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CHAPTER I 

INTRODUCTION 

 

1.1  Background of the Study 

 The development of economic activities always gives influence to 

marketing aspect. Every corporate management is required to have a perfect 

marketing concept keeps growing so they will be able to compete in the business 

world. In general, every company concept relies on to a consumer – oriented 

marketing system which this system strives to meet the need and desires of the 

customers. However, in this economic development era, the tourism sector plays 

an important role in supporting the growth of the national economy because its 

existence can contribute to give income for the country’s foreign exchange, 

expand employment, and introduce the national culture so it should be developed. 

If looking at the shape and the process or the resulting product, the tourism 

industry belongs to the service industry. Camilleri, M. A. (2018) explained the 

main function of the tourism industry is to serve travellers. Its success depends on 

all sectors having positive inter-relationships. This synergy between tourism 

service providers is hoped to translate the individual tourist experience into a 

positive one.  

 In the tourism industry, travel bureaus play an important part in this. 

Travel bureau is an essential element in customer service process. Most customers 

use the services of travel bureau. In this case, the travel bureau can provide a 
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complete service to a person or group of people who want to travel both 

domestically and abroad. A quality of tourism service has an important influence 

to measure the level of customer satisfaction proven through previous research. 

As explained  by Rai (2013) , the customer satisfaction is a customer’s belief 

about what he or she receives, whereas the perceived performance or result is 

equal or equivalent to consumer’s perception of what he or she deserved to 

receive. Therefore, in this study will focus on travel and tourism industry, travel 

agency provides tourism services for their customers. The Author choosed 

Fourseas Tour & Travel as the subject to conduct the research. Located in 

jl.Thamrin no. 75ii, Fourseas Tour & Travel established since 1984 until now. The 

services focus on selling flight tickets, tours, attractions, transportation, visas, 

accommodations/hotels,  cruises, and insurance. Over time, increasingly 

sophisticated technology allows consumers to switch from one travel service to 

another travel service , especially if the travel service offers superior 

characteristics, such as the use of technological developments through various 

promotional mixes, such as online marketing. Consumers are faced with a variety 

of travel services options with almost the same concept, relatively the same price 

and different travel offers through various promotional mixes, such as online 

marketing.  

 Assumptions, that are considered as a problem in this company regarding 

customer satisfaction that increases customer loyalty after conducting transactions 

back, are that the sales and customer levels tends to grow steadily and there is lack 

of increased sales through promotion and marketing. It is supported by an 
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evidence after conducting an observation. Due to the privacy of company, the data 

are not allowed to show up in public. Another factor is also addressed that this 

company seems to have lack of quality services. Customer satisfaction will appear 

when the services meet the consumer wish and expectation. The perceived quality 

of service tourism affects consumer satisfaction and always provides the best for 

the consumer satisfaction that concerns on expected component and expected 

performance.  

 According to the author's observation, the Fourseas Tour & Travel Medan 

marketing strategy applies online marketing techniques to boost customer buying 

decisions electronically through related social media such as Instagram, Facebook 

and the website. The lack of an online marketing strategy and ingenuity of 

Fourseas Tour & Travel Medan influences the sales generated. As the author 

Customer satisfaction is very important in the competition between service 

companies. Fourseas Tour & Travel Medan, as a service company, competes in a 

competition to keep its customers from switching to other travels. Then Fourseas 

Tour & Travel Medan needs to improve the quality of the services provided so 

that customers feel satisfied and can re-entrust Fourseas Tour & Travel Medan 

services.  

 The quality of services assessed by the author at Fourseas Tour &Travel 

Medan is currently in the form of: ease of purchase / order, professionalism of 

staff as in providing services, employee manners and product knowledge. 

Dissatisfaction can be seen from customer complaints, such as: slow service, 
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inaccurate prices, the length of the purchase process and lack of product 

knowledge by employee.  

1.2 Problem Limitation 

Because of the limitation of time and capability of the writer, this study 

limits at service quality called SERVQUAL which consists of reliability, 

responsiveness, assurance, empathy and tangible as the indicator to measure 

customer satisfaction, the independent variable. Satisfaction, recommendation and 

loyalty as indicator to measure customer loyalty, the dependent variable.   

 

1.2 Problem Formulation  

In this section, the writer will consider the customer satisfaction  and the 

customer loyalty as the focus of this research. According to the background of the 

study, the problem formulation of this skripsi will be :  

1. How is the customer satisfaction at Fourseas Tour & Travel Medan ? 

2. How is the customer loyalty at Fourseas Tour & Travel Medan ? 

3. Does customer satisfaction have an influence to the customer loyalty at 

Fourseas Tour & Travel Medan ? 

