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ABSTRAK 

 

Hery Kurniawan Utama, 201820152001. Strategi Peningkatan Kualitas 

Pelayanan, Fasilitas dan Kebersihan Terhadap Kepuasan Tamu Menginap Selama Masa 

Pandemi Covid 19 Di Mess Badan Penghubung Kalimantan Timur di Jakarta. 

Penelitian ini membahas tentang pengaruh variabel antara kualitas pelayanan, 

fasilitas dan kebersihan terhadap kepuasan tamu. Tujuan dari penelitian ini adalah untuk 

mengetahui pengaruh kualitas pelayanan terhadap kepuasan tamu, mengetahui pengaruh 

fasilitas terhadap kepuasan tamu dan mengetahui pengaruh kebersihan terhadap kepuasan 

tamu menginap selama masa pandemi covid 19 di Mess Badan Penghubung Kalimantan 

Timur di Jakarta. Metode yang digunakan adalah metode Structural Equation Modeling 

(SEM) dengan software LISREL 8.7 yang menguji validitas, realibilitas, uji model 

pengukuran, uji kecocokan model struktural (standar solution) dan uji model struktural (T- 

Value). Pada penelitian tesis ini, analisa SEM dengan Lisrel dilakukan mulai dari tahap pre 

test dan penelitian inti yang berupa kuesioner dengan skala likert dan dilanjutkan pada tahap 

pengolahan data inti populasi. Hasil penelitian menunjukkan ada pengaruh antara kualitas 

pelayanan terhadap kepuasan tamu, tidak ada pengaruh antara fasilitas terhadap kepuasan 

tamu, ada pengaruh antara kebersihan terhadap kepuasan tamu. 

 
Kata kunci (sentence case): Kualitas Pelayanan, Fasilitas, Kebersihan, Kepuasan Tamu, 

Mess Badan Penghubung Kalimantan Timur. 
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ABSTRACT 

 

Hery Kurniawan Utama, 201820152001. Strategies for Improving Service 

Quality, Facilities and Cleanliness Toward Guest Satisfaction Staying During the Covid 19 

Pandemic Period at Mess East Kalimantan Liaison Agency in Jakarta. 

This study discusses the influence of variables between service quality, facilities 

and cleanliness on guest satisfaction. The purpose of this study was to determine the effect 

of service quality on guest satisfaction, to determine the effect of facilities on guest 

satisfaction and to determine the effect of cleanliness on guest satisfaction during the 

COVID-19 pandemic at the Messaging Agency for East Kalimantan in Jakarta. The method 

used is the method of Structural Equation Modeling (SEM) with LISREL 8.7 software which 

tests the validity, reliability, measurement model test, structural model fit test (standard 

solution) and structural model test (T-Value). In this thesis research, SEM analysis with 

Lisrel was carried out starting from the pre-test stage and core research in the form of a 

questionnaire with a Likert scale and continued at the core population data processing 

stage. The results showed that there was an influence between service quality on guest 

satisfaction, there was no influence between facilities on guest satisfaction, there was an 

influence between cleanliness and guest satisfaction. 

 

Keywords (sentence case): Service Quality, Facilities, Cleanliness, Guest Satisfaction, 

East Kalimantan Liaison Agency Mess. 
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