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CHAPTER I 

INTRODUCTION 

 

1.1 Background of the Study 

As a hospitality student, the writer is interested in the food and beverage 

industry. The writer hopes that after graduating from UPH Medan, the writer can 

open her cafe or restaurant, so the writer does a research restaurant Soho Capital 

Medan. After this research, the writer hopes that she can learn or know more 

about running a business in the food and beverage industry. 

Food and Beverage industry are a very good business to run nowadays. 

According to YS Rawal, R Dani (2019) more than 25% of the customer expenses 

are for good food and drinks, one of the main industry that brings a great deal of 

profit and provides customer satisfaction is food and beverage industry. Many 

new business people start their business in this industry. As we can see there are 

many restaurants in every corner of Medan city and always come with new 

concepts or innovations that make everyone interested in the restaurant. 

To run a food and beverage business the important thing that the restaurant 

must pay attention to is employee performance. Employee performance is about 

how they mastered product knowledge, serving the customer, and handling 

complaints. According to Inuwa, M. (2016), the one who controls the daily 

activities and operations of the business is an employee. Therefore employee 

performance performs an important role in business growth and profitability. 
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Based on the opinion, we know that employee performance is one of the success 

key in this industry. 

To have a quality employee, the company must train the employee by 

having training, especially new employees. So, when employees facing the 

customer, they know what they must do from what they have learned in training. 

Employees must master the product well, handle complaints, and must know what 

customer needs because it’s part of gaining customer satisfaction.  

Employee performance affords of customer satisfaction. The customer is 

the one who evaluating employee performance with appropriate by the service. 

So, customer satisfaction can be measured from employee performance. 

According to Simon Erickson (in LG Lim et al., 2019) customer satisfaction is the 

company's excellent investment or can be called as company's financial 

performance measurement. 

In the business world, it’s easier to hold existing customers than acquire 

new customers. When customers satisfied with our restaurant, they will come 

again and become loyal customers and keep spreading a good word for the 

restaurant. Then, other customers will come and it will bring benefits to the 

restaurant. But if the restaurant ‘s employee did not perform well, customers will 

be disappointed with the restaurant and never come again. It can destroy the 

restaurant reputation because the customer will spread the bad thing to other 

customers and they will never come again. It can lose the restaurant revenue. 

That why customer satisfaction is needed in the food and beverage 

industry as well. It’s one of the factors that help the restaurant stand out from the 
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competitors. Because every customer will find the best service quality and what 

can make them feel happy and satisfied. If the customer feels unhappy and not 

satisfied, they will find another restaurant that provides good service quality and it 

brings benefits to the competitors.  

Soho Capital Medan is an elegant casual dining that serving cosmopolitan 

customers on the lifestyle center of Medan and surrounding areas. Soho Capital 

Medan established in June 2012, is the one pioneer establishments in Medan. 

Soho Capital has a good environment, a comfortable atmosphere, and an 

uncommon concept. Friendly ambiance, chic informal fine dining which is a very 

nice place to mingle and relax. Soho Capital provide 2 type of cuisine which is 

Japanese food and Western food. And also offer a wine selections. They also 

come with an outdoor area for the customer to enjoy the night breeze while having 

dinner. 

As the theory above, it can know that employee performance and customer 

satisfaction related to each other. The writer has done some research about Soho 

Capital Medan. Based on the review that got from the internet-site, Soho Capital 

Medan need to maintain the employee performance to gain customer satisfaction 

even loyalty from customer and stand better than competitors in the future. Some 

of the reviews show that some employees didn't give a good performance. The 

review is about "Unfriendly waitress and receptionist", "The place is very 

comfortable, good for hanging out but the waitress is not friendly. Hopefully the 

better future" or “The waitress can't quickly respond to the request”. This can be 

seen for the comments in google review and Soho Capital Medan ‘s facebook. 
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Besides, Soho Capital Medan meets the criteria for this skripsi, one of the criteria 

is the employees more than 30 and no one has ever researched Soho Capital 

Medan. 

 

 

 

 

 

 

 

 

 

Figure 1.1 Soho Capital Medan Review 

Source: Google Review 

Figure 1.2 Soho Capital Medan Review 

Source: Soho Capital Medan’s Facebook 

 

From the explanation and reason above, the writer decides to research with 

the title "The Influence of Employee Performance towards Customer Satisfaction 

at Soho Capital Medan" 
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1.2 Problem Limitation 

Due to the limitation of the time, the writer limits the subject of this final 

paper to make this research easier. In this research, the writer will focus on the 

variable x which is employee performance and variable y is customer satisfaction 

and the relation between employee performance and customer satisfaction. The 

discussion of this paper will also be limited to Soho Capital Medan only due to 

lack of time and resources, its address on Jln. Putri Hijau No. 1a, Medan. 

 

1.3 Problem Formulation 

This research is to analyze the influence of employee performance towards 

customer satisfaction at Soho Capital Medan. This following is a research 

problem that can find in the research : 

1. Does the employee performance influence customer satisfaction?  

 

1.4 Objective of the Research 

From the problem limitation above, this is the following purpose of writing 

this research : 

1. To determine the influence of employee performance towards customer 

satisfaction. 
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1.5 Benefit of the Research 

There are some benefit from writing this research and the writer hope that 

it can bring some knowledge for the other readers. Here are the benefit come in 

two forms, which are Theoretical Benefit and Practical Benefit. 

1.5.1 Theoretical Benefit 

The theoretical benefit of this research is to give more information on who 

attracted to this topic. This paper will provide information with a topic about the 

influence of employee performance towards customer satisfaction. 

1.5.2 Practical Benefit 

Here are some practical benefit of this research : 

1. Writer 

With this research, the writer can get more knowledge about employee 

performance and customer satisfaction. 

2. Soho Capital Medan  

This research will provide some recommendations for the Soho Capital 

Medan to improve employee performance and customer satisfaction. The writer 

hopes that after this research Soho Capital Medan can go further in the future. 

3. Researchers in the future 

Through this research, the writer hopes that future researchers can get 

more information about this topic.  

 

 

  


