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APPENDIX A : RESEARCH QUESTIONARE 

 

Hi! There, I'm Angel from Universitas Pelita Harapan (UPH) Medan, Indonesia 

majoring in Hospitality Management who is currently undergoing my Final 

Project/Thesis. I hope you guys are willing to fill out this short survey. This survey was 

conducted with the aim of researching and analyzing more deeply the level of 

satisfaction you to W hotel Bali, Seminyak. 

 
 

Participation from all of you are very important in helping this research process. 

Therefore, i hope that all of you can fill out this survey as objectively and honestly as 

possible. All your identities and answer to the survey are only use for this research 

purpose and will be kept confidential. 

 
 

This research uses a Likert scale with a scale 1 to 5, with the following information: 

 

1. Strongly Disagree 

 

2. Disagree 

 

3. Neutral 

 

4. Agree 

 

5. Strongly Agree 

 

 
 

Thank you for your attention and willingness in filling out this questionnaire :) 
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Respondent Profile 

 

Age: 

 

o 17-24 

 

o 25-34 

 

o 35-44 

 

o 45-54 

 

o 55-64 

 

o >65 

 

Gender: 

 

o Male 

o Female 

Have you ever stayed at W hotel Bali: 

 

o Yes 

o No 
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Brand Image 

No Questions 1 2 3 4 5 

1 W hotel Bali have a good identity brand in every 

customer 

     

2 W hotel Bali known as friend holiday occasion      

3 W hotel Bali have their own personality in treat 

every customer 

     

4 W hotel Bali get so many recommendations 

from the customer 

     

5 W hotel Bali is the top one hotel for every 

customer come to Bali especially at Seminyak 
area 

     

6 W hotel Bali have their own attitude to make 
customer feel different from the other hotel 

     

7 W hotel Bali get many benefits from make the 

customer satisfied. 
     

 

 
Service Quality 

No Questions 1 2 3 4 5 

1 W hotel Bali gives its customer individualism 
attention. 

     

2 The staff of W hotel Bali understand the specific 
needs of their customer. 

     

3 The staff at W hotel Bali have customer best 
interest at heart 

     

4 W hotel Bali staff are able to provide service as its 

promise. 
     

5 W hotel Bali staff are dependable in handling 

customer service problem. 
     

6 W hotel Bali keeps customers informed of the 
performance of service. 

     

7 The service of W hotel Bali is responsive and fast.      

8 The staff of W hotel Bali have a good initiative in 

helping customer. 
     

9 The staff at W hotel Bali are consistently 
courteous and friendly with customer. 

     

10 The W hotel Bali have a safe environment to stay.      

11 The staff of W hotel Bali have a good knowledge 

to answer customer request. 
     

12 W hotel Bali has a modern look equipment.      

13 W hotel Bali provides clean and comfortable 

room. 
     



A-4 
 

 

 

 

 

14 W hotel Bali provides the clean swimming pool, 

spa, and gym. 

     

 

 
Food Quality 

No Questions 1 2 3 4 5 

1  W hotel Bali use the clean equipment to make 
every food 

     

2 W hotel Bali serve the food in good quality      

3 W hotel Bali have a good plating in every food      

4 W hotel Bali have a good attractive menu for 
the customer before choosing 

     

5 W hotel Bali use the fresh ingredients in every 
food 

     

6 W hotel Bali serves the food with the good 
taste 

     

7 W hotel Bali serves the food according to 
customer expectations 

     

 

 
 

Customer Satisfaction 

No Questions 1 2 3 4 5 

1  W hotel Bali give the happy memory to every 
customer 

     

2 The staff of W hotel Bali can make the customer 
feel satisfied. 

     

3 W hotel Bali service quality, brand image and 
the food quality always make the customer feel 
satisfied. 

     

4 The staff of W hotel Bali create a happy 
moment to every customer. 

     

5 Customer of W hotel Bali always feel happy of 
their service quality and the food quality 

     

6 The staff of W hotel Bali make the customer feel 
comfortable for the service quality 
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Hai! Di sana, saya Angel dari Universitas Pelita Harapan (UPH) Medan, Indonesia 

jurusan Manajemen Perhotelan yang sedang menjalani Tugas Akhir/Skripsi. Saya 

harap kalian bersedia mengisi survei singkat ini. Survei ini dilakukan dengan tujuan 

untuk meneliti dan menganalisis lebih dalam tingkat kepuasan Anda terhadap W hotel 

Bali, Seminyak. 

