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ABSTRAK 

 

Perkembangan pariwisata  di Indonesia terus meningkat seiring dengan 

berjalannya waktu, banyaknya pariwisata yang di kelola oleh swasta termasuk Taman 

rekreasi Botani Sukorambi Jember akan meningkatkan persaingan, untuk meningkatkan 

daya saing dalam industrinya diperlukan kualitas jasa yang mengarah pada tercapainya 

kepuasan dan loyalitas konsumen yang mengarah kepada terciptanya suatu rekomendasi 

dari konsumen pemakai jasa kepada orang lain. Penelitian ini dilakukan dengan tujuan 

untuk mengetahui pengaruh kualitas jasa yang dibentuk oleh dimensi-dimensi kualitas 

jasa tersebut terhadap kepuasan konsumen atau pengunjung, dan rekomendasi dari 

mulut ke mulut.  

Subjek penelitian adalah pengunjung Taman Rekreasi Botani Sukorambi 

Jember, dengan sampel sebanyak 150 orang. Penentuan sampel menggunakan metode 

purposive sampling. Data dianalisis dengan menggunakan teknik SEM (Structural 

Equation Modelling) dengan program Amos 20.  Hasil dari penelitian  menunjukan 

bahwa pengaruh delapan dimensi (performace, features,reliability, Comformance to 

specification , durability ,  serviceability, aesthetics, perceived quality ) kualitas jasa 

berpengaruh segnifikan terhadap kepuasan konsumen dan rekomendasi dari mulut ke 

mulut ,kecuali aesthetics  berpengaruh tidak signifikan terhadap rekomendasi dari mulut 

ke mulut karena dari pengujian lewat kuisioner  nilainya paling rendah sehingga 

hipotesis empat belas di tolak, sedangkan yang paling dominan futures berpengaruh 

signifikan terhadap kepuasan konsumen hipotesis ke dua . 

Kata kunci : performace, features,reliability, Comformance to specification , durability 

,  serviceability, aesthetics, perceived quality ,Kepuasan konsumen 

,Rekomendasi dari Mulut ke Mulut. 

 

 

 

 

 

 



ABSTRACT 

 

The development of tourism in Indonesia continues to increase over time, the number of 

tourism which is managed by the private sector, including recreational park Botanical 

Sukorambi Jember will increase competition, to increase competition in the industry 

required quality of service that leads to the achievement of customer satisfaction and 

loyalty that leads to the creation of a recommendation of the end-user services to others. 

This study was conducted to determine the effect of service quality established by the 

dimensions of the service quality on customer satisfaction or visitors, and word of 

mouth recommendations. 

Subjects were visitors Recreation Park Botanical Sukorambi Jember, with a sample of 

150 people. The samples using purposive sampling method. Data were analyzed using 

SEM techniques (Structural Equation Modelling) by Amos program 20. The results of 

the study showed that the influence of the eight dimensions (performace, features, 

reliability, Comformance to specification, durability, serviceability, aesthetics, 

perceived quality) segnifikan effect of service quality on satisfaction customers and 

word of mouth recommendations, except aesthetics no significant effect on the 

recommendation of mouth because of testing through questionnaires lowest value so 

that the hypothesis is rejected fourteen, while the most dominant futures significant 

effect on customer satisfaction second hypothesis. 

Keywords: performace, features, reliability, Comformance to specification, durability, 

serviceability, aesthetics, perceived quality, customer satisfaction, recommendation of 

Mouth. 
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