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CHAPTER 4 - DATA ANALYSIS

4.1 Data Source

The data recieved from the questionnaire that are distributed to the guest who stayed
in Sepa Island for more than one night. The author distributed the questionnaire at
night to ensure that the questionnaire will be answered by the guest who stayed at

least one night in Sepa Island.

4.1.1 Destination Profile

Thousand Island is one of the province in Jakarta. The location of Thousand Island
province is off the shore off North Jakarta. Thousand Island has three types of tourism
destination that become the main attraction that motivate tourist to visit. The three

types are beach (public island) with 45 island, natural preserve that has two islands,

and historical that has four islands (Abdur Razak, 2013).

The central government of the Thousand island is Pramuka Island and it has 11
islands for the residence to stay and there are eight island that are focused on tourism
and Sepa Island is one of the island that run in tourism industry (Saputra, Sepa Island,

2017).

Tourist can also stay in the residence island however the tourist will have to stay in the
house that are belong to the residence of that island. In other words, the tourist will
homestay inside the house that are belong to the residence of that island. The islands
that are running in business like Sepa Island, is providing cottages for the guest who

visit the island.

Sepa Island starts receiving guests since 1990 and was formed by Surjadi Saputra. In
1989 when Mr. Surjadi still contracting the island, the first purpose of Sepa Island is
for boats and ships that belong to Mr. Surjadi to park because, the price to park a ship
is much cheaper than park in Marina, Ancol. And after a few years there are some
people who visit this island and seeing this island has beautiful landscape and pure
corals surrounding the island. In late 1989, an idea was merged from Mr. Surjadi

Saputra that he must to develop this island to become a resort where tourist can visit
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and stay. By selling the boats and ships that Mr. Surjadi has, he finally can purchased
and develop the island to become a fully functional resort (Saputra, Sepa Island,

2017).

This island is a resort that has 38 cottages and 5 types of room that could
accommodate more than 100 guests if each of the rooms is filled with 4 people. This
island also have an “all you can eat” type of restaurant without any extra payment
from the guest because, the price of the room rate are all included. The price also
include round trip boat from Marina, Ancol to Sepa Island and Sepa Island to Marina,

Ancol.

From the management until ground crew, this island has around 92 employees. The
management in Sepa Island is having direct influence with their employee (Saputra,
Sepa Island, 2017). Sepa island offers many things that many people cannot believe
that it is still a part of Jakarta for example white sand beach, coral reefs, water sports,

etc.

There are variance of tourist who come to this island although most of the visitors are
Indonesian, sometimes the tourist are coming from many international tourist for

example China, Japan, Korea, India, Australia, USA, even Arab.

This island is completely remote due to the distance from Jakarta and the island itself
which means, this island has to provide their own electricity power, and water (for
take a bath, toilet, etc.) by themselves. The raw material for the food, drinking water,
and all the supply that the island need to operate the island, will be transported from
Jakarta mainland by cargo ship that Sepa Island have (Saputra, Sepa Island, 2017).

4.1.2 Location of Sepa Island
This island is located on the north side of the Thousand Island, North Jakarta and it is

around 65 kilometers away from Jakarta bay, Ancol.
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This island is one of the furthest islands in Thousand Island, and surrounded with
some other resorts for example, Putri Island, Pelangi Island, Pantara Island, and Semut
Island. To be able to reach Sepa Island, the company provides speedboats that can

reach the island around 90 — 120 minutes (Saputra, Sepa Island, 2017).

Figure 3 Sepa Island and Surroundings

Source: pulaupelangibpi.blogspot.co.id
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4.1.3 Demographic

The demographic data that was taken in Sepa Island will discussing about the gender,
age, education background, length of stay, number of revisit, travel companion, and
how the guest know about Sepa Island. To make the demographic data is easier to

read, the author use pie chart to interpret the data.

e Gender of the Respondents

Ge_gder

kl Male

k Female

Female, 42, 49% Male, 43, 51%

Figure 4 Total Gender of the Respondents Diagram

Source: Author’s Research

Based on the demographic data recieved from the questionnaire, the difference
between Male and Female is almost the same. The respondents are 43 Males and 42

Females, which in total of 85 respondents.
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e Age of the responents

