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Preliminary researcher observations at Kyriad Hotel Bumiminang Padang
indicated concerns involving facility condition and frontline service
interactions, making it important to assess how both operational
dimensions relate to guest satisfaction. This study examines the effects of
accommodation infrastructure and employee behavior on guest
satisfaction. A quantitative causal-associative survey design was applied
to a reported population of 1,673 hotel guests, with 323 respondents
selected through non-probability purposive sampling. Data were collected
using a five-point Likert-scale questionnaire and analyzed with descriptive
statistics and multiple linear regression in SPSS 26. Accommodation
infrastructure (mean = 40.99), employee behavior (mean = 27.83), and
guest satisfaction (mean = 31.16) were all classified as good.
Accommodation infrastructure had a positive and significant effect on

guest satisfaction (B = 0.422, t = 11.224, p < 0.001), and employee
behavior also had a positive and significant effect (B = 0.362, t = 6.941, p
< 0.001). Together, both predictors were significant (F = 314.988, p <
0.001) and explained 66.1% of the variance in guest satisfaction (adjusted
R? = 0.661). Accommodation infrastructure was the stronger predictor,
indicating that facility maintenance should be prioritized while employee-
service development is strengthened in parallel.
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1. INTRODUCTION

Hotel service performance depends on the coordination of physical resources and employee
interactions throughout the guest stay [1]. Guest satisfaction reflects an evaluation of whether service
performance meets or exceeds expectations [2]. In hospitality, satisfaction is strategically important
because it is linked to perceived value, repeat patronage, and favorable behavioral intentions [3]. Evidence
from accommodation research further shows that satisfaction is shaped by several service-quality
dimensions and that their importance can vary across hotel categories [4]. Service quality also influences
guests' subsequent behavioral intentions rather than operating as a single isolated attribute [5].

Accommodation infrastructure refers to the physical and functional resources that enable guests to
use hotel services comfortably, safely, and efficiently. The servicescape perspective positions the physical
environment as an important cue affecting customer responses and employee performance [6]. Hotel
atmosphere, including distinctiveness, hospitability, relaxation, and refinement, contributes to guests'
evaluations of the stay experience [7]. More recent hotel research also shows that ambience and other
expanded servicescape cues can strengthen satisfaction [8], while lighting, layout, style, and furnishings
shape first impressions in hotel public areas [9]. In hotel service-quality research, physical products and
facilities are consistently treated as core antecedents of perceived quality [10], and lodging-specific
measurement work similarly recognizes tangible quality as part of customers' evaluations [11]. Indonesian
evidence also links hotel facilities and service quality with guest satisfaction [12], while another hotel study
shows that facilities operate together with service quality and location in explaining satisfaction [13].
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Employee behavior represents the interpersonal dimension of the service encounter. Organizational
behavior literature emphasizes that employee conduct is expressed through attitudes, communication,
responsiveness, and actions performed in work roles [14], while performance management highlights the
importance of consistent behavior in delivering organizational standards [15]. In hotels, employee
behavior directly influences guests' service-quality perceptions and overall satisfaction [16]. Performance
cues from front desk, housekeeping, parking, and room-service employees also shape perceived quality and
value [17]. Research examining physical and human service clues further indicates that the behavior and
appearance of service employees can be especially influential in customers' evaluations [18]. From a
management perspective, customer-contact employees require clear role expectations, support, and
service-quality commitment to produce consistent guest experiences [19], while service climate and
employee involvement can translate into stronger service performance and customer outcomes [20].

These interpersonal mechanisms are particularly relevant in operational hotel work, where
employees must combine procedural consistency with situational judgment. Service climate can connect
organizational resources and employee engagement with customer loyalty through employee performance
[21]. At the operational level, consistent standard operating procedures help structure guest handling
activities [22], while job training and work experience support the quality of frontline service delivery [23].
Consequently, accommodation infrastructure and employee behavior should be examined as
complementary operational levers rather than as separate explanations of the guest experience.

At Kyriad Hotel Bumiminang Padang, preliminary researcher observations suggested concerns
involving aspects of building maintenance, room equipment, lighting, bathroom drainage, air-
conditioning, linen condition, reservation consistency, employee responsiveness, communication, and
service etiquette. These observations are treated as contextual signals rather than estimates of complaint
prevalence. Indonesian hotel research has shown that physical environment and contact personnel can
jointly contribute to service quality and loyalty [24], while front-office management of guest voice is
relevant to guest satisfaction [25]. Large-scale hotel review evidence also identifies tangibles, surroundings,
reliability, responsiveness, and service processes as distinct dimensions of hotel service quality [26].
Physical-environment quality and service quality have likewise been linked to satisfaction in hotel-related
settings [27]. The novelty of the present study lies in estimating the individual and simultaneous
contribution of accommodation infrastructure and employee behavior within one operational model at
Kyriad Hotel Bumiminang Padang. Accordingly, the study tests their partial and joint effects on guest
satisfaction.