 
 

Partisipasi anda semua sangat penting dalam membantu proses penelitian ini. Oleh 

karena itu, saya berharap Anda semua dapat mengisi survei ini seobjektif dan sejujur 

mungkin. Seluruh identitas dan jawaban Anda terhadap survei hanya digunakan untuk 

tujuan penelitian ini dan akan dijaga kerahasiaannya. 

 
 

Penelitian ini menggunakan skala Likert dengan skala 1 sampai 5, dengan informasi 

sebagai berikut: 

1. Sangat Tidak Setuju 

 

2. Tidak setuju 

 

3. Netral 

 

4. Setuju 

 

5. Sangat Setuju 

 

 

Terima kasih atas perhatian dan kesediaannya mengisi kuesioner ini :) 



A-6 
 

 

 

 

 

Data Diri : 

 

Umur: 

 

o 17-24 

 

o 25-34 

 

o 35-44 

 

o 45-54 

 

o 55-64 

 

o >65 

 

Jenis Kelamin : 

 

o Laki - Laki 

o Perempuan 

Apakah kamu pernah tinggal di W hotel Bali: 

 

o Ya 

o Tidak 
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Citra Merek 

No Questions 1 2 3 4 5 

1 W hotel Bali mempunyai identitas brand yang 

baik pada setiap pelanggannya. 

     

2 W hotel Bali dikenal sebagai acara liburan 
sahabat. 

     

3 W hotel Bali memiliki kepribadian tersendiri 
dalam memperlakukan setiap pelanggannya. 

     

4 W hotel Bali mendapatkan banyak sekali 

rekomendasi dari perlanggan. 

     

5 W hotel Bali adalah hotel terbaik bagi setiap 
pelanggan yang datang ke bali khusunya di 
kawasn Seminyak. 

     

6 W hotel Bali memiliki sikap tersendiri untuk 

membuat pelanggan merasa berbeda dari hotel 

lainnya. 

     

7 W hotel Bali mendapatkan banyak keuntungan 
dalam membuat pelangannya merasa puas. 

     

 

 
Kualitas Pelayanan 

No Questions 1 2 3 4 5 

1 W hotel Bali memberikan perhatian 

individualisme pelanggannya. 

     

2 Staf W hotel Bali memahamik kebutuhan spesifit 

pelanggan mereka. 
     

3 Staf di W hotel Bali mengutamakan kepentingan 
pelanggan. 

     

4 Staf W hotel Bali mampu memberikan pelayangan 

sesuai janjinya. 
     

5 Staf W hotel Bali dapat diandalkan dalam 
menangani masalah layanan pelanggan. 

     

6 W hotel Bali terus memberi informasi kepada 
pelanggan tentang kinerja layanan. 

     

7 Pelayanan W hotel Bali responsive dan cepat.      

8 Staf W hotel Bali memiliki inisiatif yang baik 
dalam membantu pelanggan. 

     

9 Staf di W hotel Bali secara konsisten sopan dan 
ramah terhadap pelanggan. 

     

10 W hotel Bali memiliki lingkungan yang aman untuk 

menginap. 
     

11 Staf W hotel Bali memiliki pengetahuan yang baik 
untuk menjawab permintaan pelanggan. 
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12 W hotel Bali memiliki perlengkapan 

berpenampilan modern. 

     

13 W hotel Bali menyediakan kamar yang bersih dan 

nyaman. 

