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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas 

pelayanan, pengalaman emosional positif, dan nilai pelanggan terhadap 

kepuasan wisatawan di Taman Wisata Sengkaling, Malang. Latar belakang 

penelitian ini didasarkan pada fenomena fluktuasi jumlah pengunjung serta 

pentingnya kualitas layanan dalam menciptakan kepuasan pelanggan. 

Metode penelitian yang digunakan adalah kuantitatif dengan pendekatan 

explanatory research. Data diperoleh melalui penyebaran kuesioner 

kepada 140 responden yang dipilih dengan teknik purposive sampling. 

Analisis data dilakukan menggunakan regresi linier berganda dengan 

bantuan program SPSS. Hasil penelitian menunjukkan bahwa ketiga 

variabel independen, yaitu kualitas pelayanan, pengalaman emosional 

positif, dan nilai pelanggan berpengaruh signifikan terhadap kepuasan 

wisatawan. Di antara ketiganya, pengalaman emosional positif terbukti 

menjadi variabel yang paling dominan dalam memengaruhi kepuasan. 

Temuan ini menegaskan bahwa pengalaman emosional yang berkesan 

memiliki peran penting dalam membentuk kepuasan wisatawan, selain 

faktor layanan dan nilai yang dirasakan. Penelitian ini diharapkan dapat 

memberikan kontribusi teoretis dalam pengembangan manajemen 

pariwisata serta rekomendasi praktis bagi pengelola Taman Wisata 

Sengkaling untuk meningkatkan strategi pelayanan dan daya tarik 

destinasi. 

Kata Kunci: Kualitas Pelayanan, Pengalaman Emosional Positif, Nilai 

Pelanggan, Kepuasan wisatawan, Taman Wisata 

Sengkaling. 
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ABSTRACT 

This study aims to analyze the influence of service quality, positive 

emotional experience, and customer value on tourist satisfaction at 

Sengkaling Recreational Park, Malang. The background of this research is 

based on the fluctuation in visitor numbers and the importance of service 

quality in creating customer satisfaction. The research method employed 

was quantitative with an explanatory research approach. Data were 

collected through questionnaires distributed to 140 respondents selected 

using purposive sampling. The data were analyzed using multiple linear 

regression with the assistance of SPSS software. The results indicate that 

all three independent variables service quality, positive emotional 

experience, and customer value significantly affect tourist satisfaction. 

Among them, positive emotional experience proved to be the most 

dominant variable influencing satisfaction. These findings highlight that 

memorable emotional experiences play a crucial role in shaping tourist 

satisfaction, alongside service quality and perceived value. This study is 

expected to provide theoretical contributions to the development of 

tourism management as well as practical recommendations for the 

management of Sengkaling Recreational Park to enhance service 

strategies and destination attractiveness. 

Keywords: Service Quality, Positive Emotional Experience, Customer 

Value, Tourist Satisfaction, Sengkaling Recreational Park.  
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