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PENGARUH SENSORY MARKETING TERHADAP CUSTOMER 

SATISFACTION MELALUI SERVICE QUALITY  

DI HOTEL U JANEVALLA 

ABSTRAK 

 

Juniar Francista 

1604511 

 

Tujuan dari penelitian ini adalah untuk menguji pengaruh dari sensory marketing 

terhadap customer satisfaction baik secara langsung maupun melalui service quality 

di Hotel U Janevalla, yang berlokasi di Jalan Aceh No. 65, Kota Bandung. 

Penelitian ini menggunakan metode deskriptif dan verifikatif dengan pendekatan 

kuantitatif. Data dikumpulkan dari penyebaran kuesioner secara online melalui 

google form dengan teknik purposive sampling kepada 150 tamu yang berusia lebih 

atau sama dengan 17 tahun dan pernah menginap lebih dari satu kali di Hotel U 

Janevalla. Penelitian ini menggunakan pilot test untuk menguji validitas dan 

reliabilitas kepada 50 responden pertama sebelum kuesioner disebarluaskan Proses 

analisis data menggunakan Path Analysis dengan sensory marketing sebagai 

independent variable, customer satisfaction sebagai dependent variable, dan 

service quality sebagai intervening variable dengan menggunakan alat bantu 

software IBM SPSS Statistics 26. Hasil penelitian ini menunjukan bahwa terdapat 

pengaruh yang signifikan dari sensory marketing terhadap service quality. 

Selanjutnya, hasil penelitian juga menunjukkan bahwa terdapat pengaruh langsung 

dan tidak langsung dari sensory marketing terhadap customer satisfaction melalui 

service quality di Hotel U Janevalla. Pengaruh tidak langsung memiliki nilai yang 

lebih besar dibandingkan pengaruh langsung, maka service quality dapat 

memediasi pengaruh sensory marketing terhadap customer satisfaction di Hotel U 

Janevalla. Penelitian ini dapat membantu pihak pengelola dalam memahami 

sensory maketing dan service quality untuk mempertahankan dan meningkatkan 

kualitas mereka di masa yang akan datang serta menjadi referensi bagi penelitian 

selanjutnya.  

Kata kunci: Sensory Marketing, Service Quality dan Customer Satisfaction  
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THE INFLUENCE OF SENSORY MARKETING ON CUSTOMER 

SATISFACTION THROUGH SERVICE QUALITY  

IN U JANEVALLA HOTEL 

ABSTRACT 

 

Juniar Francista D. E. S. 

1604511 
 

The purpose of this study was to examine the effect of sensory marketing on 

customer satisfaction both directly and through service quality at U Janevalla 

Hotel, which is located at Aceh Street No. 65, Bandung City. This research use 

descriptive and verification methods with a quantitative approach. The data were 

collected from distribute questionnaires online via google form with purposive 

sampling technique to 150 guests who were over or equal to 17 years old and had 

stayed more than once at U Janevalla Hotel. This study use a pilot test to test the 

validity and reliability of the first 50 respondents before the questionnaire is 

disseminated. The process of data analysis use Path Analysis with sensory 

marketing as an independent variable, customer satisfaction as the dependent 

variable, and service quality as an intervening variable using IBM SPSS Statistics 

software tools. 26. The results of this study indicate that there is a significant effect 

of sensory marketing on service quality. Furthermore, the research results also 

show that there is a direct and indirect effect of sensory marketing on customer 

satisfaction through service quality at U Janevalla Hotel. The indirect effect has a 

greater value than the direct effect, so service quality can mediate the effect of 

sensory marketing on customer satisfaction at Hotel U Janevalla. This research can 

help managers in understanding sensory modeling and service quality to maintain 

and improve their quality in the future and become a reference for further research. 

Keywords: Sensory Marketing, Service Quality and Customer Satisfaction 
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