     

14 W hotel Bali menyediakan kolam renang bersih, 
spa, dan gym. 

     

 

 
Kualitas Makanan 

No Questions 1 2 3 4 5 

1  W hotel Bali memakai perlengkapan 
dapur yang bersih 

     

2 W hotel Bali menyajikan makanan dalam 
kualitas yang bagus 

     

3 W hotel Bali memiliki penataan bagus 
dalam makanan 

     

4 W hotel Bali memiliki menu yang menarik 
untuk dipilih 

     

5 W hotel Bali memakai bahan yang segar 
untuk membuat makanan 

     

6 W hotel Bali menyajikan makanan dalam 
rasa yang enak 

     

7 W hotel Bali menyajikan makanan sesuai 
dengan ekspetasi pelanggan 

     

 

 
Kepuasan Pelanggan 

No Questions 1 2 3 4 5 

1  W hotel Bali give memberikan kebahagian 
kepada setiap pelanggan. 

     

2 Staf W hotel Bali selalu dapat membuat 

pelanggan merasa puas. 

     

3 Kualitas pelayanan W hotel Bali, citra 
merek dan kualitas makanan selalu 
membuat pelanggan merasa puas 

     

4 Staf W hotel Bali menciptakan momen 
bahagia kepada setiap pelanggan . 

     

5 Pelanggan W hotel Bali selalu merasa 
senang dengan kualitas layanan dan 
kualitas makanannya. 

     

6 Staf W hotel Bali selalu membuat pelanggan 
merasa nyaman dengan kualiatsa perlayanan 
mereka. 
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APPENDIX B : DATA TABULATION OF PRE-TEST 

 

Brand Image 

Q1 Q2 Q3 Q4 Q5 Q6 Q7 Total 

5 5 5 5 5 5 5 35 

3 4 4 4 3 3 4 25 

3 3 4 4 3 4 4 25 

4 5 4 5 5 4 5 32 

5 4 4 3 4 5 4 29 

5 5 5 5 5 5 5 35 

4 3 4 4 4 4 4 27 

5 5 5 5 5 5 5 35 

5 5 5 5 5 5 5 35 

4 5 4 5 4 5 4 31 

5 5 5 5 5 5 5 35 

5 5 5 5 5 5 5 35 

5 5 5 5 5 4 5 34 

4 4 4 4 4 4 4 28 

5 5 5 5 5 5 5 35 

4 4 4 4 4 4 4 28 

4 4 4 4 4 4 4 28 

5 5 5 5 5 5 5 35 

5 5 5 4 4 5 5 33 

3 5 4 3 3 3 3 24 

5 4 4 4 5 5 5 32 

4 4 4 4 4 4 4 28 

4 4 4 4 4 4 4 28 

3 4 5 3 3 4 3 25 

3 4 5 5 5 5 5 32 

5 5 5 5 5 5 5 35 

4 4 5 4 4 5 4 30 

3 4 5 5 4 4 3 28 

4 4 4 4 3 4 4 27 

5 5 5 5 5 5 5 35 
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Service Quality 
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Food Quality 

Q1 Q2 Q3 Q4 Q5 Q6 Q7 Total 

5 5 5 5 5 5 5 35 

4 4 4 4 4 4 4 28 

4 3 4 3 4 4 4 26 

5 5 5 5 5 5 4 34 

4 5 3 4 5 3 3 27 

5 5 5 5 5 5 5 35 

4 4 4 4 4 3 4 27 

5 5 5 5 5 5 5 35 

5 5 5 5 5 4 4 33 

4 4 5 4 4 5 5 31 

5 5 5 5 5 5 5 35 

5 5 5 5 5 5 5 35 

4 5 4 5 5 5 5 33 

5 5 5 5 5 5 5 35 

5 5 5 5 5 5 5 35 

4 4 4 3 4 4 4 27 

5 5 5 5 4 4 4 32 

5 5 5 5 5 5 5 35 

4 5 5 5 5 5 5 34 

5 5 5 5 5 5 5 35 

3 3 4 3 4 5 5 27 

4 4 4 4 4 4 4 28 

4 4 4 4 4 4 4 28 

4 3 4 5 5 4 4 29 

3 4 5 3 4 5 5 29 

5 5 5 5 5 5 5 35 

4 4 4 4 5 4 5 30 

5 4 4 5 4 5 4 31 

4 4 4 3 4 4 4 27 

5 4 5 5 5 5 5 34 
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Customer Satisfaction 