Age

51-55, 3, 2%

>56, 1, 1%

46-50, 13, 10%

20-25, 31, 24%

41-45, 9, 7%
K20-25  H26-30

L31-35 W 36-40
k41-45 W 46-50

36-40, 15, 12% L51-55 M >56

31-35, 11, 8%
26-30, 46, 36%

Figure 5 Age of the Respondents Diagram

Source: Author’s Research

Based on the demographic data recieved from the questionnaire, respondents who
aged from 26-30 years old contributes the biggest part of the data with 46 respondents
or 35% from the whole data. The second biggest contributors is followed by
respondents who aged from 20-25 years old with 31 respondents or 24% of the whole

data recieved.
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e Education Background of the Respondents

Education Background

Professor, 5, 6%

High School, 14,
\ 16%

Doctor, 12, 14%7, Z

F.

kl High School
i Diploma

4 Bachelor

K Doctor

L Professor

Bachelor, 21, 24%
Diploma, 34, 40%

Figure 6 Education Background Diagram

Source: Author’s Research

Based on the demograpic data received from the questionnare, the biggest number of
respondent that contributes the most for this research are guests who graduate with
Diploma status with 34 respondents or 40% from the whole data, followed by guests

who graduated with Bachelor degree status.
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e Length of Stay

Length of Stay

>3 days; 11; 13%

i 2 Days
3 Days; 13; 15%
i 3 Days

>3 days

2 Days; 61; 72%

Figure 7 Length of Stay Diagram

Source: Author’s Research

Based on the demograpic data recieved from the questionnaire, most of the
respondents who stay Sepa Island stayed for two days for 61 respondents or 72% from
the whole data. respondents who stayed for three days and more than three days are

almost the same by 13 respondents or 15%, and 11 respondents or 13%.
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e Number of Revisit

S Number of Revisit

i 1 time
3 times; 8; 9%
i 2 times

L 3 times

il >3 times

2 times, 18, 21%

1time ; 48; 57%

Figure 8 Number of Revisit

Source: Author’s Research

Based on the demograpic data recieved from the questionnaire, most of the
respondents visits Sepa Island for the first time with 48 respondents or 57% from the
whole data. Followed by respondents who has visit Sepa Island for 2 times with 18

respondents or 21% from the whole data.
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e Travel Companion

Travel Companion

Other, 2, 3%

Colleague, 19,

220 \

Family, 34, 40%

K Family

i Friends

Ll Colleague

i Other

Friends, 30, 35%

Figure 9 Travel Companion Diagram

Source: Author’s Research

Based on the demographic data from the questionnaire, most of the respondents visit
Sepa Island with their family for 34 respondents or 41% from the whole data.
followed by the respondents who visit Sepa Island with their friends for 30

respondents or 35% from the whole data.
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e Source of Information about Sepa Island

Source of Information about Sepa
Island

Other, 11, 13% Internet, 15, 18%
0_\_ . . /
i Internet
il Social Media
L 'Word of Mouth

i Other

Social Media, 16,

Word of Mouth, 19%

43,50%

Figure 10 Source of Information Diagram

Source: Author’s Research

Based on the demograpic data recieved from the questionnaire, guest who visit Sepa
Island know the information about Sepa ilsland from word of mouth as known as told
by other people, with 43 responents or 50% from the whole data. Followed by social

media with 16 respondents or 19% from the whole data.
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4.1.4 Data Tabulation

The Tabulation of the data gathered for this study will be presented in the table below.

The table represent every variable in the research from X1 until X6 and variable Y.

Table 4 Data Tabulation
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4.2 Data Analysis

4.2.1 Validity Test

The purpose of validity test is to know if the question stated in the questionnaire could

measure what it supposed to measure. To measure the validity, Pearson Coefficient of

Correlation is used in this study.
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Figure 11 R-Table
Source: (Zaiontz, 2013)

The figure above, R-Table, show the number of critical value of Pearson Correlation.
In order to be valid, the result of Pearson Correlation must exceed the number stated n
the R-Table. The significance level that will be used in this study is 10%, which
means o= 0,1
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4.2.1.1 Validity Test Result in Pre-Test

As discussed in the previous chapter, the questionnaire needed for pre-test is 30
questionnaires. However, during the data collection, the author was able to collect 31
answers and all of them will be calculated for the pre-test.

The fist step before pre-testing the data is determine the R-Table value. There are

several steps:

1. Determine the degree of freedom value or df, by subtracting two from

the total sample of the pre-test

df =30-2 =28

2. Determine the significance level, which 10% or 0,1.

As seen on the R-Table, the R value for 28 degree of freedom and 0.1 significance
level is 0,306057- round up to 0,306. Therefore, the result of the validity pre-test must
be higher than 0,306.
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Table 5 Validity Test Result in Pre-test for Variable X

Correlations
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* Commelationis significant atthe 0.01 level (2-talled)
* Correlation is significant at the 0.05 level (2-tailed).

