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ABSTRAK 

Tujuannya penelitian pengujian pengaruh Organizational Citizenship Behavior 

terhadap Service Quality pada Midtown Hotel Surabaya. Variabel independen Altruism 

(X1), Conscientiousness (X2), Civic Virtue (X3), Sportmanship (X4), dan Courtesy 

(X5) variabel dependennya Service Quality (Y). Populasi konsumen serta karyawan 

operasional di Midtown Hotel Surabaya. Sampel menggunakan saturation sampling 39 

konsumen serta karyawan operasional di Midtown Hotel Surabaya. Teknik analisis 

regresi linier berganda. Hasil uji t yang menunjukkan berpengaruh terhadap service 

quality pada Midtown Hotel Surabaya adalah altruism (X1) dengan signifikansi 0,004 

 0,05 dan sportmanship (X4) dengan signifikansi 0,038  0,05. Hasil uji t, tidak 

berpengaruh terhadap service quality pada Midtown Hotel Surabaya conscientiousness 

(X2) signifikansi 0,927  0,05, civic virtue (X3) signifikansi 0,997  0,05, serta 

courtesy (X5) signifikansi 0,671  0,05.  

Kata kunci : OCB, Altruism, Conscientiousness, Civic Virtue, Sportmanship, 

Courtesy, Service Quality 
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ABSTRACT 

The purpose the effect of Organizational Citizenship Behavior on service 

quality in Midtown Hotel Surabaya. The independent variables are Altruism (X1), 

Conscientiousness (X2), Civic Virtue (X3), Sportmanship (X4), and Courtesy (X5) 

while the dependent variable is service quality (Y). The population in this study were 

consumers and employees who worked in the operational department of Midtown 

Hotel Surabaya. The sample determined in this study used saturation sampling 

techniques, a total of 39 consumers and employees working in operational department 

at Midtown Hotel Surabaya. The analysis technique in this study is multiple linear 

regression analysis. The results of t-test that showed an effect on the service quality of 

Midtown Hotel Surabaya were the altruism (X1) with a significance of 0.004  0.05 

and the sportsmanship (X4) with a significance of 0.038  0.05. The t-test results that 

show no effect on service quality at Midtown Hotel Surabaya are the conscientiousness 

variable (X2) with a significance of 0.927  0.05, the civic virtue (X3) with a 

significance of 0.997  0.05, and the courtesy (X5) with a significance of 0.671  0.05. 

Keywords : OCB, Altruism, Conscientiousness, Civic Virtue, Sportmanship, 

Courtesy, Service Quality 


