
 

1 
 

CHAPTER I 

INTRODUCTION 

 

1.1. Background of Study 

In this competitive market, the development of each company is 

the most important aspects to survive. Numerous companies have gone 

bankrupt because of the failure in competing with other companies. The 

success of company is not only measured by its income but also by the 

quality, effectiveness and efficiency that help to enhance its development 

prospects.  

In this globalization era, every company needs to have its own 

competitive advantage so that it can compete in this high competition. One 

of the most important aspects that can help the enhancement of the 

companies’ development is the human resources. Enhancing the 

companies’ productivity can be realized through increasing the labor 

productivity. By increasing the labor’s productivity, it will indirectly 

provide job satisfaction to the labor and it will also help encouraging the 

labor’s motivation to improve their performance.  

According to Soetrisno (2016), Productivity is the relationship 

between the output (products or services) and input (labour, material, 

money). In his book, Ravianto (1991) explained that productivity is the 

measurement of how well the human resources are used to reach the 

expected result.   
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Nowadays, one of the biggest industries that has developed rapidly 

in the world is the tourism and hospitality industry. It can be said that 

tourism and hospitality industry in Indonesia has a significant 

enhancement. It can be seen from the increasing number of tourists in 

Indonesia. Tourism and hospitality industry is engaging more in service 

and focusing in serving the guests through service quality. The service 

given to the customers will determine the customers’ satisfaction which 

will also help in increasing the companies’ income. That is why service 

quality has a connection with the labour productivity, because the one who 

gives the service are the labour.  

According to Nuralam (2017), service involves two parties which 

are the consumer and the service provider, although the parties involved 

are not always aware of this. According to Budhiarta (2019), Quality 

includes meeting or exceeding the customer’s expectation. According to 

Samosir (2005) in Hermanto’s journal  (2019), service quality is the 

comparison between the customer’s assumption and the truth of the 

service given.    

The Thirty-Six as the object of this research is a company which 

engages in Food and Beverage industry. The Thirty-Six is popular for its 

Western food and its coffee. It has a homey-concept cafe with a simple 

interior design of white wall and earty tone on the furniture. It also 

provides outdoor and indoor table for the customers to choose. The 

outdoor of The Thirty-six is also wide enough to hold any events. Not only 
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focusing on the tangible factors, but because The Thirty-Six is engaging in 

the Food and Beverage industry, the main factor of this industry is the 

service. The service quality of this company is the main measurement of 

its success.  

To know how its service quality, here are some results from the 

interview with some customers who experienced at The Thirty-Six:  

There are around three people who complained on the employee’s 

responsiveness. When they asked for the employees, it took some time for 

them to come to the customers, especially if it was too crowded, 

sometimes the employees did not even come to the customers. Not only 

that, it also took quite a long time for the customers to wait for the food to 

be processed.  

There is also complaint about the employee’s attitude. The 

employees wrote the wrong order of food, it made the customer felt 

unhappy and complained about it. The employee then showed an unhappy 

and annoyed face. About the wrong order of food, this had also happened  

several times, either the employees forgot to write down the customer’s 

special request for the food or when there was a group of people came, the 

employees missed some of the food order.   

There are also cases that show the employee’s lack of empathy in 

their service i.e. when the customers had already had their seat in the table 

but there was no employee approaching them to offer the menu. The 

customers would have to ask for the menu themselves. Not only that, 
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sometime the employees seemed to be not focusing on their work too, i.e. 

when the employees served the food to the customers and did not provide 

any cutleries. The customers will have to ask for the cutlaries themselves. 

The writer has also been a customer of The Thirty-Six. From all of 

the writer’s experience, it really took quite a long time for the food to be 

processed. But for the services itself, there was no negative services 

experienced yet. The writer even thought that they gave a good service, i.e. 

when the employees offered the writer whether to sit indoor or outdoor, 

they also offered the menu and asked whether the writer would like to 

order the food straightway or later. 

From the statements above, it can be seen that there were more 

negative comments than the positives. It seemed like The Thirty-Six 

employees were not working optimally. The writer believes that in doing 

this business, The Thirty-Six labour productivity is important because it 

will give impact to the service quality that is given to the customers. 

Therefore, the writer decides to do a research with the title “The Effect of 

Labour Productivity towards Service Quality at The Thirty-Six 

Medan”.  

 

1.2. Problem Limitation 

To simplify the study, the writer limits the study about “The Effect 

of Labour Productivity towads Service Quality at The Thirty-Six Medan”. 
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The writer focuses to study about the effect of the labour productivity on 

the service quality that can help in enhancing the company’s development. 

The indicators to measure the labour productivity is limited to 

competency, work motivation, self development and efficiency. Moreover, 

indicators to measure service quality is limited to tangibility, 

responsiveness, assurance, empathy and reliability. The employees of The 

Thirty-Six is the population of this research. 

 

1.3. Problem Formulation 

1. How is the labour productivity at The Thirty-Six Medan? 

2. How is the service quality at The Thirty-Six Medan? 

3. Does labour productivity affect the service quality at The Thirty-Six 

Medan? 

 

1.4. Research Objectives 

1. To assess the labour productivity at The Thirty-Six Medan.  

2. To know the service quality at The Thirty-Six Medan.  

3. To know whether labour productivity affects the service quality at The 

Thirty-Six Medan. 
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1.5. Benefit of the Research 

1.5.1. Theoretical Benefit 

By doing this research, the writer is expected to gain more 

knowledge and experience, and it helps in widening the writer’s insight 

especially in the theory of labour productivity and service quality that is 

also being learnt in the Hospitality Management subject.  

1.5.2. Practical Benefit 

By doing this research, it is indirectly expected to give some 

feedbacks to the The Thirty-Six. It may be taken as consideration for them 

to do some correction and helps them to improve and enhance their 

company’s development.  

The expectation of this research’s result is to be used as reference 

for the other researchers for further study on similar areas and to obtain 

more understanding about the effect of labour productivity towards service 

quality.  

 