 

1.3 Objective of the Research 

 The purpose of this study is: 
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1. To understand the factors that influence customer satisfaction towards 

customer loyalty 

2. To know the relationship between customer satisfaction and customer 

loyalty  

3. To know the correlation link of customer satisfaction towards customer 

loyalty. 

 

1.4 Research Object 

Travel bureau Fourseas Tour & Travel Medan was founded in 1976 in a 

city named Medan, North Sumatera by Mr. Wowo Chiuman& Mrs. Henny located 

in Jalan Thamrin no. 75ii, Medan. Fourseas Tour & Travel Medan engages its 

business in tourism industry that serves airline ticket, domestic inbound package 

tours, overseas package tours, cruise trip package tours and also visa application 

assistance. For domestic inbound package tours, the company also provides land 

transportation rental with the driver for the tourist who wants to go sightseeing, 

shopping or business purpose. Fourseas Tour & Travel Medan has two divisions 

to manage the overall operating operation business which are called Inbound 

Department and Outbound Department. Each division has to manage and is 

responsible to its own job’s description task with the purpose that there will be no 

overlapping task and the error possibility. The inbound department is a division 

which manages to arrange hotel bookings and transportations rentals, and land 

tour packages to visit Medan, Brastagi, Parapat and Bukit Lawang. Tour packages 

include tour guides, hotels, meals, transportations, itineraries, and  other special 
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requests from the guests who come from the other countries or other cities . In 

general, the guest asks for specific accommodations, foods, restaurants or requests 

to switch the itinerary to another location. In this case, inbound department has to 

arrange and provide the request.  

Outbound department is responsible in selling airline ticket, overseas tour 

packages, overseas hotel vouchers, visa application and passport validity 

extension’s application and also cruise ship package tour. With almost 50 years of 

experience, Fourseas Tour & Travel Medan has acquired a well-trained staff that 

will understand and strive to provide its value customers with the ultimate 

services by gaining their trust, satisfaction and loyalty which will give the 

company a very impressive reputation and profit. 

 

1.5 Benefit of the Research  

1.5.1 Theoretical Benefit 

This research can be used by fellow researchers as a reference for the next 

research in the future related to the customers satisfaction towards customers 

loyalty. 

 

1.5.2 Practical Benefit 

The benefits of conducting this research are: 

 

1. For the company  
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a. To help company effectively acknowledges the factors that 

influence towards the customer satisfaction and loyalty  

b. To see the correlation between the customer satisfaction and 

customer loyalty  

c. To see the influence of the correlation to sustain the company 

growth  

d. To maintain and update the service quality in keeping up the 

customer satisfaction and loyalty. 

2. For the university 

 As reference and useful concept for upcoming research related to customer 

satisfaction and customer loyalty. 

3. For the researcher 

It will be a great concept and opportunity to enhance perception and knowledge 

about Marketing Management concept relating to customer satisfaction and 

loyalty and applicable to the service industry.  

 

1.6 Systems of Writing 

The systematic outline of writing in this skripsi will be as follow: 

 Chapter I Introduction  

 In this chapter, the author describes the background of the study by giving 

brief explanation, problem limitation, elaborating what the case and benefit of the 

research that are to figure out the influence of customer satisfaction towards 
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customer loyalty. This result of the study is expected to help the company 

improves for good service quality. 

 Chapter II Literature Review and Hypothesis Development  

 Theoretical background explains the background of the problem and 

previous researches that conduct the similar study. Prior researches mainly explain 

the main problem of service quality that affects customer satisfaction with 

different objectives. It also has hypothesis development that is seen as a logical 

relationship between two or more variables. Moreover, research model is 

explained to prove the truth from the variables that have determined. Last, 

framework of thinking is elaborated as the main focus in this research.  

 Chapter III Research Methodology 

 In this chapter, the author explains more about the research design, 

population and sample, data collection method, operational variable definition, 

variable measurement and data analysis method. The research design in this 

research uses quantitative method and the author uses questionnaire to support the 

study.  

 Chapter IV Data Analysis and Discussion 

 This chapter describes the research object, shows the result of data 

analysis. Moreover, the result also explains the answer of problem formulation 

and research objectives. 

 Chapter V ConclusionandRecommendation 

 This chapter is the last chapter in this research which explains the result 

that collected and the factors that have significant effects towards customer 
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loyalty, followed by the implication of the research paper as well as giving 

recommendation where the study can be apply theoretically and practically in 

other business industry. 

 