Source: SPSS

As seen on table 5, the highlighted numbers are the result from the question above
0,306. Therefore, the entire questions that represent variable X or Service Excellence
are valid.
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Table 6 Validity Pre-Test Result for Variable Y

Correlations

1 y2 ¥3 yd ¥a totaly
¥ Fearson Correlation 1 206 327 284 ATE .525!!-
Sig. (2-tailed) 275 077 127 353 003
N 30 30 30 30 30 30
y2 Pearson Correlation 206 1 ATT 489 303 728
Sig. (2-tailed) 275 008 006 103 .000
N 30 30 30 30 30 30
y3 Pearson Correlation 327 ATT 1 354 458 807
Sig. (2-tailed) 077 008 055 011 .000
N 30 30 30 30 30 30
m Pearson Correlation 285 489 354 1 285 685
Sig. (2-tailed) 127 006 055 128 .000
N 30 30 30 30 30 30
¥5 Pearson Correlation 176 303 458 285 1 665
Sig. (2-tailed) 353 103 011 128 .000
N 30 30 30 30 30 30
totaly  Pearson Correlation 525 728 807 685 665 1
Sig. (2-tailed) .003 .000 000 000 .000
N 30 30 30 30 30 30

** Correlation is significant atthe 0.01 level (2-tailed).
* Correlation is significant atthe 0.05 level (2-tailed).

Source: SPSS

As seen on table 6, the highlighted numbers are the results from the question are

above 0.306. Therefore, the entire question that represents variable Y or Guest

Satisfaction is valid.

4.2.1.2 Validity Test Result in Post-Test

As discussed in the previous chapter, the questionnaire needed for post-test is 68

questionnaires. But, the total questionnaires received are 85 respondents. During the

data collection, all of the questions are answered correctly. The first step before testing

the validity of the data is determine the R-Table value. There are several steps:
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1. Determine the degree of freedom value or df, by subtracting two from
the total sample:

df=85-2=283

2. Determine the significance level , which is 10% or 0,1

Based on the Pearson’s r table the critical value for 80 degree of freedom and 0.1. The
significance level is 0.182196 rounds up to 0.18 therefore the result must be higher
than 0.18.

Table 7 Validity Post-Test Result for variable X

Correlations

.l .l .3 21 x4 .1 133 w1 2 =3 16.1 w63 B2 2.3 grandhofal:
1 Pearson Correlation 1 02 46 .00 355 A ] .3 404 et ] 376 A3 433
Eig (2-tailad) 00§ .ann o7 on .on3 o3 a0 ilih] .00 .oog on2 oo
N 85 i1 Bs 85 ik L} B! B 85 [:1] [:1] Bs B
H Fearsan Corelaion | 307 G 081 IR T RE D ET 548
g (failed) nns .onn il il 126 03 106 oz o o7 o ant ann
[] 85 B BE 25 [:14 BE 25 85 a5 :1] BE B BE BS
n3 Pearson Gormelation KLl AGT 1 il RED] 359 203 362 380 545 250 58 208 583
B -taled) .o oIl oo 200 .om .o 0 il .0og o oo 155 oo
N 85 85 [ 85 [ [ 85 3 85 85 [ 85 [ i
121 Pearson Cormelation bl ] EiCH 1 ik} EE ETH A5 A ki) 154 k1] A7 587
Bl (2-lailed) .07 o7 .onn .on3 .01 AST il 00§ il oo oo 000
] BS :1] BS 85 BS 85 ) a5 :L] ] :L] BS BS
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13 Pearson Cormelation A 243 A1§ 1 A58 42 630 360 .40 e 268 A5 A7
B (2-tallad) 258 Julil] {1]1]1] Loy} il oo na .0 .0oo
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N BS :L] BS 8! 25 85 Bg 85 a5 [:1] BS 85 ) 85 :L BS BS
31 Fearson Corlation | 383 [ 477 |0 7| as6 | w0 | a0 | 38 Fid I D G S B
Sig (-l i1 197 o
) :L} BA [
.l Pearzon Cormelion 596
B (2allad) o
N [
w3 Pearson Cormelation (Eh]
Sig (hailed) o0
N B
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** Cormetaionie sianifcant althe 0.01 level (2-Lailed).
* Gomelaion i signiicant atthe 0.04 level (2-tailzd).

