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ABSTRAK

Tujuan dari penelitian ini adalah untuk menganalisis faktor — faktor yang
mempengaruhi customer satisfaction dan revisit intention pada turis Danau Toba.
Populasi dalam penelitian ini adalah para pengunjung atau wisatawan Danau Toba.
Jumlah sampel yang digunakan sebanyak 200 responden dipilih dengan purposive
sampling. Data yang diperoleh dari kuesioner kemudian dianalisis dengan
menggunakan program AMOS. Hasil dari penelitian menunjukkan bahwa service
quality, destination image dan perceived value berpengaruh positif dan signifikan
terhadap customer satisfaction. Selanjutnya service quality, perceived value dan
customer satisfaction berpengaruh positif dan signifikan terhadap revisit intention
dan destination image tidak berpengaruh positif dan signifikan terhadap revisit

intention.

Kata kunci : customer satisfaction, destination image, perceived value, revisit

intention, service quality.



ABSTRACT

This study aims to analyze the factors that influence customer satisfaction and revisit
intention in Danau Toba’s tourists. The population in this study were visitors or
tourists in Danau Toba. While sample size are 200 respondents, selected by
purposive sampling. The data obtained from the questionnaire data were then
analyzed using the AMOS program. The results of the study showed that service
quality, destination image and perceived value have a positive and significant effect
on customer satisfaction. Service quality, perceived value and customer satisfaction
have a positive and significant effect on revisit intention and destination image has

no positive and significant effect on revisit intention.
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