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ABSTRACT 

 

Ghani (2023). The Effect of Service Quality and Relationship Marketing on 

Consumers' Decisions to Stay at the Galaxy Hotel Banjarmasin (Study on 

Consumers at the Galaxy Hotel Banjarmasin). Promotor M. Yudy Rachman. 

  This research was conducted to (1) determine the effect of service quality 

on consumer decisions to stay at the Galaxy Banjarmasin Hotel (2) determine the 

effect of relationship marketing on consumer decisions to stay at the Galaxy 

Banjarmasin Hotel (3) determine the effect of service quality and relationship 

marketing simultaneously affect decision to stay at Hotel Galaxy Banjarmasin. 

 The method used is in the form of quantitative research, by distributing 

questionnaires to 110 guests staying at the Galaxy hotel. The results of the 

questionnaire are followed by testing and analyzing descriptively. Processing 

data using multiple linear regression method. 

 The results of this study are (1) partially service quality on consumer 

decisions does not have a significant effect on staying at the Galaxy Hotel, (2) 

partially relation marketing has a significant effect on staying at the Galaxy 

Hotel, and (3) simultaneously service quality and relation marketing have an 

effect significant to stay at Galaxy Hotel. 

Keywords: service quality, relationship marketing, decision to stay 
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ABSTRAKSI 

 

Ghani (2023). Pengaruh Kualitas Pelayanan dan Relationship Marketing 

Terhadap Keputusan Menginap Konsumen di Hotel Galaxy Banjarmasin 

Supervisi: Bapak M. Yudy Rachman. 

 Penelitian ini dilakukan untuk mencapai tiga tujuan utama: (1) menentukan 

dampak kualitas layanan terhadap keputusan konsumen untuk menginap di Hotel 

Galaxy Banjarmasin, (2) menilai pengaruh pemasaran relasional terhadap 

keputusan konsumen untuk menginap di Hotel Galaxy Banjarmasin, dan (3) 

menganalisis dampak bersamaan dari kualitas layanan dan pemasaran relasional 

terhadap keputusan konsumen untuk menginap di Hotel Galaxy Banjarmasin. 

 Metode penelitian yang digunakan adalah penelitian kuantitatif dengan 

pendistribusian kuesioner kepada 110 tamu yang menginap di Hotel Galaxy. Data 

dari kuesioner kemudian dianalisis secara deskriptif, dan pengolahan data 

menggunakan metode regresi linier berganda. 

 Hasil penelitian ini menunjukkan bahwa: (1) secara individu, kualitas 

layanan tidak memiliki pengaruh signifikan terhadap keputusan konsumen untuk 

menginap di Hotel Galaxy, (2) secara individu, pemasaran relasional memiliki 

pengaruh signifikan terhadap keputusan konsumen untuk menginap di Hotel 

Galaxy, dan (3) secara bersamaan, kualitas layanan dan pemasaran relasional 

memiliki pengaruh signifikan terhadap keputusan konsumen untuk menginap di 

Hotel Galaxy. 

Kata Kunci: Kualitas Pelayanan, relationship marketing, keputusan menginap 
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