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CHAPTER I 

INTRODUCTION 

 

1.1 Background of the Study 

In this modern era, many people has lived a very unhealthy lifestyle like 

eating junk food, fast food, not exercise and lack of rest as from the data collected 

by World Health Organization (WHO), shows that millions of people worldwide 

has been living an unhealthy lifestyle where the accumulation of this unhealthy 

lifestyle has leads to people to got a pretty serious disease such as heart disease, 

metabolic disease, skeletal problem and obesity (Your Wasabi, 2018). In order to 

have a balance of that circumstances, people will need to relax and have time for 

their own. One of the things to do to have that relax time is by going to reflexology 

place to relax, rest and have their inner peace retained. 

Nowadays, many organizations in the hospitality industry has increased 

rapidly. During the last decades, lots of hospitality business has grown so rapidly 

as in year 2018 alone the hospitality industry has grown 3.9% (Bianchi, n.d). 

Reflexology business is one part of hospitality industry and is an excellent business 

opportunity because reflexology has become one of the people’s needs for beauty 

and healthy lifestyle both for men and women that wants to maintain their healthy 

lifestyle (Novak, 2017).  

In Indonesia, there are many people who run this reflexology business. One 

of them is Kakiku Reflexology. Kakiku Reflexology is a franchise company 

engaged in the field of beauty and health services where Kakiku Reflexology 
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provides services for facials, body and foot massage. Until now, Kakiku 

Reflexology already has branches in almost all of Indonesia which are spread from 

the islands of Sumatra to Papua. 

Kakiku Reflexology have system of wages payment for their employees 

which Kakiku use the commission system to pay the employees and Commission 

can be defined as a method of paying salaries to an employee which the amount of 

salary received by the employee is based on the number of products successfully 

sold (Batjo & Shaleh, 2018). 

 According to the data obtained from the owner of Kakiku Reflexology while 

doing a pre survey interview, there is a problem that been identified. The owner 

states that there are ten out of 45 employees at Kakuku Reflexology Medan Cemara 

that make a complaint about the amount of commission received is less than another 

branch of Kakiku Reflexology. According to the data of the owner, the difference 

of commission received by the employee at Kakiku Reflexology Medan Cemara 

has the difference of 30-50% less than previous branches that the employee works 

at. 

Tabel 1.1 Complaint of Employee at Kakiku Reflexology Medan Cemara 2019-2020 

Month Number of Complaints 

December 2019 3 

January 2020 7 

Source: Kakiku Reflexology Medan Cemara (2020) 

At Kakiku Reflexology, the majority of the employee’s salaries are paid 

using the commission-only system and only a few employees are paid with fixed 

salaries. Employees who are paid using fixed salaries are employees who work at 

the cashier, while employees who are paid on a commission-only system are 

employees who are in charge of serving massage services to guests or is called 
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therapist. The income of the employee which uses the commission-only system or 

the therapist are based on the number of guests the employee serves in a day added 

with the number of products sold. During the massage, the therapist employee that 

are doing massage to the guests will offer additional beauty and health products to 

the guest to be used during the massage and if the employee succeeds in selling the 

products offered, the employee will get an additional commission from the sale of 

the product. The cashier employee can also help to sell the beauty and health 

products that are available and the successful sales from the cashier will be added 

as a bonus into their salary. Employees who are paid using this commission-only 

system without fixed salary are the writer's interest to make this research. 

In detail, the salaries of Kakiku Reflexology’s employees that are paid with 

commissions-only are calculated based on how many years the employees have 

worked, the number of served massage to the guest, and the number of products 

sold each day. At Kakiku Reflexology, the higher or longer the work year of an 

employee at Kakiku, the higher the commission earned. The commission’s data are 

recorded every day in the daily report and the disbursement commissions would be 

given to employees at the end of the month.  

In a business of reflexology industry, it’s not only the comfort of the 

massage place, the quality of the massage and the affordable price that is important 

in the survival of the business, but customer satisfaction is also very important 

because providing the best quality of service is the same as retaining consumers. 

Reflexology is a company that fully provide services to its customers and every 

guest who comes would want to get satisfying service. This guest satisfaction is 
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closely related to the quality of services that is provided by the service providers. 

Therefore, employee performance is one of the most important factors in getting 

customer satisfaction. 

Employee performance here can be said as a set of outcomes and goals that 

has been determined in a company in expectation for employee to achieve. The 

employee has to perform so that the goals can be achieved accordingly with the 

standard of the company (Nzyoka & Orwa, 2016). 

In this research, Kakiku Reflexology is chosen as the object of this research 

because of the commission system and the writer wants to find out the effect that 

might happen due to this commission system towards the employee performance at 

Kakiku Reflexology in Medan. So, in order to explain more about the effect that 

can be caused by the commission system towards the employee performance, the 

writer decided to do this research with the title of “The Effect of the Commission 

System towards Employee Performance at Kakiku Reflexology Medan 

Cemara”. 

 

1.2 Problem Limitation 

In this research, in order to make the research more focused and detailed, 

the writer has decided to provide a clear problem limitation. The writer has decided 

to limit the research where the research is conducted only at one of the Kakiku 

Reflexology’s branches in Medan which is Kakiku Reflexology Medan Cemara 

located at Jalan Cemara Boulevard No. 147, Cemara Asri, Medan. 
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The writer does also limit the problem where this research is only focused 

on the employee performance that receives the salaries that is based on the 

commission-only system without fixed salaries at Kakiku Reflexology Medan 

Cemara. 

 

1.3 Problem Formulation 

According to the problem limitation that has been decided above, so as that 

the problem formulation of this research that are going to be researched are: 

1. Does Kakiku Reflexology Medan Cemara has good commission system? 

2. Does Kakiku Reflexology Medan Cemara has good employee performance? 

3. Does the commission system affect the employee performance at Kakiku 

Reflexology Medan Cemara? 

 

1.4 Objective of the Research  

The objective of this research can be described as: 

1. To find out does Kakiku Reflexology Medan Cemara has a good 

commission system. 

2. To find out does Kakiku Reflexology Medan Cemara has a good employee 

performance. 

3. To know the effect of the commission system towards the employee 

performance at Kakiku Reflexology Medan Cemara. 
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1.5 Benefit of the Research 

The Benefits of Research are the benefits that can be obtained after 

completing a research and can be used by certain parties. Generally, the benefit of 

research consists of two types of benefit which is Theoretical Benefit and Practical 

Benefit.   

1.5.1 Theoretical Benefit 

Theoretical benefit is a research benefit that is seen from a theoretical point 

of view, where the benefits that is obtained will be used for the growth of the 

academic world (Kresna, 2017). The theoretical benefit that can be found in this 

research is that the findings of this research are expected to be useful academically 

and can be used by other researchers in the future especially in hospitality industry. 

1.5.2 Practical Benefit 

Practical benefit is a benefit that is seen from a practical point of view, 

where the implementation of the benefit can bring a positive impact and useful in 

everyday life (Kresna, 2017). 

In practical benefits, the writer of this research hopes to get a clearer and 

more detailed description of the effect of using the commission-only payment 

system towards employee performance, so that the result that is obtained can be 

used as recommendation to help certain parties such as the business owner and the 

employees at Kakiku Reflexology. 


