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CHAPTER I 

INTRODUCTION 

 

1.1. Background of the Study 

 Many places are good for gathering interest’s family, business, and 

friendship or just to meet. Some on among them are restaurants, shopping centers, 

parks, including places coffee or more commonly called with café. So, it is very 

good opportunity for food”. Cafe business started a lot desirable because besides 

producing high profits and also changing times that have changed. Young people 

are starting to like hanging out as social media and as means of socialization.  

  Customer satisfaction is important for every service/goods company in the 

company. Satisfaction can be interpreted as a feeling of satisfaction, pleasure and 

relief someone due to consuming a product or service to get service of a service. 

High satisfaction is part of the performance felt by consumers in accordance with 

expectations. If what is felt is not in line with expectations, otherwise the 

customers will be disappointed. If what is felt by consumers is in line with 

expectations, consumers experience satisfaction. Surjaweni (2015, p.150), 

“consumer satisfaction is an effort to fulfill something or make something 

adequate. Basically, consumer satisfaction is a condition where the needs, desires, 

and expectations of consumers, can be fulfilled through the products consumed. 

Meanwhile, if the performance exceeds customer expectations will be very 

satisfied of customer expectations can be shaped by past experience, comments 

from relatives and promises and information from various media. Satisfied 
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customers will be loyal longer, are less prices sensitive and make good comments 

about the company.” 

 Sunyoto (2015, p.232), “Every company has a goal to be able to provide 

satisfaction to consumers, among others by knowing the needs and desires of 

consumers. This concept is often called the marketing concept that focuses on the 

needs of consumers as well as possible so that the goods or services produced in 

accordance with what is desired by consumers. The requirements that must be met 

by a company in order to be successful in competition are trying to create and 

retain consumers. The quality of service is centered on efforts to the needs and 

desires of consumers and the accuracy of their delivery to balance consumer 

expectations. The creation of customer satisfaction can provide several benefits 

including the relationship between the company and its customers being 

harmonious, providing a good basis for repurchase, creating customer loyalty and 

forming a word of mouth recommendation that benefits the company.” So that 

these goals can be achieved, then each company must strive to produce goods or 

services in accordance with the needs and desires of consumers. Thus, every 

company must be able to understand consumer behavior in its target market. 

Through understanding consumer behavior, companies can develop appropriate 

strategies in order to take advantage of existing opportunities and outperform their 

competitors. 

 Efforts to retain consumers are not easy, because it is estimated that to 

retain one consumer alone costs more expensive than getting one consumer. The 

company in retaining consumers is a separate achievement that reflects the 
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reliability of the company in maintaining the quality of products produced by the 

company both goods and services; one business, which is currently in great 

demand by the public. Improving the quality of services is not as easy as turning 

the palm of the hand or emphasizing the light switch. Many factors need to be 

considered. Among the factors that need attention is identifying the main 

determinants of service quality, each service company needs to strive to provide 

the best quality to its customers. Therefore, the first step taken is to conduct 

research to identify the determination of services that are most important for the 

target market, manage customer expectations, not infrequently the company tries 

to overestimate its communication messages to customers with the intention of 

becoming captivated.  

 The expectations of customers will increase their opportunity for meeting 

customer expectations by the company, managing evidence of service quality 

proof of service quality aims to strengthen customer perceptions during and after 

services are provided and customer expectations, often customer expectation 

factors in the form of needs, experience and recommendations as well as product 

advertising. 

 Hasan (2016: 59), “Efforts to maintain customer satisfaction can be done 

in various ways, one of which is to improve the quality of service. Quality of 

service is the expected level of desire and control over the level of excellence to 

meet customer desires. If the customer perceives that the performance of the 

product, he is enjoying is greater or higher than expected by the customer, then 

the customer will state that they are very satisfied. Service quality is the 
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performance standard for the company and is the most important factor increasing 

customer loyalty. Customers who feel they are getting good service will feel 

satisfied, feel valued, and will always be loyal to the company.” 

 Service quality plays an important role in various business entities in the 

world. Good service quality is an effort that can be used by companies in facing 

competition in the service sector which is closely related to customer satisfaction. 

The quality of service expected by consumers is adequate facilities, good service, 

comfort, security, tranquility and satisfying results, so the management must think 

about how good service quality can continue to develop now for the smooth 

future. Efforts to improve the quality service will be very effective if improving 

the quality of service is a daily goal, starting from the top leadership or director to 

the service implementers or employees. Many companies in the field of public 

service place quality of service in their vision and give high weight to 

performance indicators (Kotler and Keller, 2015). 

 Service quality can refer to the quality expected in a service offering. 

Quality is determined by customer satisfaction or dissatisfaction. Companies that 

have come forward, pay attention to the importance of service quality, not only 

for external customers but also for internal customers. These internal customers 

are individuals as part of a whole company organization. These individuals 

become a group of resources in a company that is very important for the life of the 

company. Business conditions bring companies, especially the service sector, to 

the fact that service quality is a necessity for the company to remain successful, 

both operational and strategic at this time many companies (including service 
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companies) which state that the company's goal is to satisfy customers. The 

method of expression may vary. Someone formulated it “Giving everything that 

every customer expects”, “customer is king”, “customer satisfaction is our goal”, 

and so on. 

 Kotler and Keller (2015) stated, “Customer satisfaction is the level of 

feeling someone after comparing performance or perceived results compared to 

expectations. From the above definition can be concluded that customer 

satisfaction in terms of the customers are about what has been customers feel for 

the service that has been given compared to what they want. In other words, 

dissatisfaction arises if the desired results are not live up to expectations. 