2. METHOD

This study used a quantitative causal-associative survey design to examine the effects of
accommodation infrastructure (X1) and employee behavior (X2) on guest satisfaction (Y) [28]. The source
study reports an average population of 1,673 staying guests during January to March 2026, based on the
hotel guest records used as the sampling frame. The original sample target was calculated using the Slovin
formula, producing 323 respondents, after which respondents were recruited through non-probability
purposive sampling. At minimum, eligible participants were staying guests who had direct experience with
the hotel's facilities and employee service; respondents were at least 18 years old, had completed at least
one overnight stay, and guests who had not yet experienced the hotel facilities and frontline services were
excluded. Questionnaires were administered directly to eligible guests at check-out, primarily through a
QR-code link to an online questionnaire after they had completed their stay experience.

Data were collected using a five-point Likert-scale questionnaire. Accommodation infrastructure
was measured with 12 statements, employee behavior with eight statements, and guest satisfaction with
nine statements. The construct domains are conceptually consistent with established service-quality and
performance measurement approaches [29], [30]; however, conceptual consistency is not a substitute for
instrument provenance. Therefore, the accommodation-infrastructure items were adapted from Bitner [6],
Wilkins et al. [10], and Getty and Getty [11]; the employee-behavior items were adapted from Kattara et
al. [16], Hartline and Jones [17], and Hartline and Ferrell [19]; and the guest-satisfaction items were
adapted from Oh [3], Nunkoo et al. [4], and Clemes et al. [33]. Instrument quality was evaluated before
the main analysis; all questionnaire items exceeded the corrected item-total correlation criterion of 0.30,
with coefficients ranging from 0.421 to 0.823. Cronbach's alpha was 0.903 for accommodation
infrastructure, 0.887 for employee behavior, and 0.895 for guest satisfaction, indicating satisfactory
internal consistency.

Data were processed using SPSS version 26. Descriptive statistics summarized each construct. To
make the original category labels transparent, total means were converted to mean-per-item scores and
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respondent achievement percentages (TCR), calculated as mean-per-item divided by the maximum scale
value and multiplied by 100. Equal-width interpretation on the five-point scale was used: 1.00-1.80 = very
poor, 1.81-2.60 = poor, 2.61-3.40 = fair, 3.41-4.20 = good, and 4.21-5.00 = very good. Multiple linear
regression, t tests, I tests, and the adjusted coefficient of determination were used to evaluate the model
[31]. Statistical significance was assessed at p < 0.05 [32].

3. RESULTS AND DISCUSSION

3.1. Descriptive Results

All three variables fell within the good category when total scores were standardized to the five-point
response scale. Accommodation infrastructure recorded a total mean of 40.99, equivalent to a mean per
item of 3.42 and a TCR of 68.32%. Employee behavior recorded a total mean of 27.83, equivalent to 3.48
per item and a TCR of 69.58%. Guest satisfaction recorded a total mean of 31.16, equivalent to 3.46 per
item and a TCR of 69.24%. These standardized values clarify the basis for the descriptive category reported
in Table 1.

Table 1. Descriptive statistics and standardized interpretation of the research variables

. Total TCR .
Variable Ttems Mean Mean/Item (%) SD Min. Max. Category
Accommodation 40.99 3.42 68.32  6.955 24 60 Good
infrastructure
Employee 8 27.83 3.48 6958  5.016 17 40 Good
behavior
Guest
. . 9 31.16 3.46 69.24 5.455 18 45 Good
satisfaction

3.2. Coefficient of Determination

The multiple correlation coefficient was 0.814, indicating a strong combined relationship between the
two predictors and guest satisfaction. The adjusted R* value was 0.661, meaning that accommodation
infrastructure and employee behavior jointly accounted for 66.1% of the variance in guest satisfaction in
this sample. The remaining 33.9% represents unexplained variance outside the present model. Factors
such as price, location, food and beverage quality, brand image, security, and previous guest experience
are plausible candidates for future investigation, but they were not directly tested in this study.

Table 2. Model summary

Std. Error of

Model R R Square Adjusted R Square Estimate

1 0.814 0.663 0.661 3.176

3.3. Simultaneous Effect

The ANOVA test produced F = 314.988 with p < 0.001, showing that accommodation infrastructure
and employee behavior were jointly significant predictors of guest satisfaction. This result is consistent
with hospitality evidence that guest satisfaction is formed through multiple service-quality dimensions
[33]. Hotel research also shows that satisfaction and repeat patronage reflect combined evaluations of
service attributes rather than a single operational factor [34]. Managerially, the finding means that guest
satisfaction should be managed through coordinated improvement of facilities and employee service
behavior rather than through isolated interventions.

Table 3. Analysis of variance

Model Sum of Squares df Mean Square F p-value
Regression 6353.172 2 3176.586 314.988 <0.001
Residual 3227.131 320 10.085
Total 9580.303 322
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3.4. Regression Assumption Checks

Before interpreting the regression coefficients, the classical assumptions for multiple linear regression
should be documented. Residual normality was acceptable based on the Kolmogorov-Smirnov test (p =
0.087 > 0.05). Multicollinearity was not indicated because both predictors had a tolerance value of 0.684
(> 0.10) and a VIF of 1.462 (< 10). The Glejser test also indicated no heteroscedasticity, with significance
values of 0.318 for accommodation infrastructure and 0.427 for employee behavior, both exceeding 0.05.
The regression findings should be presented as fully supported only after these diagnostics confirm that
the model assumptions are acceptable.

