LAMPIRAN 1
LEMBAR KUESIONER

Dear Sir/ Madam,

Greetings of the day!

My name is Britney Tiufany, pursuing bachelor degree on Applied Science of Hotel Business
Program, Podomoro University, Indonesia. This survey is part of research for Bachelor thesis on
the “Service Quality of Guest Relations towards Customer Satisfaction in Dusit Thani Dubai.”
Through this survey, I wish to analyze these determinants from a customer’s perspective and
expectations. The survey is anonymous and all the information provided will be kept confidential
and will not be shared with any other party in any case. I greatly appreciated your help for

completing this survey!

GUEST PROFILE

Sex
[l Male
[ Female

Age

[] 18 —21 years’ old
[ 21 —35 years’ old
[J 35 —55 years’ old
[1> 55 years’ old

Length of Stay
[ 1 =2 night(s)
[ 3 —4 nights
[ > 5 nights

SERVICE QUALITY

1 2 3 4

No Statement Strongly

Disagree

Strongly

Disagree Agree G

TANGIBLES

The hotel has visually appealing buildings
and facilities.

2 | The hotel has modern looking equipment.

The atmosphere and equipment are
3 | comfortable and appropriate for purpose of
stay.

Employees are well dressed, neat and tidy
in appearance.

RELIABILITY

5 | Employees are dependable.

6 | Employees provide prompt services.
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7 | Employees provide on — time services.
3 Employees are sympathetic and reassuring,
when the guest has problems.
RESPONSIVENESS
9 | Employees are willing to assist the guest.
10 Employees responds to tourists’
question(s) and request(s).
1 Employees provide details regarding
service and product offered.
12 Employees are always helpful, even in a
busy time.
EMPATHY
13 Employees provide personal attention to
the guest.
Employees understands the specific needs
14
of the guest.
15 Employees have their customer’s best at
heart.
16 | Employees always respect each guest.
ASSURANCES
Guest feels safe and secure to stay at the
17
hotel
18 Guest feels safe when transacting with
employees.
19 Employees consistently provide courteous
services.
20 | Employees are trustworthy.
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CUSTOMER SATISFACTION

1 2 3 4
No Statement
Strongly . Strongly
Disagree Disagree | Agree Agree
OVERALL SATISFACTION

| Overall, I feel satisfied with the product

and services of Dusit Thani Dubai

CUSTOMER SATISFACTION DIMENSION

I am satisfied for the product (room,
2 | facilities, equipment) of Dusit Thani

Dubai.

I am satisfied for the services that
3 | delivered by the employees of Dusit Thani

Dubai.

CONFIRMATION OF SATISFACTION

4 The product of Dusit Thani Dubai met my

expectation.
5 The services of the Dusit Thani Dubais’

employee met my expectation.

REPURCHASE INTENT
6 | I will stay at Dusit Thani Dubai again.
WILLINGNESS TO RECOMMEND

7 I will recommend Dusit Thani Dubai to

other people.
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LAMPIRAN 2
DATA MENTAH

bel Tangibles/ Bukti Fisik

12

Gambar 1 Variabel X, Subvar
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Gambar 2 Variabel X, Subvariabel Reability/ Keandalan
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/ Ketanggapan
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Gambar 3 Variabel X, Subvariabel Respons
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Gambar 4 Variabel X - Subvariabel Empathy/ Empati
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Gambar 5 Variabel X, Subvariabel Assurances/ Jaminan
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Gambar 6 Variabel Y
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LAMPIRAN 3
HASIL UJI VALIDITAS

Gambar 1 Uji Validitas Variabel X, Subvariabel Tangibles/ Bukti Fisik

Correlations

TOTAL_SCO

a1 Q2 Q3 Q4 RE
Spearman'stho Q1 Correlation Coefficient 1.000 744" 72" 447" 883"
Sig. (2-tailed) . 000 000 000 .000
N 98 98 98 98 98
a2 Correlation Coefficient 7447 1.000 8147 5347 9247
‘ . .000 000 000
98 98 98 98
8147 1.000 5017 884"
000 : 000 000
98 a8 98 98
orrelation Cogff 5347 5017 1.000 664"
000 000 . 000
| 98 98 98 98
924" g8 664" 1.000
000 000 000 :
| 98 98 98 98

ariabel Reability/ Keandalan

TOTAL_SCO
Q6 a7 Q8 RE

Spearman's rho 523 643" 490" 806"

