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Abstract: The development of the number of hotels in Medan City is also very rapid and this
has led to very tight hotel competition in Medan City. Hotels are often found in urban areas.
Especially in places near airports, terminals, large stations, and busy centers in cities, where
such places are often used as traffic by people who are on a trip, traveling, and those who
don't. have relationships at the destination. Hotel classification can be differentiated based
on building quality, facilities, and service quality. The purpose of this research is to analyze
consumer satisfaction at a Five-Star Hotel. This type of research is associative. Population
in this study are consumers who have used the services of a Five-Star Hotel. The sample in
this study used the slovin method. The formula used in the slovin method, so the total sample
is 100. Testing this hypothesis uses the partial (t) test. The research results show that
responsiveness has a positive and significant effect on consumer satisfaction at a Five-Star
Hotel. Empathy has a positive and significant effect on consumer satisfaction at a Five-Star
Hotel.
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1. INTRODUCTION

Nowadays, the tourism sector has become a fairly advanced business activity or industry in the
world. Indonesia, which has great tourism potential, is expected to be able to become a reliable
development force. In the current economic situation in Indonesia which is experiencing a
crisis, the tourism sector is able to show good enough development to be used as an alternative
to improve the economic situation. The tourism industry must continue and improve its
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development by expanding and utilizing existing resources, the potential for tourism to become
an economic activity that can be expected to increase business and encourage regional
development.

Tourism has become the largest industry and shows consistent growth from year to year. Word
Tourism Organization there has been a 200% increase in the current number of world tourist
visits. One of the material objects of tourism is the accommodation services sector, namely an
industry that includes motel and hotel services, entertainment centers and home holiday
services, furniture rental services for accommodation, and other similar services.

One of the businesses operating in the accommodation sector is a hotel, which is managed
professionally to generate profits by providing accommodation services, food, drinks, and other
facilities such as meeting rooms. One type of hotel that provides meeting rooms is a business
hotel, namely a hotel that is designed to accommodate guests who have business purposes and
apart from that, the standard of meeting rooms in business hotels must also be considered.

In line with the development of the tourism industry in Indonesia, more and more hotels are
needed as accommodation facilities, so there is more competition between hotels. With
conditions like this and the large number of players in the tourism business sector which
increases the level of competition among entrepreneurs, it should not be a barrier to enthusiasm
for entrepreneurs, but should be used as a challenge to try harder. In increasingly fierce
competition, high levels of creativity are needed so that competition can be used as a whip to
determine something new.

A hotel is a form of building, symbol, company or accommodation business entity that provides
accommodation services, food and beverage providers, and other service facilities where all
services are intended for the general public, both those who stay overnight at the hotel or those
who only use the facilities. Certain hotels owned (Pandiangan, 2024). The development of the
number of hotels in Medan City is also very rapid, and this has led to very tight hotel
competition in Medan City. Hotels are often found in urban areas. Especially in places near
airports, terminals, large stations, and busy centers in cities, where such places are often used
as traffic by people who are ion a trip, traveling, and those who don't. Have relationships at the
destination. Hotel classification can be differentiated based ion building quality, facilities, and
service quality.

Five-Star Hotels are the most luxurious hotel class which have a minimum number of 100
standard rooms with a minimum area of 26 m? and i5 suite rooms with a minimum area of 52
m2. This hotel has a restaurant, bar, swimming pool, recreation area and multi-professional
staff. Not only that, 5 star hotels also have 24 hour room service and provide welcome drinks
for arriving guests.

Consumer satisfaction is the level of conformity between the desired service and the reality
received (Pandiangan, 2023). The level of suitability is the result of an assessment carried out
by guests based on their knowledge and experience. Customer satisfaction is determined by the
desired service quality so that quality assurance becomes a top priority and is used as a
benchmark for a company's competitive advantage. To get an idea of consumer satisfaction, it
is necessary to know the meaning of service quality. Service quality that influences consumer
satisfaction consists of responsiveness and empathy.

The purpose of this research is to analyze consumer satisfaction at a Five-Star Hotel.
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2. RELATED WORKS

Effect of Responsiveness on Consumer Satisfaction

Responsiveness is the willingness to help customers and provide services quickly and precisely
by conveying clear information (Sudarso, 2012). Ignoring and leaving customers waiting
without a clear reason causes a negative perception of service quality. The responsiveness
indicators in this research are 1) responsiveness to customer complaints, 2) employee
willingness to help customers or guests, and 3) speed in resolving problems. Responsiveness
has an influence on consumer satisfaction, meaning that if responsiveness is implemented well
it will increase consumer satisfaction (Samsir, 2020). Responsiveness is a dominant factor in
the relationship with customer satisfaction because good and satisfactory responsiveness can
create a pleasant atmosphere and a sense of satisfaction with the facilities provided.

Effect of Empathy on Consumer Satisfaction

Empathy is providing sincere and individual or personal attention given to customers by trying
to understand consumer desires where a company is expected to have an understanding and
knowledge of customers, understand specific customer needs, and have operating times that
are comfortable for customers (Schiffman and Kanuk, 2010). The empathy indicators in this
research are 1) 24 hour service available, 2) knowing the wishes of customers or guests, and 3)
being able to communicate well. Empathy as an employee must know more about consumer
needs at that time, provide attentive service, so that customers appear comfortable when their
wishes are fulfilled, and reliability, namely relatively long service times due to delays in
employee attendance at work, lack of clarity in the information conveyed by service officers,
and lack of responsiveness of service officers in providing solutions to customer complaints.
Empathy has an influence on consumer satisfaction, meaning that if empathy is implemented
well it will increase consumer satisfaction (Setiawan and Ferawati, 2018).