Source: SPSS
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From the table of the post-test result for variable X is valid because, all the number
pass the minimum of critical value based on r table of 0.18 so it can be concluded that
all the questionnaires which represent the indicators for variable X that are used are

valid for this research.

Table 8 Validity Post-Test Result for Variable Y

Correlations
> " " T " ol
¥l Pearson Correlation 1 268 265 272 217 588
Sig. (2-tailed) 017 018 012 046 000
N 85 85 85 85 85 85
y2 Pearson Correlation 268 1 211 2400 545 708"
Sig. (2-tailed) 017 053 027 000 000
N 85 85 85 85 85 85
v3 Pearson Correlation 255 211 1 272 318 654
Sig. (2-tailed) 018 053 012 003 000
N 85 85 85 85 85 85
v4 Pearson Correlation 272 240 272 1 166 587
Sig. (2-tailed) 012 027 012 130 000
N 85 85 85 85 85 85
¥5 Pearson Correlation 2T 545 318 166 1 01
Sig. (2-tailed) 046 000 003 130 000
N 85 85 85 85 85 85
totaly  Pearson Correlation 588 708 654 537 I 1
Sig. (2-tailed) 000 000 000 000 000
N 85 85 85 85 85 85

* Correlation is significant at the 0.0 level (2-tailed).
** Correlation is significant atthe 0.01 level (2-tailed).

Source: SPSS

From the table above the post-test result for variable Y is valid because, all the number
pass the minimum of critical value based on r table of 0.283 so it can be concluded
that all the questionnaires which represent the indicators for variable Y that are used

are valid for this research.
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4.2.2 Reliablity Test

Once a questionnaire is prooved valid, reliability test is conducted. Reliability test is
needed to measure the consistency of questionnaires over time. If the questionnaire
passed the reliability test, then it can be used again to measure different sample. If a
questionnaire is prooved reliable, it also means that the answer gathered from the data
collection can be used for testing the hypotheses. In this study, the reliability test will
be measured using Cronbach’s Alpha. Cronbach's alpha is a measure of internal
consistency, that is, how closely related a set of items are as a group. In order a
questionnaire to be reliable, the Cronbach’s Alpha result in the test must exceed 0,60

with the equation as follows:

Cronbach a > 0,600

4.2.2.1 Reliability Result in Pre-Test

Table 9 Reliability Pre-Test Result for Variable X
Reliability Statistics

Cronbach's
Alpha Based
an
Cronbach's Stancardized
Alpha ltems I of terns
H03 H049 18

Source: SPSS
From the table above the reliability pre-test result for variable X is reliable because,
the value above 0.600 based on Cronbach’s Alpha table so it can be concluded that all
the questionnaires which represent the indicators for variable X that are used are

reliable for this research.
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Table 10 Reliability Pre-Test Result for Varialbe Y

Reliahility Statistics

Cronbach's
Alpha Based
an
Standardized
ltems

Cronhach's
Alpha

720

M oof tems

T17 5

Source: SPSS

From the table above the reliability pre-test result for variable Y is reliable because,
the value is above 0.600. So it can be concluded that all the questionnaires which

represent the indicators for variable Y that are used are reliable for this research.

4.2.2.2 Reliability Result in Post-Test

Table 11 Reliability Post-Test Result for Variable X
Reliability Statistics

Cronbach's
Alpha Based
an

Cronbach's
Alpha

Standardized
ltems

M oof tems

G903

G089

18

Source: SPSS

From the table above the reliability post-test result for variable X is reliable because,
the value is above 0.600. So it can be concluded that all the questionnaires which

represent the indicators for variable X that are used are reliable for this research.
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Table 12 Reliability Post-Test Result for Variable Y

Reliability Statistics

Cronbach's
Alpha Based
Cronbach's on
Alpha Standardized | N of Items
ltems
.656 .655 5

Source: SPSS

From the table above the reliability post-test result for variable Y is reliable because,
the value is above 0.600. So it can be concluded that all the questionnaires which

represent the indicators for variable Y that are used are reliable for this research.

4.3 Classical Assumption Test
4.3.1 Normality Test Result

Table 13 Normality Test Result

One-Sample Kolmogorov-Smirnov Test

Lnstandardiz

ed Residual

M )
Normal Parameters®P Mean QE-7
std. Deviation 1.60238162

Most BExtreme Differences  Absolute 089
Fositive 072

Megative -.0e4

Kaolmogorov-Smirnoy £ 822
Asymp. Sig. (2-tailed) A0g

a. Test distribution is Mormal.
b. Calculated from data.