. (2-tailed) 000 000 000 000

y 98 98 a8 98

1000 5977 587" 786"

. 000 000 000

98 98 98 98

597" 1.000 548" 866

000 . 000 000

98 98 98 98

Correlation Coefficie 587" 548" 1.000 738"

Sig. (2-tailed) 000 000 000 . 000

N 98 98 a8 98 98

TOTAL_SCORE  Correlation Coefficient 806" 786" 866" 738" 1.000

Sig. (2-tailed) 000 000 000 000 :

N 98 98 98 98 98

** Correlation is significant atthe 0.01 level (2-tailed).

80




Gambar 3 Uji Validitas Variabel X, Subvariabel Responsiveness/

Ketanggapan

Correlations

TOTAL_SCO
Q9 010 Q11 012 RE

Spearman'srho Q9 Correlation Coefficient 1.000 465" 584" 618" 848"
Sig. (2-tailed) ] 000 000 000 .000
N 98 98 98 98 98
Q10 Correlation Coefficient 465" 1.000 6127 6647 768"
Sig. (2-tailed) 000 . 000 000 000
N 98 98 98 98 98
Q11 Correlation Coefficient 5847 6127 1.000 666 788"
Sig. (2-tailed) 000 000 - 000 .000
98 98 98 98
666 1.000 839"
000 . .000
98 98 98
,,,,, 788" 839" 1.000
000 000 .
a8 98 98

bvariabel Empathy/ Empati

TOTAL_SCORE

TOTAL_SCO
Q15 016 RE

666" 671" 8437

000 000 .000

a8 98 98

583" 782" 860"

000 .000 000

98 98 98

1.000 516" 828"

! 000 000

98 98 98

516 1.000 775"

.000 . .000

98 98 98

828" 775" 1.000

000 000 :

N 98 98 98 98 98

** Correlation is significant at the 0.01 level (2-tailed).
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Gambar 5 Uji Validitas Variabel X, Subvariabel Assurances/ Jaminan

Correlations
TOTAL_SCO
Q17 Q18 Q19 Q20 RE
Spearman'stho Q17 Correlation Coefficient 1.000 728" 5447 785" 822"
Sig. (2-tailed) 3 .000 .000 .000 .000
N 98 98 98 98 98
Q18 Correlation Coefficient 728" 1.000 610" 710" 822"
Sig. (2-tailed) .000 . .000 .000 .000
N 98 98 98 98 98
Q19 Correlation Coefficient 5447 610" 1.000 589" 829"
Sig. (2-tailed) .000 .000 : .000 .000
N 98 98 98 98 98
& 710" 589" 1.000 752"
.000 .000 y .000
98 a8 98 98
822" 829" 752" 1.000
.000 .000 .000 .
98 98 98 98 98
** Correlatio evel (2-tail
bar 6 Variabel Y
TOTAL_SCOR
024 025 027 3
Spearman’s rho fficient 764" 463" 6167 547 845”
000 000 000 000 000 000
98 98 98 98 98 98
ticient 458" 800" 4427 575" £07" 883"
000 000 000 000 000
98 98 98 98
467" 693" s80” 881" 644"
000 000 000 000 000
98 98 98 98 98
fficient 1.000 528" 816" 802" 889"
i 000 000 000 000
08 98 98 08 98
05 Coefficient 528" 1000 674 8747 6797
000 r 000 000 000
98 98 98 98 98
a6 6167 674" 1.000 867" 91"
000 000 g 000 000
98 98 98 98
027 Cormelation 802" 8747 867" 1.000 s
Sig. (24ailed) 000 000 000 000 000
08 98 98 98 98 98 98
TOTAL_SCORE  Comelation Coefficient 846" 883" 844" 889" 679" 01" " 1.000
Sig. (2-tailed) 000 000 000 000 000 000 000 .
98 98 98 98 98 98 98 98

**. Comelation is significant at the 0.01 level (2-tailed).
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LAMPIRAN 4
TABEL R (KOEFISIEN KORELASI SEDERHANA)

