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CHAPTER I 

INTRODUCTION 

1.1 Background of Study 

The term “hotel” began to be used in the18th century. During that period many 

affluent individuals embarked in a long distance travel and sought a comfortable 

lodging. In the beginning, hotel consisted a few basic bedrooms and occasionally 

providing essential facilities like shared bathroom and kitchens. However, by the time, 

hotels were transformed into a full fledged industries and expanding their offering to 

include a wide range of amenities such as restaurants, lounges, bars, swimming pools, 

fitness centers, and more. Indonesia’s hospitality industries has been changing rapidly 

by the time with the economic and tourism. In recent years, hospitality sector has 

become the most growing sector in Indonesia. This is due to the Indonesia’s have many 

tourist destinations dan the beauty that attract local and international visitors. 

Medan is the one of the largest cities in Indonesia. In hospitality industries in 

Medan, such as hotel, homestay, lodging, which is competing to get attention the local 

and international tourist. One of the hotel is Hotel Danau Toba International Medan 

which is specialize in hospitality industries especially in hotel. In a competitive market 

requires more than just a brand, it is necessaries a comprehensive approach with 

customer experiences, facilities, and hotel atmosphere. Hotel Danau Toba International 

Medan was founded in 1970 by Tumpal Dorianus Pardede or T.D Pardede and he is a 



 
 
 
 

2 
 

monarch of textile in Medan. Hotel Danau Toba International Medan is located in a 

strategic location, in the center of Medan city, Jl Imam Bonjol, Medan. Hotel Danau 

Toba International Medan has 311 rooms with different room types, such as executive 

suite, deluxe suite, junior suite, superior, deluxe and standard. Hotel Danau Toba 

International Medan offers various shops, swimming pool, bar, restaurant, spa, sport 

center, laundry, free WiFi and garden for taking photos. Apart from that, Hotel Danau 

Toba International Medan also provides a large parking areas so that it makes it easier 

for guests to find parking space. 

Several years ago, Danau Toba International Hotel Medan was widely used as 

a choice for accommodation. This hotel was designed with a Batak cultural theme so 

the design & theme is an icon of Danau Toba International Hotel. Because the hotel 

industry increasingly developing and many new hotel are being established that 

provide adequate facilities, Danau Toba International Hotel is less attractive to people. 

Danau Toba International Hotel was last renovated in 2009, so many of the facilities 

and buildings are outdated. The hotel industry requires customer experience to be used 

as a benchmark in hotel management. Customer experience is the perception and 

quality that customers feel when trying something. Customer experience can be seen 

from Google Review regarding products that have been used by guests. Negative 

experience is experience that the guests feel like poor room quality and unsatisfactory 

facilities. Some guests make the decision to stay by looking at the reviews first. 

Negative reviews make guests cancel in choosing that hotel. 
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Figure1. 1 Google Review 

 

 

 

 

 

 

 

Source : Google Review 

 

 

 

Source: Google Review 

 

To gain an experience at Hotel Danau Toba International Medan, there are 

reviews above about negative surveys that collected from google reviews. There are 

some proof of customer surveys on Hotel Danau Toba International Medan. As can be 

seen from above some local and international tourist were show that their experiences 

while they are staying at Hotel Danau Toba International Medan. Many tourists 

complaining about the room condition and the staff attitude. customer experience has 

an important role because bad customer experience will be used as motivation to 

impove hotel management. In the picture above, a bad customer experience will 

influence the decisions of other potential customers. To get positive customer 

experience, hotel managers need to evaluate every feedback given by customers. 
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Negative feedback, hotel management needs to be improved. Bad reviews will 

influence others potential guests, thereby reducing the hotel’s income. Currently, there 

are many new hotels that provide better service, facilities, and atmosphere, so Hotel 

Danau Toba International Medan must be able to compete with other competitors so 

that Hotel Danau Toba International Medan can be used by many people as the best 

accommodation choice in Medan. 

Figure1. 2 Customer Experiences 

 

 

 

 

 

 

 

 

 

 

 

Source : Google Review and Traveloka Review 
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There are several review about their experiences while staying at Hotel Danau 

Toba International Medan. It is shaped by various interactions customers have with 

your business across different teams and touchpoints. Offering a consistent and 

cohesive experience at every stage of their interaction with your brand is the most 

powerful way to enhance customer experience, differentiate your business from 

competitors, and drive repeat purchases. Customers seek the highest quality available. 