Q1 Q2 Q3 Q4 Q5 Q6 Total 

5 5 5 5 5 5 30 

4 4 3 4 4 4 23 

4 4 3 4 4 4 23 

5 4 4 5 5 4 27 

4 3 5 4 4 4 24 

5 5 5 5 5 5 30 

4 4 3 4 4 4 23 

5 5 5 5 5 5 30 

5 5 5 5 5 5 30 

5 5 4 5 5 4 28 

5 5 5 5 5 5 30 

5 5 5 5 5 5 30 

5 5 5 5 5 4 29 

4 5 5 5 5 5 29 

5 5 5 5 5 5 30 

4 4 4 4 4 4 24 

5 4 4 4 4 4 25 

5 5 5 5 5 5 30 

5 5 5 4 3 5 27 

5 4 5 5 5 4 28 

5 5 5 5 5 5 30 

5 5 5 5 5 5 30 

4 4 4 4 4 4 24 

4 5 4 5 4 5 27 

4 3 5 5 4 5 26 

5 5 5 5 5 5 30 

4 3 4 3 4 5 23 

4 5 5 4 4 5 27 

4 4 4 4 4 4 24 

5 5 4 5 5 5 29 
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APPENDIX C : VALIDITY TEST AND REALIBILITY TEST 

 

1. Brand Image 

 

Validity Test 

 

 
Reliability Test 
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2. Service Quality 

Validity Test: 
 

 
Reliability Test: 
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3. Food Quality 

Validity Test: 

 

 
Reliability Test: 
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4. Customer Satisfaction 

Validity Test: 

 

 

Reliability Test: 
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APPENDIX D : DATA TABULATION OF MAIN TEST 

 

Brand Image 

Q1 Q2 Q3 Q4 Q5 Q6 Q7 Total 

4 4 3 4 4 3 4 26 

4 3 3 3 3 4 3 23 

3 3 3 5 5 5 5 29 

3 4 4 3 2 3 2 21 

4 4 4 5 3 5 3 28 

5 5 5 3 3 1 3 25 

3 4 3 2 1 3 1 17 

4 4 3 3 3 3 3 23 

4 4 2 3 2 4 2 21 

4 3 4 3 2 4 2 22 

4 3 4 5 3 5 3 27 

4 4 4 5 2 5 2 26 

4 4 4 4 3 3 3 25 

4 3 4 3 2 3 2 21 

5 4 5 5 4 4 4 31 

3 4 3 3 2 4 2 21 

4 4 5 3 3 3 3 25 

2 4 2 2 3 4 3 20 

5 5 5 5 5 5 5 35 

5 5 5 4 3 3 3 28 

5 4 5 5 3 5 3 30 

4 4 4 3 4 5 4 28 

4 3 4 3 2 3 2 21 

5 3 5 3 3 4 3 26 

4 2 3 4 3 4 3 23 

3 2 4 3 2 4 2 20 

3 3 5 5 5 3 5 29 

3 3 3 5 5 4 5 28 

1 1 1 2 2 1 2 10 

2 3 2 2 2 4 2 17 

3 3 3 4 4 3 4 24 

4 3 3 4 4 4 4 26 

5 4 5 4 4 3 4 29 

4 4 5 5 5 5 5 33 

4 3 3 4 4 5 4 27 

3 4 4 4 3 4 3 25 

4 4 4 4 4 4 4 28 

1 5 1 4 4 4 4 23 
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5 5 4 4 3 3 3 27 

