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ABSTRAK 

Tesis dengan  judul “Pengaruh Fasilitas, Kualitas Pelayanan dan Peran 

Media Sosial terhadap Minat Kunjung Ulang Wisatawan dengan Kepuasan sebagai 

Variabel Mediasi” oleh Yohanes Ronaldo Dheo Rato, NIM 8112201058MM, di 

bawah bimbingan Dr. Simon Sia Niha, S.E., M.Si dan Anggraeny Paridy, S.E., 

M.Si. 

Penelitian ini bertujuan untuk mengetahui (1) persepsi wisatawan terhadap 

pengaruh fasilitas, kualitas pelayanan, peran media sosial, kepuasan wisatawan dan 

minat kunjung ulang (2) signifikansi pengaruh fasilitas, kualitas pelayanan dan 

peran media sosial secara parsial terhadap minat kunjung ulang, (3) signifikansi 

pengaruh fasilitas, kualitas pelayanan dan peran media sosial secara parsial 

terhadap kepuasan wisatawan, (4) signifikansi pengaruh kepuasan wisatawan 

terhadap minat kunjung ulang, dan (5) signifikansi kepuasan wisatawan memediasi 

pengaruh fasilitas, kepuasan wisatawan, dan peran media sosial terhadap minat 

kunjung ulang. 

Jenis penelitian ini adalah penelitian kuantitatif. Teknik pengambilan 

sampel yang digunakan non-probabilitas dengan menggunakan metode accidental 

sampling dengan sampel sebanyak 90 responden dan pegumpulan data melalui 

kuesioner. Teknik analisis data dalam penelitian ini adalah statistik deskriptif dan 

statistik inferensial mengunakan software Smart PLS versi 3.0. 

Hasil analisis stastitik deskriptif menunjukkan bahwa capaian indikator 

variabel fasilitas sebesar 72%, kualitas pelayanan sebesar 71%, media sosial 

sebesar 70%, minat kunjung ulang sebesar 69%, dan kepuasan wisatawan sebesar 

69%. Kelima variabel ini dikategorikan dalam kategori baik. Hasil analisis statistik 

inferensial menunjukkan bahwa fasilitas memiliki pengaruh positif dan signifikan 

terhadap minat kunjung ulang. Kualitas pelayanan tidak berpengaruh signifikan 

terhadap minat kunjung ulang. Media sosial memiliki pengaruh positif dan 

signifikan terhadap minat kunjung ulang. Fasilitas memiliki pengaruh positif dan 

signifikan terhadap kepuasan wisatawan. Kualitas pelayanan tidak  berpengaruh 

signifikan terhadap kepuasan wisatawan. Media sosial memiliki pengaruh positif 

dan signifikan terhadap kepuasan wisatawan. Kepuasan wisatawan tidak  

berpengaruh signifikan terhadap minat kunjung ulang. Kepuasan wisatawan  

mampu memediasi pengaruh fasilitas terhadap minat kunjung ulang. Kepuasan 

wisatawan mampu memediasi pengaruh kualitas pelayanan terhadap minat 

kunjung ulang. Kepuasan wisatawan tidak mampu memediasi pengaruh media 

sosial terhadap minat kunjung ulang. 

Berdasarkan hasil penelitian, disarankan kepada pemerintah lebih 

memperhatikan pelayanan pariwisata dengan menerapkan pelatihan bagi para 

pelaku usaha, memperbaiki akses-akses maupun kebutuhan-kebutuhan konsumen 

agar dapat meningkatkan jumlah kunjungan pariwisata 

 

Kata Kunci: Fasilitas, Kualitas Pelayanan, Peran Media Sosial, Minat 

Kunjung Ulang. 
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ABSTRACT 

 

Thesis entitled "The Influence of Facilities, Service Quality and Role of 

Social Media on Tourist Return Interest with Satisfaction as a Mediation Variable" 

by Yohanes Ronaldo Dheo Rato, NIM 8112201058MM, under the guidance of Dr. 

Simon Sia Niha, S.E., M.Si and Anggraeny Paridy, S.E., M.Si. 

This study aims to determine (1) tourist perceptions of the influence of 

facilities, service quality, the role of social media, tourist satisfaction and intention 

to return (2) the significance of the influence of facilities, service quality and the 

role of social media partially on intention to return, (3) the significance of the effect 

of facilities, service quality and the role of social media partially on tourist 

satisfaction, (4) the significance of the effect of tourist satisfaction on repeat 

intention, and (5) the significance of tourist satisfaction mediates the effect of 

facilities, tourist satisfaction, and the role of social media on repeat intention . 

This type of research is quantitative research. The sampling technique used 

is non-probability using the accidental sampling method with a sample of 90 

respondents and data collection through a questionnaire. Data analysis techniques 

in this study were descriptive statistics and inferential statistics using Smart PLS 

version 3.0 software. 

The results of the descriptive statistical analysis show that the achievement 

indicators for the variable facilities are 72%, service quality is 71%, social media is 

70%, intention to return is 69%, and tourist satisfaction is 69%. These five variables 

are categorized in the good category. The results of the inferential statistical 

analysis show that facilities have a positive and significant influence on intention 

to return. Service quality has no significant effect on intention to return. Social 

media has a positive and significant influence on intention to revisit. Facilities have 

a positive and significant impact on tourist satisfaction. Service quality has no 

significant effect on tourist satisfaction. Social media has a positive and significant 

influence on tourist satisfaction. Tourist satisfaction has no significant effect on 

intention to revisit. Tourist satisfaction is not able to mediate the influence of 

facilities on intention to return. Tourist satisfaction is not able to mediate the effect 

of service quality on intention to return. Tourist satisfaction is not able to mediate 

the influence of social media on intention to return. 

Based on the research results, it is suggested to the government to pay more 

attention to tourism services by implementing training for business actors, 

improving access and consumer needs in order to increase the number of tourism 

visits. 

 

Keywords: Facilities, Quality of Service, Role of Social Media, Interest in 

Repeat Visits. 
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