They anticipate that each brand will create a meaningful experience during every 

interaction and improve their overall journey along the way. In Addition, another factor 

that is often used as a references in making decision to stay overnight is the hotel’s 

facilities. Adequate facilities help the hotel feel more comfortable, and with the 

provision of comprehensive facilities, personal needs may also be met. 

The precense of comprehensive amenities ensures that guests have access to all 

necessary services and convenience, enhancing their overall experiences. Whether it is 

the availability of high speed internet, a well- equipped fitness center, a variety of 

dining options, or other essential services, these element contribute significantly to the 

satisfaction and comfort of the guests. Consequently, when deciding whether to stay at 

a hotel, a quality and variety of facilities it offers play a vital role in shaping that 

decision. 
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Figure1. 3 Facilities 

 

 

 

 

 

 

 

 

Source : Google Review and Traveloka Review  

 

 

 

 

Source: Google Review 

 

Based on the review above, guests expressed their disappointment with the 

facilities provided by Hotel Danau Toba International Medan, the cause of this 

disappointment was that the cleanliness of the rooms was not maintained, the air 

conditioning provided by the hotel felt hot, and there was no shower in the hotel 

bathroom. In a hotel, the thing that needs to be considered is the cleanliness of the hotel 

room. A clean room will make guests more comfortable while staying in a hotel. hotel 

rooms and the surrounding environment need to be cleaned regularly to avoid odors 

and keep the hotel environment clean. Therefore, the important role of housekeeping 
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in the hotel industry is to maintain cleanliness and ensure that every corner of the room 

remains clean and tidy. Apart from that, guest comments regarding Hotel Danau Toba 

International Medan facilities are the air conditioner, the air conditioning provided in 

the hotel rooms makes guests feel uncomfortable when staying at the Hotel Danau Toba 

International Medan. In the comments above, many reviews were found regarding the 

lack of facilities provided, such as the television being broken, the water kettle not 

being able to be used, WiFi not being available, the shower not being able to be used 

and many more. Insufficient facilities may deter guests from choosing to return to Hotel 

Danau Toba International Medan. 

Figure1. 4 Atmosphere 

 

 

 

 

 

 

 

 

 

Source: Google Review 

 

Based on the reviews shown in the figure above, it is show that visitors to  Hotel 

Danau Toba International Medan were dissatisfied with their experience. Specifically, 
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people have stated that the rooms are too creepy and disturbing to stay in. The hotel is 

believed to be extremely old, with rooms in bad condition and an overall structure that 

appears obsolete, requiring considerable rejuvenation or repair. 

From these observations, it can be concluded that guests who have stayed at the 

hotel were disappointed with the uncomfortable and unwelcoming atmosphere during 

their stay. A pleasant and attractive ambiance in a hotel is essential for assuring the 

comfort and contentment of its visitors. When guests feel at ease and satisfied in their 

surroundings, they are more likely to enjoy their stay and form a favorable opinion of 

the establishment. Maintenance of the building's infrastructure and facilities can 

significantly increase the hotel's appeal. Regular maintenance, modernization, and 

upgrades can make the hotel a more appealing and desirable site for prospective 

customers to choose to stay.  

By investing in improvements, the hotel can address the concerns raised by 

previous visitors and create a more welcoming environment. This, in turn, can spark 

greater interest and demand, motivating more individuals to select the hotel for their 

accommodation needs. In essence, the quality of the hotel's atmosphere and the 

condition of its facilities are pivotal factors that influence guest satisfaction and the 

overall reputation of the establishment. 

In addition, as seen on the background of the study and the evidence presented 

above, the writer can draw meaningful conclusions. The writer want to do an analyze 

research whether customer experiences, facilities, and atmosphere affect to decision to 
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stay.  The writer aims to conduct an analysis under a specific title “The Effect of 

Customer Experience, Facilities, and Atmosphere toward Decision to Stay at 

Hotel Danau Toba International Medan” 

1.2 Problem Limitaton 

In this research was conducted to aim finding out more specific with customer 

experiences, facilities, and atmosphere can effect decision to stay at Hotel Danau Toba 

International Medan that located at Jalan Iman Bonjol No.17, Madras Hulu, Kec. 