Customer satisfaction towards a product or service, actually something that is hard 

to get if it's a company such services or industries are not really understand what 

is expected by its consumers.”  

 Sudaryono (2016, p.93) the way to create service quality and customer 

satisfaction is as follows: listen and pay attention to customers, determine the best 

service, set standards and performance standards, provide protection for 

employee’s rights, train employees to provide special services. Use technology 

that provides the best service and give prizes for the best service. High customer 

satisfaction is caused by the quality of service maximum and if the quality of 

service provided is poor then consumer expectations will never be achieved so 

that customers will disappear one by one, this means the company will go 

bankrupt. Therefore, only companies are able to provide customer satisfaction 

only those who will be able to compete and survive for life and further develop 
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for the survival of the company. Based on research conducted by Diza (2016) with 

the title “Effect of Service Quality, Product Quality and Trust on Consumer 

Satisfaction (Study at PT Fir group Manado Branch)” that the results of research 

show service quality, product quality and trust have positive and significant 

impact on consumer satisfaction. 

 Hasan (2016, p.98), “A company that is able to provide good service to 

customers will create a positive image for the company. Good service encourages 

customer interest to reuse the service so as to create satisfaction. Companies that 

sell services mean promoting their merchandises in the form of trust. Providing 

the best service for consumers is a measure of the achievement of a company. 

Factors that influence customer satisfaction include friendly employees, 

knowledgeable employees, courteous employees, helpful employees, accuracy of 

billing, timeliness billing, competitive principals, service quality, product value, 

clarity and quick service.” Companies that successfully in their market of 

products/services to consumers with satisfying service and get a good line in the 

eyes of consumers. The services referred to include services when offering 

products/services, when providing services, services for risks that occur when 

providing services and other services.”  

 Warung Wakaka Medan is a business that was established since 2018 

whose family members are involved and the majority of ownership or control of 

the business belongs to them. Warung Wakaka Medan offer facility that suitable 

for dining, birthday party, reunions or farewell parties, and other events. It offers 

western food and beverages with some Indonesian food and beverages. At 
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Warung Wakaka Medan has decreased consumer satisfaction as seen from the 

decreasing number of consumers. Due to the very busy Warung Wakaka Medan 

that have not maximized the services provided so that the impact on consumer 

dissatisfaction. In addition, consumer dissatisfaction also causes many consumer 

complaints to Warung Wakaka Medan. Some complaints of Warung Wakaka 

Medan include inconsistent food taste and slow service. 

Table 1.1 

Customers Complaints 

2017-2019 

 

Year Complaints Total 

2017 25 

2018 31 

2019 39 

      Sources: Warung Wakaka Medan, 2020 

 The service quality of Warung Wakaka Medan is still not optimal and 

satisfying consumers due to lack of employees so that food waiting times are quite 

long, parking spaces are narrow so that many consumers complain of parking 

difficulties, the employee’s unresponsiveness in serving and sometimes 

employees are not polite in serving complaints or orders from consumer. This 

reflects the low quality of service resulting in decreased customer satisfaction. 

 Base on description above writer feel interested to choose and study 

problem of food quality in this study entitled: “The Influence of Service Quality 

towards Customer Satisfaction at Warung Wakaka Medan” 

 

1.2.     Problem Limitation 
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 To avoid the happening of over discussion and due to limited time and 

resources, then the research will only covering the problem of service quality 

influence customer satisfaction at Warung Wakaka Medan. 

 The service quality measurements used in this study is Tjiptono (2015, p. 

75) in the case of marketing services the most frequent quality dimensions are 

referred to as follows: 

1. Reliability 

2. Responsiveness  

3. Assurance 

4. Empathy  

5. Tangibles  

   Hasan (2016, p.105-106), the variables measured in customer satisfaction 

are: 

1. Overall customer satisfaction 

2. Confirmation of expectations 

3. Interest in repurchase 

4. Willingness to recommend 

5. Customer dissatisfaction 

 

1.3.      Problem Formulation 

 Based on the background of study at Warung Wakaka Medan, some 

questions obtained concerning problems that occurred, which are: 

1. How is the service quality at Warung Wakaka Medan? 



9 

 
 

2. How is the customer satisfaction at Warung Wakaka Medan? 

3. Does the service quality influence the customer satisfaction at Warung 

Wakaka Medan? 

1.4.     Objective of the Research 

 The object of research in this study is: 

1. To analyze the service quality at Warung Wakaka Medan. 

2. To analyze the customer satisfaction at Warung Wakaka Medan. 

3. Measure the influence of service quality towards customer satisfaction at 

Warung Wakaka Medan. 

 

1.5.     Benefit of the Research 

From doing this research, the company will know how the worker give the 

best performance to the Warung Wakaka Medan. If the workers can give 

the best performance, so customers at Warung Wakaka Medan will get the 

better service.  

1.5.1 Theoretical Benefit 

 The Practical aspect and uses of theoretical study. The research at Warung 

Wakaka Medan can help the student to get the better understand about 

problem that the company is facing and this information might solve the 

company’s problem and allow researchers to achieve their academic 

mission. 
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1.5.2 Practical Benefit 

a. Writer 

The research can help the writer understand the further theories that are 

taught in university and the reality in the service quality. 

b. Company 

This research can be a successful aid for to the company to motivate 

customer satisfaction and reach their potential growth. 

c. Future Researchers 

This information can as knowledge for future researchers to inspire 

them and help in difficulties of their studies. 

 

 