4 3 3 3 3 5 3 24 

2 2 2 4 3 4 3 20 

3 4 3 3 3 3 3 22 

5 3 4 4 4 5 4 29 

3 3 2 4 3 4 3 22 

4 4 4 5 3 4 3 27 

5 3 5 3 4 5 4 29 

3 3 3 4 3 4 3 23 

5 5 5 5 5 5 5 35 

5 3 4 5 4 4 4 29 

3 3 3 3 3 3 3 21 

3 4 3 4 4 3 4 25 

5 5 4 4 3 4 3 28 

5 4 5 1 3 3 3 24 

3 4 3 4 3 4 3 24 

5 5 5 5 5 5 5 35 

3 4 3 3 2 3 2 20 

3 3 3 5 4 5 4 27 

3 3 3 4 3 3 3 22 

3 3 3 3 3 3 3 21 

4 4 4 3 4 4 4 27 

4 4 4 5 3 4 3 27 

3 2 3 4 4 4 4 24 

4 4 4 3 3 4 3 25 

1 1 5 5 5 5 5 27 

3 4 3 3 3 4 3 23 

4 3 3 2 2 3 2 19 

5 5 5 3 3 3 3 27 

4 5 4 2 3 5 3 26 

4 5 4 3 3 4 3 26 

4 4 3 5 4 4 4 28 

3 3 3 4 2 4 2 21 

3 4 3 3 3 4 3 23 

5 4 4 4 5 5 5 32 

5 5 5 5 5 5 5 35 

3 4 3 1 1 3 1 16 

5 5 3 5 5 5 5 33 

4 4 4 4 4 4 4 28 

2 3 2 3 3 2 3 18 

4 4 4 4 4 4 4 28 

4 4 4 2 2 2 2 20 
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5 4 5 3 4 5 4 30 

4 4 4 4 3 4 3 26 

3 3 1 1 3 4 3 18 

5 5 5 5 5 5 5 35 

4 4 4 3 3 4 3 25 

4 4 3 2 2 3 2 20 

4 3 3 4 4 4 4 26 

4 4 4 4 4 4 4 28 

4 5 5 4 3 5 3 29 

4 4 4 2 2 4 2 22 

3 3 4 3 2 4 2 21 

5 4 5 2 2 3 2 23 

5 3 4 3 3 5 3 26 

5 5 5 5 5 5 5 35 

5 4 3 4 3 4 3 26 

3 4 3 4 3 4 3 24 

4 5 4 3 3 1 3 23 

4 4 4 4 4 4 4 28 
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Service Quality 
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Food Quality 

Q1 Q2 Q3 Q4 Q5 Q6 Q7 Total 

3 4 4 4 3 4 4 26 

4 5 5 5 4 5 5 33 

3 5 5 5 3 5 5 31 

4 4 5 4 4 4 5 30 

5 5 4 4 5 5 4 32 

3 3 3 3 3 3 3 21 

3 5 3 3 3 5 3 25 

4 4 3 4 4 4 3 26 

5 5 5 5 5 5 5 35 

5 5 4 5 5 5 4 33 

5 4 4 4 5 4 4 30 

5 5 5 5 5 5 5 35 

3 4 3 3 3 4 3 23 

3 3 3 3 3 3 3 21 

5 5 5 5 5 5 5 35 

4 4 5 5 4 4 5 31 

3 3 4 4 3 3 4 24 

4 5 5 5 4 5 5 33 

5 5 5 5 5 5 5 35 

3 3 3 3 3 3 3 21 
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2 3 4 5 2 3 4 23 