Medan Polonia, Kota Medan, Sumatera Utara 20112. There are three independent 

variable which is, customer experiences, facilities, and atmosphere. This research 

focuses on one dependent variable which is decision to stay. The indicator of each 

independent variable was limited The reason is that the issues faced by Hotel Danau 

Toba International do not entirely fall within the indicators of each independent 

variable, which means that not all of the problems encountered can be directly 

measured or assessed based on the predefined criteria or factors established in the 

independent variables.  

According to Latif & Hasbi (2021)as cited by Huang (2023), there are four key 

indicators of customer experience which are, accessibility, helpfulness, 

personalization, problem solving. In customer experiences indicator, there are three of 

four indicator are faced with the issued at Hotel Danau Toba International Medan which 

are, helpfulness, personalization, and problem solving. That’s mean accessibility does 

not appear to present a significant problem at Hotel Danau Toba International Medan. 
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According to Ernvestivita and Subagyo (2020) there are four indicator of 

facilities, which are, comfort, space, equipment, cleanliness. In facilities indicator, 

there are three of four indicator are faced with the issued at Hotel Danau Toba 

International Medan which are, comfort, equipment and cleanliness. That’s mean space 

does not appear to present a significant problem at Hotel Danau Toba International 

Medan. 

According to Susilowati and Wangi (2019), there are four indicator of 

atmosphere, which are, exterior, interior, layout and Employees. In atmosphere 

indicators, there are three of four indicators are faced with the issued at Hotel Danau 

Toba International Medan, which are, exterior, interior, and layout. That’s mean 

employee does not appear to present a significant problem at Hotel Danau Toba 

International Medan.  

1.3 Problem Formulation 

 Building on the previously outlined background, the problem formulation for 

this research is as follows: 

1. Does customers experiences has a significant effect toward decision to stay 

at Hotel Danau Toba International Medan ? 

2. Does facilities has a significant effect toward decision to stay at Hotel 

Danau Toba International Medan? 
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3. Does atmosphere has a significant effect toward decision to stay at Hotel 

Danau Toba International Medan ? 

4. Do customer experiences, facilities, and atmosphere have a significant 

effect toward decision to stay at Hotel Danau Toba International Medan ? 

1.4 Objective of Research  

In accordance with the problem formulation outlined above, the objective of 

this research is to address the identified issues as follows: 

1. To find out that customer experiences has a significant effect toward 

decision to stay at Hotel Danau International Medan. 

2. To find out that facilities has a significant effect toward decision to stay at 

Hotel Danau Toba International Medan 

3. To find out that atmosphere has a significant effect toward decision to stay 

at Hotel Danau toba International Medan 

4. To find out that  customer experiences, facilities, and atmosphere have a 

significant effect toward decision to stay at Hotel Danau Toba International 

Medan  

1.5 Benefit of Research 

This research is designed to provide benefits for all parties involved, which can 

be categorized into two key areas. 
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1.5.1 Theoritical Benefit 

 The objective of performing this research is to have an improved 

comprehension of Hotel Danau Toba International Medan, particularly in terms of 

customer experiences, facilities, atmosphere, and decision to stay. This study can serve 

as a valuable reference for future researchers. The research expected to add to existing 

knowledge in hospitality management by assessing the impact of the factor on the 

decision to stay.  

1.5.2 Practical Benefit 

The practical benefit derived from this research are outlined below : 

1. For Hotel Danau Toba International Medan 

In this research may be used by the company as a benchmark to establish 

how decision to stay effected by customer experiences, facilities and 

atmosphere at Hotel Danau Toba International Medan. 

2. For other researcher 

In this research can provide more knowledge and insight how customer 

experiences, facilities, and atmosphere effect decision to stay 

3. For Writer 

In this research can provide for writer a great understanding how to perform 

a hospitality study and how customer experience, facilities, and atmosphere 

effect decision to stay in Hotel Danau Toba International Medan. 

 


