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Abstract

The objectives of this research are 1) to study the importance of brand image service quality and
customers satisfaction and 2) to study Brand Image and Service Quality affecting Customers Satisfaction
of JinLing Hotel in Baoji Shaanxi. This is a quantitative research. Population used to collect data
were customers who have used or stayed at Jinling Hotel in Baoji, Shaanxi Province. The sample group
used in the study was 385 people by purposive sampling. The instrument used in the study was a
questionnaire. Statistics used in data analysis include frequency, percentage, mean, and standard deviation.
Multiple regression analysis The research results found that the average value of brand image is at
a high level. When considering each item, it is found that the highest is user, who are modern,
have taste and smart when choosing hotels followed by personality which shows that the hotel is
skilled in service and has good interactions with all customer groups. In terms of service quality,
it is at a high level. When considering each item, it is found that the highest is trusting customers,
that hotel staff will thoroughly inspect the rooms before delivering the service and can be confident
when the room is booked, it can be checked in followed by knowing and understanding customers,
customers from the fact that employees are polite, smiling, attentive and enthusiastic in providing
services. In terms of satisfaction, it is at a high level. When considering each item, it was found that
the most important was the safety system, customers are satisfied with the hotel's security system.
followed by the room price that people who are satisfied with the room rate. The results of testing
the research hypotheses found that every independent variable Affects the customers satisfaction
with statistical significance at the 0.01 level. Explains the variability in the use of brand image affecting
the customers satisfaction of JinLing Hotel in Baoji Shaanxi. at 81.80 percent (R* = .818) and
service quality affecting the customers satisfaction of JinLing Hotel in Baoji Shaanxi. at 82.30 percent
(R* = .823)
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