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ABSTRAK

Pertumbuhan pembangunan hotel berbintang terus meningkat dan
berkembang di Kota Surabaya setiap periode berjalan sesuai dengan tingkat
hunian kamar pada masing-masing hotel. Hotel merupakan salah satu sarana
peristirahatan bagi pariwisata. Tujuan penelitian ini untuk mengetahui pengaruh
Customer Relationship Management, Fasilitas dan Keunggulan Bersaing terhadap
Kepuasan Konsumen di Hotel OYO Urban 18 Surabaya. Metode penelitian ini
menggunakan metode Kuantitatif. Populasi dalam penelitian ini adalah konsumen
yang menginap di Hotel OYO Urban 18 Surabaya, sedangkan sampel dalam
penelitian ini mengambil sampel sebanyak 75 responden dengan menggunakan
Accidental Sampling. Berdasarkan hasil pengolahan data dengan SPSS versi 20
dapat dikatakan semua item pernyataan dinyatakan valid dan semua variabel
dinyatakan reliabel. Dalam Uji Asumsi Klasik bahwa semua asumsi klasik
terpenuhi. Koefisien Determinasi (R?) dengan nilai Adjusted R Square 0,739
artinya berkontribusi kuat. Berdasarkan hasil uji t dapat diketahui Customer
Relationship Management (X1), Fasilitas (X2), Keunggulan Bersaing (X3)
berpengaruh signifikan terhadap Kepuasan Konsumen (Y) pada Hotel OYO
Urban 18 Surabaya.

Kata Kunci : Customer Relationship Management, Fasilitas, Keunggulan
Bersaing, Kepuasan Konsumen.
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ABSTRACT

The growth of five-star hotel development continues to increase and
develop in the city of Surabaya every current period in accordance with the room
occupancy rate in each hotel. The hotel is one of the means of rest for tourism.
The purpose of this study was to determine the effect of Customer Relationship
Management, Facilities and Competitive Advantage on Customer Satisfaction at
Hotel OYO Urban 18 Surabaya. This research method uses the quantitative
method. The population in this study were consumers who stayed at Hotel OYO
Urban 18 Surabaya, while the sample in this study took a sample of 75
respondents using Accidental Sampling. Based on the results of data processing
with SPSS version 20, it can be said that all statement items are declared valid and
all variables are declared reliable. In the Classical Assumption Test that all
classical assumptions are met. The coefficient of determination (R"2) with an
Adjusted R Square value of 0.739 means that it contributes strongly. Based on the
results of the t test, it can be seen that Customer Relationship Management (X1),
Facilities (X2), Competitive Advantage (X3) have a significant effect on
Consumer Satisfaction (Y) at OYO Urban 18 Surabaya Hotel.

Keywords: Customer Relationship Management, Facilities, Competitive
Advantage, Consumer Satisfaction.
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