Source: SPSS

Based on the tale above, the highlighted number shows that the result is normal with
the number of 0.509. The limit of the significant value is 0.10 which make the result

passed the normality test.
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4.3.2 Heteroscedasticity Test Result

Table 14 Hetersocedasticity Test Result

Coefficients®
Standardized
Lnstandardized Coefficients Coefficients
Modeal B Std. Error Beta t 5ig.
1 (Constant) 12 1.063 A07 A15
grandtotals 015 015 05 458 340

a. DependentVariahle: RES_2

Source: SPSS

Based on the table, the highlited numbers is not indicating that the result having
heteroscedasticity, because the number is more than 0.10 which is the significant

value.

Heteroscedasticity is mostly used for multi linear regression. However, this research
type is simple linear regression and the number of the result have to exceed 0.10 and
make the result of the test is homogeneous. Homogeneous means, the data spreaded

homogeneously which means that the data spreaded evenly.

4.4 Hypothesis Test Result
Table 15 Hypothesis Test Result

Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B std. Error Beta t 3ig.
1 (Constant) 5734 1.728 3318 001
grandtotal: A8 025 A4 7610 000

a. Dependent Variahla: totaly

Source: SPSS
The value of the minimum and maximum hypothesis 0 (ho) limit is 0.100. Based on
the table above, the highlighted number is 0.000 which means that the hypothesis is
positive and acceptable. In other words, service excellence have impact on the guest

satisfaction.
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The impact of each indicators of service excellence will be tested with chi-square test
to see the which of the indicators of service excellence having the most significant

impact towards guest satisfaction.

4.5 Variable Relationship
Table 16 Variable Relationship Test Result

Model Summanry

Adjusted B Std. Error of
Madel F R Square Square the Estimate
1 6417 411 404 1.63569

a. Predictors: (Constant), grandtotalx

Source: SPSS

The result of the R square indicates how much service excellence impacts towards the
guest satisfaction. It means that the relationship between the variables is 40%. 60% of

the value is unknown variable that is not discussed in this research.

4.6 Rank of The Indicators

The rank of each indicators from service excellence is calculated by using chi square
technique and the result from the calculation will in a form of percentage. The result

will giving score to each indicators from service excellence towards guest satisfaction.

4.6.1 Attitude

Table 17 Attitude Test Result

Symmetric Measures

Asymp. Std.
Yalue Errar® Approx. Th Approx. Sig.
Interval by Interval Fearson's R 4T3 A0 4842 .ooo®
Ordinal by Ordinal  Spearman Correlation 365 06 3.5871 .oo1°
M ofValid Cases a5

a. Mot assuming the null hypothesis.
h. Using the asymptotic standard error assuming the null hypothesis.
c. Based on normal approximation.

Source: SPSS
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Based on the table, the highlited number shows the value of how much do attitude
contributes to service excellence. After the calculation process, Attitude contributes

22.3% to service excellence.

4.6.2 Attention

Table 18 Attention Test Result

Symmetric Measures

Asymp. St
Yalue Error® Appro, T Approx Sig.
Interval by Interval  Pearson's B 342 A28 3318 oo
Qrdinal by Ordinal  Spearman Correlation a2 alal:f 1.688 0as®
M ofValid Cases a5

a. Mot assuming the null hypothesis.
b, Using the asymptotic standard error assuming the null hypothesis.
¢. Based on normal approximation.

Source: SPSS

Based on the table above, the highlited number shows the value of how much do
attention contributes to service excellence. After the calculation process, Attention

contributes 11.6% to service excellence.

4.6.3 Action

Table 19 Action Test Result
Symmetric Measures

Asymp. Std.
Yalue Errar? Approx. i Approx. Sig.
Interval by Interval Fearson's R 547 083 5948 .ooo®
Ordinal by Ordinal  Spearman Correlation 451 09z 4603 .ooo®
M ofValid Cases B85

a. Mot assuming the null hypothesis.
b, Using the asymptotic standard error assuming the null hypothesis.
c. Based on normal approximation.

Source: SPSS
Based on the table above, the highlited number shows the value of how much do

action contributes to service excellence. After the calculation process, Action

contributes 29.9% to service excellence.
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4.6.4 Abilty

Table 20 Ability Test Result

Symmetric Measures
Asymp. Std.
Yalue Errar? Approx. b Approx. Sig.
Interval by Interval FPearson's R B35 0849 7492 .ooo®
ordinal by Ordinal  Spearman Correlation 488 08z 5099 .0on®
M ofValid Cases 85

a. Mot assuming the null hypothesis.
k. Using the asymptotic standard error assuming the null hypothesis.
c. Based on normal approximation.

