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ABSTRAK

Hotel merupakan bisnis jasa akomodasi yang memiliki unsur pelayanan,
kenyamanan, dan fasilitas penginapan. Salah satu hotel di Surabaya adalah
Novotel Samator Surabaya yang berlokasi di Jalan Raya Kedung Baruk no 26-28,
Surabaya Timur. Penelitian ini bertujuan untuk mengetahui pengaruh service
excellent, dan customer trust terhadap customer satisfaction di FoodExchange
Restaurant Novotel Samator Surabaya. Metode dalam pengambilan sampel adalah
metode Non Probability Sampling dengan jenis Purposive sampling. Penelitian
ini menggunakan pernyataan kuesioner kepada 50 responden yang merupakan
pelanggan di FoodExchange Restaurant Novotel Samator Surabaya dengan syarat
minimal usia 18 tahun; pernah menginap di Novotel Samator Surabaya minimal
5.Berdasarkan hasil pengolahan data dengan SPSS versi 25.0 dapat dikatakan
semua item pernyataan valid dan semua variabel reliabel, serta semua asumsi
klasik terpenuhi. Nilai adjusted r square 70% pada Uji t didapatkan hasil sebagai
berikut variabel service excellent (X1) = 3,457 > 2,012 dengan tingkat signifikan
0,001 < 0,050 yang artinya service excellent berpengaruh signifikan terhadap
customer satisfaction di FoodExchange Restaurant Novotel Samator Surabaya,
variabel customer trust (X2) = 1,558 < 2,0117 dengan tingkat signifikan 0,126 >
0,050 yang artinya customer trust tidak berpengaruh terhadap customer
satisfaction di FoodExchange Restaurant Novotel Samator Surabaya.

Kata Kunci : Service Excellent, Customer Trust dan Customer Satisfaction.
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ABSTRACT

Hotel constitute accommodation services business that has elemnt of service,
comfort and lodging facilities. One of the hotel on Surabaya is Novotel Samator
Surabaya, that located on 26-28 Raya Kedung Baruk Street, East Surabaya. This
search aims to find out the nfluence of Service Excellent and customer trust
toward Customer Satisfaction at FoodExchange Restaurant Novotel Samator
Surabaya. The method in sampling are Non Probability Sampling method with the
type of Purposive sampling. This search giving questioner to 50 respondent wich
a customer at FoodExchange Restaurant Novotel Samator Surabaya with the
terms of : minimum age 18 year; have the experience staying at Novotel Samator
minimum 5 times. Based on the result of data processing with SPSS version 25.0 it
can be said all items are valid statements and all variables are reliable. On the T
test variable research results are obtained service excellent (X1)= 3,457>2,012
with significant level 0,001<0,050 wich means Service Excellent rely on Customer
Satisfaction at FoodExchange Restaurant Novotel Samator Surabaya, Customer
Trust variable (X2)= 1,558<2,0117 with significant level of 0,126>0,050 wich
means Customer Trust did not rely on Customer Satisfaction at FoodEXchange
Restaurant Novotel Samator Surabaya.

Keyword : Service Excellent, Customer Trust and Customer Satisfaction.
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