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CHAPTER I 

INTRODUCTION 

 

1.1 Background of the Study 

Food and Beverage is a business that can’t sink through the era, it’s even 

getting more and more attention as a business idea such as opening new 

restaurants, cafes, and coffee shops. Business becomes more challenging these 

days, a lot of competitors with the same business concept came up offering better 

quality and service to stand up more among customer. As the additions, these 

shops provide different ambiences, food tastes, and even unique concepts to 

attract people to come in. Food and beverage outlets do not only become places to 

fulfill our stomach but also act as places for varieties of events and places to hang 

out.   

In recent years, several coffee shops have been shown up. Since some of 

the popular franchises coffee shop arrived in Indonesia, especially in Medan; the 

ideas of building own brand coffee shop boosts the percentage of the domestic 

coffee shop. These coffee shops provide varieties of coffee brewing methods and 

tastes which let people enjoy their preferred coffee. As for coffee drinkers, they 

are likely to enjoy the coffee from the coffee shop since they have quality coffee 

beans rather than drink coffee from sachet at home. People tend to believe that  

coffee they get from the coffee shops is from nice quality coffee beans which 

mostly is true. 
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According to data compiled by research group Euromonitor, the number of 

specialty coffee outlets and chain-store coffee shops in Indonesia has doubled to 

1.025 and 1.083 respectively, between 2012 and 2016, with most of the new 

outlets in Jakarta (Normala, 2018). Another research was released by a leading 

business solution provider company in the form of goods and services in the 

HOREKA (hotels, restaurants, and cafes) industry, Toffin collaborated with MIX 

MarComm SWA Media Group magazine shows that Indonesia has 2.950 coffee 

shops on August 2019, nearly tripled compared in 2016 which was only 1.000 

outlets. This research only focused to franchised outlets in big cities, without 

including modern and traditional independent coffee shops in other regions 

(Widiati, 2020). 

As we know that business in food and beverage keep emerging including 

coffee shops business, from all strategies that were stated above, business in food 

and beverage is not all about concerning to the food but also how the way it serves 

to the customer. If the food and beverage provider could make this into one nice 

package, the customer will be satisfied and this could give benefit to the provider. 

This benefit in hope can increase the profits of the business in which one of the 

sources is from customer loyalty. 

Meanwhile, customer loyalty acts as an important part of the success story 

of a business which influences the sales and impact on the revenue. Many 

companies tend to like loyal customers who are always looking for their products 

and having one is not an easy job. It may have different factors why customers are 

willing to go to one place while they have other options. When you have one loyal 
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customer, you will also have the possibility the customer spread word-of-mouth 

marketing to others. Customer loyalty could have an impact on our business in a 

long-run period, this kind of customer will stay and your business will survive 

from becoming a seasonal type of business. 

Additionally, service quality also becomes one of the crucial factors for 

customers. People can just remember the service experience they got and want to 

come back. In some other places, they also apply service tax which will make 

customers expect more service than just buying products. Satisfied customers will 

not only lead to sustainable growth but will also enhance profitability and market 

share (Al-Azzam, 2015). People are paying services for the value and experiences 

which will make them feel worth to spend. 

The trends make this business enter a competitive stage. A business owner 

will try their best to keep and upgrade how their businesses are going to stand out 

more. Some shops are competitive in the price when they share a similar product 

but some are putting more attention to their product quality. Through different 

kinds of challenges, Opal Coffee T. Amir Hamzah Medan faces the same issues as 

other coffee shops encountered. 

Opal Coffee T. Amir Hamzah Medan is a one-stop place for enjoying 

some of the best Indonesia’s Coffee, Food, and Snacks. First appear and popular 

in Medan but now are available in another city in Indonesia. While a lot of coffee 

shops keep appearing offer different good service quality which is quite 

challenging for Opal Coffee T. Amir Hamzah Medan to keep sustaining in this era.  



4 
 

 
 

Based on the google review, there are some unsatisfied customer who 

wrote negative comments about the service. Several comments like unsatisfied 

with the food serving time, the services are still can be found. Some of the writer 

acquaintance who have visited Opal Coffee T. Amir Hamzah Medan before, give 

satisfied and unsatisfied reviews about the service, the negative reviews mostly 

about the staff is less attentive. Besides that, from the result of the writer’s 

observation in Opal Coffee T. Amir Hamzah Medan, the problem in this company 

is the customers that have visited Opal Coffee T. Amir Hamzah Medan are rarely 

comeback to Opal Coffee T. Amir Hamzah Medan. This is based on some of the 

writer’s friends who have visited Opal Coffee T. Amir Hamzah Medan but rarely 

to comeback. The writer conclude that Opal Coffee T. Amir Hamzah need to 

enhance more in their service quality since there’s a lot of café and coffee shops 

opening in Medan offering different excellence service quality. According to that, 

the writer is encouraged to do a research with the title “The Influence of Service 

Quality towards Customer Loyalty at Opal Coffee T. Amir Hamzah Medan”.  

 

1.2 Problem Limitation 

This research is subject to several limitations which are limited only to the 

customers of Opal Coffee T. Amir Hamzah Medan who visited the cafe from 

December 2019 until March 2020.  
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1.3 Problem Formulation 

Observing on the service quality towards customer loyalty at Opal Coffee 

T. Amir Hamzah Medan is the intention of the research. Therefore, this research 

attempts to answer the following questions: 

1.  Does service quality have an influence towards customer loyalty at 

Opal Coffee T. Amir Hamzah Medan? 

2.  How big is the influence of service quality towards customer loyalty 

at Opal Coffee T. Amir Hamzah Medan?  

 

1.4 Objective of the Research 

The writer’s purposes of writing this research are: 

1.  To find out if there is any influence of service quality towards 

customer loyalty at Opal Coffee T. Amir Hamzah Medan. 

2.  To find out how big is the influence of service quality towards 

customer loyalty at Opal Coffee T. Amir Hamzah Medan.  

 

1.5 Benefit of the Research 

This research is chosen in the hope to give benefits to several areas include 

the company, for improving their service excellence; new theories as references to 

support the next research project; and also the writer for completing the degree. 

Therefore, the writer concludes the benefits into the section in the next page:   
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1.5.1 Theoretical Benefit 

1.  To give the writer a better understanding on how service quality could 

affect customer loyalty. 

2.  This research could be used as a reference for future research which 

covers the same topic issues. 

1.5.2 Practical Benefit 

1. To find out which part of service that needs to be improved from the 

customers’ perspective to enhance customer loyalty.  

2. To give some recommendations to Opal Coffee T. Amir Hamzah 

Medan on how service quality can improve customer loyalty.  

 

 

 

 

 

 

 

 

 