Source: SPSS
Based on the table above, the highlited number shows the value of how much do
ability contributes to service excellence. After the calculation process, Ability

contributes 40.5% to service excellence.

4.6.5 Appearance

Table 21 Appearance Test Result

Symmetric Measures
Asymp. Std.
Yalue Error® Approx. Th Approx. Sig.
Interval by Interval Pearson's B 538 .0aa 5818 .ooo®
Crdinal by Ordinal  Spearman Correlation 453 0491 4633 .ooo®
M ofValid Cases 85

a. Mot assuming the null hypothesis.
. U=ing the asymptotic standard error assuming the null hypothesis.
c. Based on normal approximation.

Source: SPSS

Based on the table above, the highlited number shows the value of how much do
appearance contributes to service excellence. After the calculation process,

Appearance contributes 28.9% to service excellence.
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4.6.6 Accountability

Table 22 Accountability Test Result

Symmetric Measures
Asymp. Std.
Walue Errar? Appro. T Approx. Sig.
Interval by Interval Fearson's R 536 093 5.780 .oon®
Qrdinal by Ordinal  Spearman Correlation 483 080 5022 .oop®
M ofValid Cases 25

a. Mot assuming the null hypothesis.
k. Using the asymptotic standard error assuming the null hypothesis.

c. Based on normal approximation.
Source: SPSS

Based on the table above, the highlited number shows the value of how much do
accountability contributes to service excellence. After the calculation process,

Accountability contributes 28.7% to service excellence.

Based on all the result from the Chi-Square test, Ability contributes the most

significant impact toward the guest satisfaction in Sepa Island by 40.3%
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4.7 Result and Discussion

From the result of each test conducted in chapter 4, all the pre-test and post- test data
was valid and reliable. The validity test is using Pearson’s correlation and the
reliability test is based on the Cronbach’s Alpha. The validity test result was valid
because the result of the validity test is exceeding 0,463. The reliability test for the
pre-test and post-test result is acceptable and higher because, all the number is
exceeding 0,600. The pre-testing was conducted before the post-test to ensure that all

the questionnaires are valid and reliable before the post-test was conducted.

Classical assumption was conducted after the result of the post-test are valid and
reliable. The classical assumption test are including Normality test and
Heteroscadisticity test. By using the One-Sample Kolmogorov-Smirnov test, the result
of the normality test was 0.509 which means, the data is normally distributed based on
the significant value of 0.10. The result of the heteroscedasticity test is 0.340 which
means that the data is homogeneous in the other word, the data is spreaded evenly.
Heteroscedasticity is mostly used for multi linear regression however, this research
type is simple linear regression and the number of the result is exceeding 0.10 and

make the result of the test is homogeneous.

Hypothesis test was conducted after all the classical assumption test. The result from
the hypothesis test is 0.000 with significant value of the minimum and maximum
hypothesis 0 (ho) limit is 0.100. Which means that the hypothesis is positive and
acceptable because, the result of the hypotesis test is less than 0.100. Based on the
previous study that was conducted by Dayang Nailul Munna Abang Abdullah, and
Francine Rozario that they quoted a research that was conducted by Kim, Moreo, and
Yeh in 2004 service quality had a positive relationship with customer satisfaction. The
result from the pevious study and this study is having the same conclution that stated

that service excellence does having relation with the guest satisfaction.

The variable relationship result is taken from the R square table to show how
significant is the service excellence towards guest satisfaction. The result from the
table is 0.411 or 40%. 60% of the value is unknown variable that is not discussed in

this research.
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The rank of each of the indicator of service excellence was conducted by using Chi-
square test. The highest result from service excellence’s indicator that contributes
towards guest satisfaction is Ability by 40.3%, followed by Action for 29.9%.
Appearance and accountability having almost the same result for 28.9% and 28.7%.
The next indicator is Attitude for 22.3% and the least indicator that impacts the guest

satisfaction is attention for 11.6%.

Based on the result of the chi-square table the author assuming that the employee of
Sepa Island does not make their attention for their first priority to satisfy the guest
because, the employee sees the guests who stay in Sepa Island’s priority is to relax
and do not wanted to be disturbed by the employee of Sepa Island. The ability of the
employee having the highest number of significant toward the guest satisfaction
because, the employee have to be able to fulfill the guest request when they ask

something to the employee, and they have to do what the guest expect and request.
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