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KEPUASAN TAMU SEBAGAI MEDIATOR ANTARA KUALITAS 

PELAYANAN DAN LOYALITAS TAMU DI THE TRANS 

LUXURY HOTEL BANDUNG 

 

ABSTRAK 

 

 Kualitas pelayanan merupakan aspek penting dalam memperoleh kepuasan tamu serta 

loyalitas tamu. Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan 

terhadap kepuasan tamu, pengaruh kualitas pelayanan terhadap loyalitas tamu, pengaruh 

kepuasan tamu terhadap loyalitas tamu, serta mengidentifikasi pengaruh kepuasan tamu 

sebagai variabel mediasi pada hubungan kualitas pelayanan dan loyalitas tamu. Populasi 

dalam penelitian ini adalah seluruh tamu The Trans Luxury Hotel Bandung yang pernah 

menginap, dengan teknik pengambilan sampel menggunakan purposive sampling. Dengan 

menggunakan metode penelitian kuantitatif, teknik pengumpulan data yang dilakukan yakni 

studi literatur dan penyebaran kuesioner. Teknik analisis data yang digunakan dalam 

penelitian ini yaitu terdiri dari teknik analisis statistik deskriptif mengenai tanggapan 

responden terhadap masing-masing variabel penelitian, kemudian dilakukan analisis 

verifikatif seperti uji hipotesis, analisis jalur serta uji sobel. Hasil penelitian menunjukkan 

bahwa nilai dari kualitas pelayanan sebesar 74,9% dan termasuk pada kategori baik. 

Kepuasan tamu berada pada kategori puas dengan penilaian sebesar 73,2%. Kemudian 

loyalitas tamu mendapatkan nilai sebesar 73,05% yang termasuk pada kategori loyal. Hasil 

dari penelitian inipun menunjukkan bahwa seluruh hipotesis diterima, yang berarti kualitas 

pelayanan berpengaruh signifikan terhadap kepuasan tamu, kualitas pelayanan berpengaruh 

signifikan terhadap loyalitas tamu, kepuasan tamu berpengaruh signifikan terhadap kepuasan 

tamu, serta kepuasan tamu berhasil memediasi pengaruh antara kualitas pelayanan dan 

loyalitas tamu. Dari hasil penelitian, disarankan kepada pihak hotel untuk terus meningkatkan 

kualitas pelayanan, menjaga konsistensi dalam memenuhi kebutuhan tamu, dan memastikan 

pengalaman tamu yang optimal untuk mendukung kepuasan serta loyalitas mereka secara 

berkelanjutan. 

 

Kata Kunci : Kepuasan Tamu, Kualitas Pelayanan, Loyalitas Tamu, Hotel 
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CUSTOMER SATISFACTION AS A MEDIATOR BETWEEN 

SERVICE QUALITY AND CUSTOMER LOYALTY AT THE TRANS 

LUXURY HOTEL BANDUNG 

 

ABSTRACT 

 

 Service quality is an important aspect in gaining customer satisfaction and customer 

loyalty. This research aims to analyze the influence of service quality on customer 

satisfaction, the influence of service quality on customer loyalty, the influence of customer 

satisfaction on customer loyalty, and identify the effect of customer satisfaction as a 

mediating variable on the relationship between service quality and customer loyalty. The 

population in this study were all guests who had stayed at The Trans Luxury Hotel Bandung, 

with the sampling technique using purposive sampling. By using quantitative research 

methods, the data collection techniques used are literature review and distribution of 

questionnaires. The data analysis technique used in this study consists of descriptive statistics 

analysis techniques regarding the responses of respondents to each research variable, then 

verificative analysis such as hypothesis testing, Path Analysis and Sobel test. The results 

showed that the value of service quality was 74.9% and was categorized as good. Customer 

satisfaction is in the satisfied category with a value of 73.2%. Then customer loyalty gets a 

value of 73.05% which is included in the loyal category. The results of this study also show 

that all hypotheses are accepted, which means that service quality has a significant effect on 

customer satisfaction, service quality has a significant effect on customer loyalty, customer 

satisfaction has a significant effect on customer loyalty, and customer satisfaction 

successfully mediate the influence between service quality and customer loyalty. From the 

research results, it is recommended that the hotel continue to improve service quality, 

maintain consistency in meeting guest needs, and ensure an optimal guest experience to 

support their satisfaction and loyalty on an ongoing basis. 

 

 

Keywords: Customer Satisfaction, Service Quality, Customer Loyalty, Hotel 
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