
ABSTRACT 

The development of the world tourism industry is growing rapidly and it has 

made the enhancement of the competition level, therefore good marketing 

performance is required to be carried out in order to give satisfaction to the 

consumer. This research has been conducted in order to find out the influence 

facilities, services and prices to the customer satisfaction at Kenjeran Park 

Surabaya. The population is all visitors of Kenjeran Park Surabaya. Meanwhile 

the numbers of samples are 100 respondents. The sampling technique has been 

been used by using purposive sampling with a certain considerations. The 

correlation of the determination coefficient (R
2
) level among the variables i.e. 

facilities, services and prices to the customer satisfaction of the tourists who have 

visited Kenjeran Park Surabaya is firm. Based on the result of the research, it 

shows that the hypothesis test among the variables i.e. facilities, services, and 

prices have positive influence to the customer satisfaction at Kenjeran Park 

Surabaya. These results indicate that when the facilities, services and pricing 

which have been provided by the manager of the tourism resort is getting better, it 

will improve the customer satisfaction who have ever visited Kenjeran Park 

Surabaya. 
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ABSTRAK 

Perkembangan industri pariwisata dunia semakin pesat yang 

mengakibatkan tingginya tingkat persaingan, untuk itu perlu melakukan kinerja 

pemasaran yang baik guna memberikan kepuasan kepada konsumen. Penelitian 

ini dilakukan untuk mengetahui pengaruh fasilitas, pelayanan, dan harga terhadap 

kepuasan wisatawan di Kenjeran Park Surabaya. Populasi dalam penelitian ini 

adalah para pengunjung tempat wisata Kenjeran Park Surabaya. Sedangkan 

jumlah sampel yang di tetapkan sebanyak 100 responden. Teknik sampling yang 

digunakan adalah purposive sampling dengan pertimbangan tertentu. Tingkat 

koefisien determinasi (R
2
) antara variabel fasilitas, pelayanan,dan harga terhadap 

kepuasan wisatawan yang berkunjung di Kenjeran Park Surabaya memiliki 

hubungan yang cukup erat.  Berdasarkan penelitian ini bahwa pengujian hipotesis 

antara variabel fasilitas, pelayanan,dan harga berpengaruh positif terhadap 

kepuasan pelanggan di Kenjeran Park Surabaya. Hasil ini mengindikasikan bahwa 

semakin baik fasilitas, pelayanan, dan harga yang di berikan oleh pihak pengelola 

tempat wisata akan meningkatkan kepuasan pelanggan yang berkunjung di 

Kenjeran Park Surabaya. 
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