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The purpose of this study was to find out the level of the cconsumers’ 
satisfaction and service facilities of Sempur Park Hotel by analyzing factors that 
may influence  consumers perseptions for facilities and hospitality services, and 
by analyzing the correlation of the consumption level of the consumers’ 
satisfaction of the services given by Sempur Park Hotel by analyzing the 
frequency of  the stay at Sempur Park Hotel. This study used primary data 
obtained directly from the respondents, namely the service users of the Sempur 
Park Hotel, and the secondary data obtained from the literature materials and 
management of Sempur Park Hotel. This study involved 100 respondents as the 
samples taken from some population of the visitors of Sempur Park Hotel. The 
sampling technique used in this study was traditional convenience sampling 
technique by interviewing the respondents and asking them to fill out 
questionnaires. The methodology of analyses used in this study were the 
reliability test, the average difference test (T test), gap analysis, SERVQUAL 
method, Chi-square analysis, Histogram, IPA method (Importance and 
Performance Analysis). The Gap between the consumers’ expectations and the 
whole assessment of the large performance indicators are contained in the room 
facilities, responsiveness of the staff and the guests’ respond to complain. The 
factors that may affect consumers' perseptions were the expectation of the 
facilities and services quality, which are influenced by the previous experience of 
respondents when using the other hotels’ service, the consumers’ demand of the 
services, and the information and knowledge possessed by consumers. Based 
on the results of IPA (Importance Performance Analysis) of the SERVQUAL 
indicators, between the level of interest with the performance appraisal, Sempur 
Park Hotel should be more focused on improving the hotel facilities, especially 
the indicators of room cleanliness and facilities. Therefore, based on the results 
of IPA (Importance Performance Analysis) of the SERVQUAL dimensions, 
between the level of interest in performance assessment, Sempur Park Hotel 
should be more focused on the improvement of service quality dimensions, 
especially responsiveness. If seen from the results of Pearson correlation test, 
the study shows there is no correlation between satisfaction and frequency of 
purchase. Finally, the development of marketing strategies and improving 
facilities should be focused on the dominant market segment, namely the workers 
and businessmen, and the company needs to concentrate on the services which 
are related to the dimensions of responsiveness, the service quality assurance 
and empathy. 
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