3.5. Partial Effects and Regression Model

Both predictors had positive and statistically significant partial effects. Accommodation
infrastructure produced B = 0.422, t = 11.224, and p < 0.001, whereas employee behavior produced B =
0.362, t = 6.941, and p < 0.001. The standardized coefficient was larger for accommodation infrastructure
(B = 0.538) than for employee behavior (8 = 0.333). Thus, within this model, accommodation
infrastructure was the stronger predictor and should receive particular attention when management
prioritizes resources for improving guest satisfaction.

Table 4. Multiple linear regression coefficients

Predictor B Std. Error Beta t p-value
Constant 3.808 1.104 3.449 0.001
Accommodation 0.422 0.038 0.538 11.224 <0.001
infrastructure
Employee 0.362 0.052 0.333 6.941 <0.001
behavior

Y =3.808 +0.422X; + 0.362X:

The equation indicates that, while the other predictor is held constant, a one-unit increase in the
accommodation-infrastructure score is associated with a 0.422-unit increase in the guest-satisfaction score.
Likewise, a one-unit increase in the employee-behavior score is associated with a 0.362-unit increase in
guest satisfaction. These coefficients represent changes in the dependent-variable score and must not be
interpreted as percentages.

3.6. Discussion

The positive effect of accommodation infrastructure indicates that guests evaluate the hotel through
the condition, reliability, and usability of its physical environment. The preliminary observations in this
study pointed to facility-related concerns involving lighting, air-conditioning, bathroom drainage, linen,
room equipment, and maintenance; these examples should be read as observed contextual concerns, not as
estimates of how frequently all guests encountered each problem. Big-data evidence from hotel reviews
similarly shows that room and physical attributes are prominent sources of satisfaction and dissatisfaction
[35]. Configurational research also confirms that hotel satisfaction can depend on different combinations
of service-quality conditions [36]. Because accommodation infrastructure had the larger standardized
coefficient in the present model, management should treat high-contact facility reliability as the first
operational priority. In the short term, the hotel should close urgent defects through room-by-room checks
of air-conditioning, lighting, bathroom drainage, linen, and in-room equipment. In the medium term, these
actions should be institutionalized through preventive-maintenance schedules, condition logs, replacement
cycles, and periodic room-quality audits.

Employee behavior also had a positive and significant effect on guest satisfaction. This finding
reinforces the role of human interaction in hospitality even as hotels adopt more technology-supported
service delivery [37]. Comparative evidence likewise shows that human-interaction service remains a
distinct dimension of hotel service quality [38]. Operationally, employee development should focus on
observable service behaviors: consistent greeting and welcoming, clear communication during check-in,
accurate reservation confirmation, prompt responses to guest requests, respectful handling of privacy, and
structured complaint recovery. Supervisors can reinforce these behaviors through pre-shift briefings, role-
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play for difficult service situations, spot coaching, and review of recurring complaints. These actions
translate the statistical relationship into service standards that guests can directly experience.

The simultaneous effect and adjusted R* of 0.661 show that physical infrastructure and employee
conduct jointly account for a substantial portion of the guest experience. Service quality has behavioral
consequences when guests translate their evaluations into future intentions [39], and hotel loyalty research
similarly places satisfaction within an integrated service-and-image process [40]. Research using hotel
guest ratings also shows that physical-product performance and people/process performance can vary in
importance across guest and hotel segments [41]. For Kyriad Hotel Bumiminang Padang, the short-term
priority should therefore be to remove high-impact facility failures while standardizing frontline behaviors
and complaint response. The medium-term priority should combine preventive maintenance, planned
asset replacement, periodic room inspections, reservation-control improvements, recurring service
training, complaint-trend analysis, and supervisor-based service audits. This two-horizon approach
preserves the stronger infrastructure effect without treating employee behavior as secondary or optional.

4. CONCLUSION

Accommodation infrastructure and employee behavior were both positive and significant
predictors of guest satisfaction at Kyriad Hotel Bumiminang Padang. Accommodation infrastructure was
the stronger predictor (B = 0.422; = 0.538; p < 0.001), while employee behavior also made a meaningful
contribution (B = 0.362; § = 0.333; p < 0.001). Jointly, the predictors produced F = 314.988 (p < 0.001)
and explained 66.1% of the variance in guest satisfaction. The practical implication is clear: facility
reliability should receive immediate priority, but sustained improvement requires parallel development of
employee service behavior. This study is limited to one hotel and relies on guest-perception data collected
at one point in time; therefore, the regression estimates should not be interpreted as definitive evidence of
temporal causality or generalized automatically to other hotels. Future research should use multi-hotel
samples, document sampling and instrument procedures in greater detail, and examine additional factors
such as price fairness, food and beverage quality, security, brand image, service recovery, and behavioral
intentions.
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