4 5 5 5 4 5 5 33 

3 3 2 3 3 3 2 19 

5 3 4 5 5 3 4 29 

4 3 4 4 4 3 4 26 

4 4 3 4 4 4 3 26 

3 5 3 3 3 5 3 25 

3 3 3 3 3 3 3 21 

3 3 3 3 3 3 3 21 

4 4 3 2 4 4 3 24 

3 3 3 3 3 3 3 21 

4 4 4 4 4 4 4 28 

5 5 4 5 5 5 4 33 

5 5 4 4 5 5 4 32 

4 5 4 4 4 5 4 30 

4 3 3 4 4 3 3 24 

4 4 4 4 4 4 4 28 

4 5 4 5 4 5 4 31 

5 5 5 5 5 5 5 35 

5 5 4 4 5 5 4 32 

4 4 4 4 4 4 4 28 

3 3 3 3 3 3 3 21 

2 3 4 4 2 3 4 22 

3 4 2 2 3 4 2 20 

4 4 4 4 4 4 4 28 

3 3 3 3 3 3 3 21 

4 4 5 5 4 4 5 31 

5 5 5 5 5 5 5 35 

4 5 3 4 4 5 3 28 

3 3 3 3 3 3 3 21 

4 4 4 4 4 4 4 28 

4 3 4 3 4 3 4 25 

3 3 3 3 3 3 3 21 

4 4 3 4 4 4 3 26 

5 5 5 5 5 5 5 35 

4 4 4 5 4 4 4 29 

4 4 4 3 4 4 4 27 
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3 3 3 3 3 3 3 21 

3 3 3 3 3 3 3 21 

3 3 1 2 3 3 1 16 

3 3 3 3 3 3 3 21 

4 3 4 5 4 3 4 27 

4 3 4 4 4 3 4 26 

5 5 4 4 5 5 4 32 

4 4 3 4 4 4 3 26 

3 3 2 3 3 3 2 19 

3 3 3 3 3 3 3 21 

4 4 4 4 4 4 4 28 

3 4 4 3 3 4 4 25 

3 3 3 3 3 3 3 21 

4 3 3 3 4 3 3 23 

3 3 3 3 3 3 3 21 

5 5 5 5 5 5 5 35 

5 5 5 5 5 5 5 35 

5 5 5 5 5 5 5 35 

4 4 5 5 4 4 5 31 

4 4 4 4 4 4 4 28 

2 4 4 4 2 4 4 24 

4 4 4 4 4 4 4 28 

2 3 4 4 2 3 4 22 

5 5 5 5 5 5 5 35 

3 3 3 3 3 3 3 21 

4 4 4 4 4 4 4 28 

4 4 3 3 4 4 3 25 

4 4 4 4 4 4 4 28 

3 3 3 3 3 3 3 21 

4 4 3 4 4 4 3 26 

3 3 3 3 3 3 3 21 

5 5 5 4 5 5 5 34 

4 2 2 4 4 2 2 20 

4 4 4 4 4 4 4 28 

4 3 5 4 4 3 5 28 

5 5 5 4 5 5 5 34 

5 5 5 5 5 5 5 35 
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4 4 4 3 4 4 4 27 

3 3 3 3 3 3 3 21 

5 5 5 5 5 5 5 35 

4 4 4 4 4 4 4 28 
 

 
Customer Satisfaction 

Q1 Q2 Q3 Q4 Q5 Q6 Total 

3 5 4 4 4 4 24 

4 4 4 4 4 4 24 

3 3 3 3 3 3 18 

4 4 4 3 4 4 23 

5 5 4 4 4 4 26 

3 3 3 3 2 3 17 

4 3 4 4 4 4 23 

4 4 4 4 4 4 24 

5 5 5 5 5 5 30 

5 5 5 3 3 5 26 

3 3 3 4 4 3 20 

2 4 4 4 4 4 22 

4 3 3 3 3 3 19 

3 3 3 3 3 3 18 

4 5 5 5 5 5 29 

4 4 4 4 4 4 24 

3 3 4 3 2 4 19 

3 3 4 3 4 4 21 

5 5 5 5 4 5 29 

4 4 4 4 4 4 24 

5 4 2 3 4 2 20 

4 5 3 3 5 3 23 

4 3 3 2 4 3 19 
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APPENDIX F : CLASSICAL ASSUMPTION TEST 

 

1. Normality Test 
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2. Multicollinearity Test 
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APPENDIX G : HYPTOHESIS TEST 

 

1. Multiple Linear Regression Analysis 
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