Tinghkat signifikansi untuk uji satu arah
— 005 oo02s| o001]| oo005| oo00s
Tingkat signifikansi untuk uji dua arah
.1 o5 o2 Ll .M 1
| 00877 | (0960 | (0005 | {00900 | 0000
1 [1.8000 0.8500 (BRI {0, B9H] (.9540
3 .E054 0.ETRI 0.0343 0.9587 09911
4 0.7203 0EL14 0.8822 0.9172 0.9741
5 [LBE94 0.7545 0.8329 08745 (.9500
L] DA21S 0.7067 0. 7887 08343 0.9240
7 [.5822 {.h664 0. 7498 0.7977 i BoR3
8 O.5404 D.6319 0.7155 ] 0.8721
9 05214 L6021 [L6ES] 0.7348 08470
1 048971 (.3760 o341 (.70749 (L8233
11 04762 (L6334 (L6335 [.Eolo
12 04575 06120 6614 07500
13 4409 1.5023 el 0. 7604
14 04250 05742 L6226 0.7419
15| 04124 5577 | L6055 0.7247
l& (4000 ] L3897 0.7084
17 03847 DLS2RS 1.5 751 (6932
IE 02TH3 3155 L3614 O.67TEE
19 03647 05034 13487 06652
b ] au2] L5368 [.6324
21 L3513 04815 .3256 (0402
12 13438 14716 L5151 [
n 133645 [ 4621 5052 a1 78
14 13200 (L3RR 4534 14958 {16074
i (R (L3R 44851 1 4860 (15074
Pl n372| 0373 0.4372 04783 (- SEEL
n D31ES 03873 4207 .4705 (5700
18 03060 03610 04224 4624 03703
10 13009 03550 04158 0.4556 k2620
o 12060 ) L4003 L4487 55
Ell 0.3013 .3440 4032 4421
32 1.2E60 03388 03972 04357
33 L2R26 03338 03916 04206
£ (L.X7ES k3291 13862 1. 4238
as 0.2746 13246 3810 14182
di (L2700 3202 3760 L4128 03126
7 (L2673 3ol 03712 40T 5000
EL] [ 2638 03120 . 3665 (4026 (5007
9 (L2605 3081 3621 .3978 (4850
40 02573 304 (L3578 .3932 (L4806
41 [-2542 (L3008 1.3536 (L3R8T 4543
41 02512 0.2073 0,349 0.3843 04701
43 2483 0.2040 0.3457 0.3801 04742
+4 2455 0.2007 .34210 0.37461 (4604
45 2420 (.2EThH (.3384 (4647
46 1.2403 .3348 .3683 4601
47 0.2377 L3314 (1. 3646 L4557
48 123153 L3281 L3610
49 32328 1.3249 (L3575 14473
50 (L.2306 3218 3542 04432




