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People, Process and Physical Evidence play a very important role in service 

quality. Therefore, the aim of this research is to describe People, Process and 

Physical Evidence and the service quality of the Ar-Riyadh Hotel in Kuala 

Tungkal Tanjung Jabung Barat, Jambi Province, and analyze the influence of 

People, Process and Physical Evidence on the service quality of the Ar-Riyadh 

Hotel in Kuala Tungkal Tanjung Jabung Barat Jambi Province simultaneously 

and partially. 

The research method in this research is descriptive and quantitative. The 

distribution of questionnaires with the total population in this study is all guests 

of the Ar-Riyadh Hotel in Kuala Tungkal, West Tanjung Jabung Regency, Jambi 

Province in 2022, amounting to 1,796 people, so the formula used to find the 

sample is according to Sarwono (2012: 24) so that the sample in this study 

totaling 95 respondents. Data analysis uses SPSS Ver 22 and uses a multiple 

linear regression model with the calculated results Y = a+b1.X1+b2X2+b3X3. 

 
Tbe result of conclutions with SPSS are known that the regression equantion is Y 

= 2.832+0.248X1+0.533X2+0.175X3. The People regression coefficient (X1) is 

0.248, the Process regression coefficient (X2) is 0.533, the Physical Evidence 

regression coefficient (X3) is 0.175. The coefficient of determination = R square 

(R2) of 0.706, this figure states that the variables People (X1), Process (X2) and 

Physical Evidence (X3) are able to influence Service Quality (Y) by 70.6%, 

whereas 29.4% is caused by variables other factors outside the variables studied 

such as: price, promotion, location, etc. 

The variables People (X1), Process (X2), Physical Evidence (X3), 

simultaneously have a significant effect on service quality (Y). The variables 

People (X1), Process (X2) and Physical Evidence (X3) partially have a positive 

and significant effect on service quality (Y). 
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