromnbach’s Alpha. Analisis data
dalam penelitian ini meliputi analisis deskriptif, uji normalitas, uji linearitas, uji
heteroskedastisitas, analisis regresi linear sederhana, ujit (parsial), serta koefisien
determinasi yang diolah dengan bantuan perangkat lunak SPSS versi 22.

Hasil pengujian hipotesis melalui uji t (parsial) menunjukkan bahwa dimensi
bukti fisik (fangibles), empati (empathy), reliabilitas (reliability), daya tanggap
(responsiveness), jaminan (assurance), serta kualitas layanan memiliki pengaruh
positif dan signifikan terhadap kepuasan wisatawan di Museum Mpu Tantular
Sidoarjo. Selain itu, hasil pengujian koefisien determinasi (R?) sebesar 0,629
mengindikasikan bahwa variabel independen berupa kualitas layanan mampu
menjelaskan variasi pada variabel dependen, yaitu kepuasan wisatawan, sebesar
62,9%.

Hasil penelitian ini menunjukkan capaian yang positif bagi Museum Mpu
Tantular Sidoarjo. Meskipun demikian, pihak pengelola diharapkan tetap
berupaya meningkatkan serta mempertahankan kualitas layanan yang diberikan,
sehingga tingkat kepuasan wisatawan yang berkunjung dapat terus terjaga dan
meningkat.

Kata Kunci: Bukti Fisik, Daya Tanggap, Empati, Jaminan, Reliabilitas
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ABSTRACT

THE INFLUENCE OF SERVICE QUALITY ON TOURIST SATISFACTION AT
THE MPU TANTULAR MUSEUM IN SIDOARJO

High-quality service plays a vital role in ensuring tourist satisfaction at the
Mpu Tantular Museum in Sidoarjo. Tourist dissatisfaction may contribute to the
perception of a museum being less attractive or lacking in engagement.
Therefore, this study aims to examine the influence of tangibles, empathy,
reliability, responsiveness, assurance, and overall service quality on tourist
satisfaction at the Mpu Tantular Museum in Sidoarjo.

The method applied in this research was a descriptive quantitative approach.
The population consisted of all tourist to the Mpu Tantular Museum in
Sidoarjo during the January—December 2024 period, totaling 32,193 individuals.
From this population, a sample of 100 tourist was selected. The sampling
technique employed was non-probability sampling using an accidental sampling
approach. The research instrument utilized was a questionnaire designed with
a likert scale, while data were collected through a survey method. Validity
testing was conducted using the calculated r-value test, and reliability testing
employed the Cronbach’s Alpha statistical method. The data analysis techniques
included  descriptive  analysis, normality  testing, linearity  testing,
heteroscedasticity testing, simple linear regression analysis, partial t-tests, and
the coefficient of determination, all processed with the assistance of SPSS
version 22.

The results of the partial t-test demonstrate that tangibles, empathy, reliability,
responsiveness, assurance, and service quality exert a positive and significant
influence on tourist satisfaction at the Mpu Tantular Museum in Sidoarjo.
Furthermore, the coefficient of determination (R?) value of 0.629 indicates that
the independent variable, service quality, is able to account for 62.9% of the
variation in the dependent variable, namely tourist satisfaction.

The findings of this study indicate a favorable evaluation of the Mpu Tantular
Museum in Sidoarjo. Nevertheless, the museum management is encouraged to
continuously enhance and maintain the quality of the services provided in
order to further improve tourist satisfaction.

Keywords: Assurance, Empathy, Reliability, Responsiveness, Tangibles
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