Tingkat signifikansi untuk uji satu arah

0.05 0.025 0.01 0.005 0.0005

df=(N-2)
Tingkat signifikansi untuk uji dua arah

0.1 .08 oz il .M 1
| (02254 02706 03188 (.3509 04393
52 02262 02681 3158 0:3477 4334
53 02241 .2656 3129 3445 4317
4 02221 02632 03102 0.3415 4280
55 02201 02600 0,3074 4244
36 218k 12586 (3048 (4200
57 L2162 2504 .3022 4170
58 02144 12542 1.2997 {1.3301 4143
50 02126 254 .2972 .3274 04100
fall 02108 {12500 (L2048 {13248 {14070
il 02091 {12480 {2035 {,3223 (14045
6l [.2075 1.2441 (L2902 (L3198 401E
til (). 2058 {12443 {1 28500 11.3173 [} I0RE
L) (2042 012473 (L2858 0.3150 03950
bE (2027 02404 02837 03128 03031
G 02012 2387 Q2816 3104 3003
67 01907 02360 02794 .3081] 3870
L] 0192 02352 02776 03060 LIRS0
6l 0. 1068 02333 02756 03038 LIEZ23
T 01954 2319 L2737 37 (3T0E
71 (. 1040 02303 L2718 (.2997 3773
2 [, 1937 22867 {2700 2977 3745
T3 0.1a14 0227 {2642 12957 (3724
74 01800 L2257 L2664 (L2038 0370
75 . L B8R {3343 17647 L7184 03675
T 0.1 876 02227 0.2630 01290 03655
77 0.1 864 02213 02613 02882 0.3633
TR 01852 02100 02597 02864 0361
T 01841 02185 02581 0.2847
K (1| 29 2172 L2365 1.2830
Kl [ I RER L2150 (L2550 .2813
M 0.1 807 12146 2333 (12706
k] (1| 706 02133 02520 .2780
B4 0| 7RG 0.2120 0.2505 02764
k] 01 725 0.2108 12491 0.2748
o] 1763 112096 12477 0.2732
R7 1755 (L2084 112463 02717
L] 01745 02072 0.2449 02702 03412
L] 01735 02061 02435 02687 03303
an 01726 02050 02422 0.2673 03375
a1 DTES 02039 0.2409 0.2659 03358
2 01707 N2028 {2306 {1.2645 0133141
21 (L6598 2ol7 (L2384 L.2631 03313
4 1682 02006 0.2371 02617 03307
LE] I 16ED 01996 0.2359 02604 03200
Wt (671 11986 12347 11.2591] (.3274
a7 1663 1975 112335 112578 (L3258
Lo 1654 {18966 12324 02565 03242
Lkl [N 01956 02312 02552 03226
L D 1638 11946 .23 (.2540 03211
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LAMPIRAN 5
HASIL UJI RELIABILITAS

Gambar 1 Uji Reliabilitas Variabel X, Subvariabel Tangibles/ Bukti Fisik
Reliability Statistics

Cronbach's
Alpha N of ltems

.868 -

Gambar 2 Uji Reliabilitas Variabel X, Subvariabel Reability/ Keandalan
Reliability Statistics

Cronbach's
Alnha N of ltems

827 4

Gambar 3 Uji Reliabilitas Variabel X, Subvariabel Responsiveness/
Ketanggapan

Reliability Statistics

Cronbach's
Alpha N of ltems

.856 B

Gambar 4 Uji Reliabilitas Variabel X, Subvariabel Empathy/ Empati
Reliability Statistics

Cronbach's
Alpha N of ltems

.880 4

Gambar 5 Uji Reliabilitas Variabel X, Subvariabel Assurances/ Jaminan
Reliability Statistics

Cronbach's
Alpha N of ltems

.884 4
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Gambar 6 Uji Reliabilitas Variabel Y

Reliability Statistics
Cronbach's
Alpha | N of ltems
805 7
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LAMPIRAN 6
HASIL UJI KORELASI

Gambar 1 Hasil Uji Korelasi

Correlations
KEPUASAN
KUALITAS PELANGGAN
LAYANAN (X) )
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LAMPIRAN 7
PERIODE 1 -30 JUNI 2019

