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ABSTRAK

Azizah Millatina Pramesti
2005617

Kegiatan bisnis dalam bidang Hotel yang menjadi peran penting untuk
menjaga sirkulasi perkembangannya adalah kepuasan tamu sebagai kunci
utama karena akan berdampak dikemudian hari khususnya dalam
terjalinnya sebuah hubungan antara pihak tamu dengan penyedia jasa.
Penelitian ini bertujuan untuk mengetahui dan memahami pengaruh
service recovery terhadap kepuasan pelanggan di Hotel Malaka Kota
Bandung. Penelitian ini menggunakan metode kuantitatif deskriptif
verifikatif dengan purposive sampling melalui penyebaran kuesioner.
Berdasarkan hasil penelitian, terdapat pengaruh procedural jutice,
interactional justice dan distributive justice terhadap kepuasan pelanggan
di Hotel Malaka Kota Bandung secara positif.

Kata Kunci: Service Recovery, Kepuasan Pelanggan, Hotel
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ABSTRACT

Azizah Millatina Pramesti
2005617

Business activities in the hotel sector that play an important role in maintaining the
circulation of development include guest satisfaction as the main key because it will
have an impact in the future, especially in establishing a relationship between
guests and service providers. This research aims to determine and understand the
effect of service recovery on customer satisfaction at the Malaka Hotel, Bandung
City. This research uses a quantitative descriptive verification method with
purposive sampling through distributing questionnaires. Based on the research
results, there is a positive influence of procedural justice, interactional justice and
distributive justice on customer satisfaction at the Malaka Hotel, Bandung City

Keywords: Service Recovery, Customer Satisfaction, Hotel
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