3. METHODOLOGY

This type of research is associative. The associative approach is an approach that uses two or
more variables to determine the relationship or influence of one another (Alimuddin et al.,
2023).

Population is a combination of all elements in the form of events or people who have similar
characteristics which is the center of research (Tambunan et al., 2024). Population in this study
are consumers who have used the services of a Five-Star Hotel. This population is
heterogeneous which can be seen from the diversity of age, gender and education. Sample is
part of the number of characteristics possessed by the population (Kurdhi et al., 2023). The
sample in this study used the slovin method. The formula used in the slovin method, so the
total sample is 100.

In the data collection process, the author used the following data collection methods
(Pandiangan et al., 2024):
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1. Observation is a data collection technique by making direct observations of the object being
studied and is the first step in data collection.

2. Documentation is a technique for collecting related data and information from books,
journals, the internet iso that it can support and increase insight and increase trust and proof
of an event.

3. A questionnaire is a data collection method that is carried out by asking respondents
questions using a questionnaire guide.

Testing this hypothesis uses the partial (t) test. The it test is used to test the significance of the
relationship between variables X and Y, whether independent variables 1 and 2 influence
variable Y separately or partially (Pandiangan et al., 2023).

4. RESULTS AND DISCUSSION

General Description

Hotel classification is a system for grouping hotels into several levels. Grouping is carried out
based on certain assessment measures, which include the number of rooms, facilities provided,
existing equipment, and quality of service. Based on Decree: Kep-22/U/VI/78, hotels in
Indonesia are classified into five classes. namely One-Star Hotel, Two-Star Hotel, Three-Star
Hotel, Four-Star Hotel, and Five-Star Hotel. Meanwhile, hotels that cannot meet class
standards or are below the minimum standards will fall into Non-Star Hotel category. The
following is a classification of hotels based ion the number of stars:

One-Star Hotel

This is a hotel that is usually managed directly by the owner. One-Star Hotel have a minimum
number of 15 rooms with a minimum area of 20 m2 per room. This type of hotel is usually
located near the crowds with very cheap prices.

Two-Star Hotel

This is a hotel with better maintained and neat facilities. This hotel has a minimum of 20
standard rooms with a minimum area of 22 m? and 1 suite type room with a minimum room
area of 44 m2. More than that, this hotel also has a restaurant and bar, sports venue, and is
usually located in an easily accessible location with a better level of security than Two-Star
Hotel.

Three-Star Hotel

This is a hotel that has better service than Two-Star Hotel This hotel has a minimum number
of 30 standard rooms with a minimum area of 24 m2 and 2 suite rooms with a minimum area
of 48 m2, Three-Star Hotel are usually equipped with recreation and sports areas, restaurants,
lobbies with better-maintained decorations, and more professional staff.

Four-Star Hotel
This is a hotel that has a minimum number of 50 standard rooms with a minimum area of 24
m2 and 3 suite rooms with a minimum area of 48 m2. This hotel is equipped with rest areas,
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recreation and sports areas, shopping areas and swimming pools. Apart from more complete
and spacious facilities, Four-Star Hotel also have more professional staff than hotels with lower
stars.

Five-Star Hotel

This is the most luxurious hotel class which has a minimum number of 100 standard rooms
with a minimum area of 26 m2 and 5 suite rooms with a minimum area of 52 m2, This hotel has
a restaurant, bar, swimming pool, recreation area and multi-professional staff. Not only that,
Five-Star Hotel also have 24 hour room service and provide welcome drinks for arriving guests.

Figure 1. Five-Star Hotel in Medan City

Cambridge Hotel ~ Grand Mercure JW Marriott Grand City Hall Aryaduta Medan
Medan Maha Cipta... Hotel Medan Medan

Hypothesis Test Result

Hypothesis testing determines benchmarks for acceptance and rejection based on the
probability of accepting and rejecting Ho itself. If the sig. is smaller than the expected
significance level of the test, it can be concluded that there is not enough evidence to reject
hypothesis no, and it can be concluded that the alternative hypothesis is correct.

Table 1. Hypothesis Test Result

Variable B Sig.
Responsiveness 1.273 0.000
Empathy 2.947 0.001

The research results show that responsiveness has a positive and significant effect on consumer
satisfaction at a Five-Star Hotel. Responsiveness from service providers will increase consumer
satisfaction. This is demonstrated by the employee's ability to serve consumers, employees who
have extensive knowledge and security responsiveness will give a better impression of the hotel
thereby increasing consumer satisfaction. This explains that every form of service requires
responsiveness to the services provided. The form of certainty of service is largely determined
by the guarantee of the employee providing the service iso that the person receiving the service
feels satisfied and confident that all forms of service matters are carried out completely and
completed in accordance with the speed, accuracy, convenience, smoothness, and quality of
the service provided.

Empathy has a positive and significant effect on consumer satisfaction at a Five-Star Hotel.
The existence of empathy from hotel service providers in the form of equal attention, 24-hour
service for guests who need assistance, good communication skills, the ability to meet
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consumer needs, and understanding each consumer's condition will increase the positive view
of each hotel. This will in turn provide higher satisfaction. This means that in providing
services, everyone who wants services can feel the importance of physical evidence shown by
the service developer, so that the services provided provide satisfaction. The form of physical
evidence of service is usually in the form of available service facilities and infrastructure, the
service technology used, the performance of the service provider in accordance with the
characteristics of the service provided in showing work performance that can be provided in
the form of physical services that can be seen.

5. CONCLUSION

The research results show that responsiveness has a positive and significant effect on consumer
satisfaction at a Five-Star Hotel. Empathy has a positive and significant effect on consumer
satisfaction at a Five-Star Hotel.
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