HISTORY DAN FORECAST KEDATANGAN TAMU

WiBl g0 M9 1] BFEE  ZFOLE ZO'00%'60L'T YE0ZE 374 L¥e 0
MhiBL 802 LB i B¥ZE  ZVELE ZH00F'60LT HZOTA £52 v o ok GIFE  0UOB [Eligng
| i b Fir A SR = F I 4 ITERLYE %EL 96 o BHE 0 i 0zl 0% NS §L/B0E
BE0 g 0 i BTG 006 ES L7 06 o SE 0 ] BZL SOE S GLIONGE
i 0 ! ] it 65662 9 +8E 6 007005 I e 0 i £24 e U4 61 /B0EE
e o z i ZEl LG LBE GZ 20556 006 ] EiE D ! £EL (¥ UL BLONNLE
oo | ¥ b ] 65462 LEMOF' PG %0066 Iz 86z 0 z +h HE PO BLODGEZ
g 9 i} £0k  6LGiE 7 4ESHE Wl L6 i 66z 0 1] 56 LE 2N fL/BWET
w0 ¥ b L8 15 LBZ LOEDLER W0 00k ¥i me o ] I6 ize LOW 55 /B0VEE
= I £ o B0}  BOBLE G BLE4F WSO EE ¥l g 0 a L FIE UNS §iL/DVET
S8 0 ¥ k i€k Z6EBE &l WA (A8 BZ 0 0 i} HE 185 GLO0/ZT
gL @ z i [ TH 605 6 00 005 gl Wt 0 i ol LZE ud GLIB0EZ
68 0 F4 o g7} EEE0E B6EbGY 56 W00 00E zE 66z o 0o oz 1z rLSLB0DE
P S 1} F4 I i T E0E 90'600° 46 00 00k EZ 8E 0 I 66 \ZE PEM BLID0GL
me o g o £ LF'00E 5016 %G1 BE (- g 0 i i g TR
= B z i = ZTEIE EVEEL 1B REHEE 0 ElE D I ] £IE LD 6100V |
o I 0 o 8 _hinieE o 6t 06 LA i6 o DIE O ] ail 0iE ung G1La0e
e £ ¥ -3 0L EZEME EEELCbE %Iy i o BE 0 | LE E:Tid 1B5 GL/O0/SL
0oL o g z Sk BLME {14 TR RIOEE 1 LIE 0 i Bl BLE U4 B8 /O0FL
€68 0 F4 i a0l ZVBEE 98I0 E0L WEZE LG . HE 0 1] 131 #IE UL Bl B0EL
Ea L £ 4 00k PFLEE EVIFEEE %Z0 b6 A e 0 o 0oL (=i PafA G6L/D0EL
s T i ¥ ZlL FULEE EEEZDUG HERFE Bl GZ 0 0 cil £62 BN GLONEE
Zis A Z b 6.  ErEEE ‘a0 Z00'es WAL GH B ME B il ¥ 062 ol GLB0DE
e gl ¥ L 2Bl ZOBEE OLOELES WIEEE Bl wmEZ 0 o BEL =7rd ung fL/00/60
e 0 0 /] 1 6L BLE 16 ZvEon Wkl bl A P S 0o £l ME 1BS GL/E0E0
W 0 L 1} ¥l ¥ 60k £HB6E {21 %EE0E Tl HE O ] ZEi HE ud GA/B0ED
W o o ¥ g2k 2Lk IEEWESE 00005 i 17 ] i LZE LTHAE
VLT ) ¥ 16 EFBEF YOGBETEL %07 06 I BE D ] Z81 60E PR GL/B0/S0
B £ o &t WSZE LITOYEL BFAGL ;1 SiE O 0 bEL 0 801 6L/00H0
E ZZ E- g #L ISEIE 0SHEL S %Al 8r e 2 F'd S 0 oL Fri uo G1/00/ED
IEE EE E ¥ wL 06LE ﬂ? WOk vl L S| o i £Fl UNg GL/O0ED
TIE  BF i g 8 L LBE. 09TS0 0 WO0ES 4 1 S i i Bk 185 §4/B0L0
Aioisiy
WO EWOCH EIWO0N SWOOy SO0y 0 - » anoigy “Apuy - Ben) OO BW0OYH 30
9Py OO0 Moyg oy espdeg deag ig BnUBASY LT ﬂg fanpag [onpe ssnoH  dwog Ay =0T e
1=e2au0] pue LIo)siy
Zh:bh -
TR

G0 S VMINTG GYMY O3LINA IVENd INVHL LISng

88



LAMPIRAN 8
HOTEL DUSIT THANI DUBAI

Gambar 1 Lobi Hotel Dusit Thani Dubai
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Gambar 2 Deluxe Room
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Gambar 6 Restoran 24™ Street
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LAMPIRAN 9
TESTIMONI PELANGGAN

Gambar 1 Testimoni melalui Survey Hotel
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Gambar 3 Testimoni melalui Trip Advisor

“Hotel in centre”

@@@®( 7Feb2019

". slawomir5511 (2) Reviews

The hotel has a great central location next to the
city's major attractions like Burh Khalifa and Dubai
Maal. From the window of the hotel you can see
the whole panorama of the tallest skyscrapers in
the city, which makes an impression especially at
night. Immediately after entering the hotel she
C
ecially because it
ss. Hotel very
5 the evening.
e breakfasts were very good. Beautiful hotel
Thai style \etimes there were
onaTh The only
tment ol on the top floor
dnoti not find the

ellu Email

iA
f

We are’
We can
We have ny

Thankyou so muc
Rachae|
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