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ABSTRAK 

 

Tujuan penelitian ini untuk mengetahui pengaruh variabel product, price, 

promotion, place, people, process and physical evidence terhadap kepuasan 

konsumen Santan Restoran Hotel Arcadia Surabaya by Horison. Populasi dalam 

penelitian ini adalah seluruh pengunjung Santan Restoran Hotel Arcadia Surabaya 

by Horison maupun tamu Hotel Arcadia Surabaya by Horison. Sampel yang 

digunakan sebanyak 175 responden. Teknik pengumpulan data menggunakan 

kuisioner. Teknik pengambilan sampel menggunakan nonprobality sampling yang 

purposive sampling. 

Berdasarkan pengolahan data dengan menggunakan SPSS versi 25 adalah sebagai 

berikut : uji validitas yang dilakukan semua item pernyataan dinyatakan valid 

dimana r hitung pada setiap item variabel lebih besar dari (≥) r tabel =0,1484, 

serta pada uji reliabilitas semua variabel nilai cronbach alpha lebih besar 0,60 Uji 

normalitas model regresi dinyatakan layak dan memenuhi asumsi uji normalitas 

dan semua variable memiliki nilai tolarance ≥ 0,10 dan VIF < 10 serta hasil uji 

heteroskedasitas pada semua variabel tidak terjadi heteroskedasitas. Persamaan 

model regresi yang didapat sebagai berikut : Y = 4.677 + 0,163 (X1) + 0,070 (X2) 

+ 0,024 (X3) + 0,139 (X4) + 0,111 (X5) +  0,114 (X6) + 0,231 (X7) dan nilai 

koefisien determinasi r square 0,208 serta nilai adjusted r square sebesar 0,174 

atau 17,4% yang menunjukan bahwa kontribusi variabel independen terhadap 

variabel dependen kepuasan konsumen memiliki hubungan yang sangat rendah. 

Hipotesa variabel independen diketahui bahwa 6 variabel indenden H1 : product 

(X1), H2 : price (X2), H3 : promotion (X3), H4 : place (X4), H5 : people (X5), dan 

H6 : process (X6) tidak berpengaruh terhadap kepuasan konsumen dengan nilai t 

hitung semua variabel < t tabel (1,97427) dan signifikan > 0,05. Berdasarkan 

pengolahan data diketahui bahwa physical evidence (X7) berpengaruh signifikan 

terhadap kepuasan konsumen dengan nilai t hitung (2,003) > t tabel (1,97427) dan 

siginifikan < 0,05. 

 

Kata Kunci : Product, Price, Promotion, Place, People, Process, Physical 

                       Evidence, Kepuasan Konsumen. 
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ABSTRACT 

 

The purpose of this study was to determine the effect of variable product, price, 

promotion, place, people, process and physical evidence on customer satisfaction 

at the Santan Restaurant Hotel Arcadia Surabaya by Horison. The population in 

this study were all visitors to Santan Restaurant, Hotel Arcadia Surabaya by 

Horison and guests of Hotel Arcadia Surabaya by Horison. The sample used was 

175 respondents. The data collection technique used a questionnaire. The 

sampling technique used nonprobality sampling with purposive sampling. 

Based on data processing using SPSS version 25 is as follows: the validity test 

carried out by all statement items is declared valid where r count on each 

variable item is greater than (≥) r table = 0.1484, and on the reliability test of all 

variables the value of cronbach alpha greater 0.60 The normality test of the 

regression model is declared feasible and meets the assumptions of the normality 

test and all variables have a tolerance value of ≥ 0.10 and VIF < 10 and the 

results of the heteroscedasticity test on all variables do not occur 

heteroscedasticity. The regression model equation obtained is as follows: Y = 

4.677 + 0.163 (X1) + 0.070 (X2) + 0.024 (X3) + 0.139 (X4) + 0.111 (X5) + 0.114 

(X6) + 0.231 (X7) and the coefficient of determination r square 0.208 and the 

adjusted r square value of 0.174 or 17.4% which shows that the contribution of 

the independent variable to the dependent variable customer satisfaction has a 

very low relationship. The hypothesis of the independent variable is known that 6 

independent variables H1: product (X1), H2: price (X2), H3: promotion (X3), H4: 

place (X4), H5: people (X5), and H6: process (X6) has no effect on customer 

satisfaction with t value of all variables < t table (1.97427) and significant > 

0.05. Based on data processing, it is known that physical evidence (X7) has a 

significant effect on customer satisfaction with a value of t count (2.003)> t table 

(1.97427) and a significant value < 0.05 

 

Keywords : Product, Price, Promotion, Place, People, Process, Physical 

                     Evidence, Customer Satisfaction. 
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