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CHAPTER I 

 INTRODUCTION 

 

1.1   BACKGROUND OF STUDY 

The progress of the business industry is currently experiencing 

very rapid growth, both businesses engage in services or non-service 

fields. The overall economic growth is accompanied by the 

development of technology and science creates an increasingly fierce 

competition, both in domestic and international markets. Therefore, in 

such competition, companies are required to be able to satisfy their 

customers by creating quality products or services in accordance with 

consumer desires.  

Quality is related to customer satisfaction; Quality gives 

encouragement to customers to establish good relations with the 

company. In the long term, this kind of bond allows companies to 

understand their customers' expectations and needs carefully. 

Nowadays, there are many kinds of business on food sector, 

one of those are restaurant. Big cities become the target of business 

practitioners to open restaurant, because the lifestyle of people who 

lives in big cities is much more consumptive. Restaurant can last very 

long if it is well-managed, in line with the growth of restaurant 
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number, the concept of the restaurant also become more varieties. One 

of the concepts that are offered is ethnic restaurant that serves 

authentic ethnic food. Ethnic food is unique and it got its own charm, 

it creates curiosity for the consumers to try it. 

It is very important that the business continues to survive and 

advance, by providing the best service so that customer satisfaction is 

met. The current tight competition makes the company must be able to 

survive and always try to provide satisfying services in order to attract 

attention and retain customers. 

Pilastro Cafe Medan is a café and restaurant in Medan that 

prioritizes gelato, coffee and any kind of western food as the main 

menu for sale. Pilatro Cafe Medan is a cafe with modern interior 

design and is often as a place to chilling with friends or relaxing mind 

by people in Medan. The design of a comfortable and quiet place will 

definitely make Pilastro Cafe Medan a comfortable place to work or 

just chat, relax and spend time.  

A restaurant or cafe is an organization engaged in the service 

industry, which means that it involves many competent professional 

workforces and is a major asset for the culinary tourism industry. The 

key to the success of the culinary tourism industry is determined by 

the services, products and hospitality attitude provided by all cafe 

employees without exception. Various kinds of obstacles will surely 
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be encountered by individuals in a company in order to become 

learning and working well so that they have the right service 

performance for the company and for the customers. The importance 

of service performance is to get the best results in quality and quantity 

achieved by an employee in carrying out their works in accordance 

with the responsibilities given to him by company. Despite all of the 

best effort by the café or restaurant, some people will have different 

opinions about the service and the level of satisfaction that they get. 

There are number of complaints and number of transaction at Pilastro 

Café Medan in 3 month start from 1 December 2019 – 29 February 

2020, after 29 February 2020 they don’t accept dine in customers 

anymore due to the pandemic of Covid 19. 

Table 1.1 

Number of Complaints from December 2019 – February 2020 

 

 

 

 

 
Source: Pilastro Café Medan (2020) 

 

 

 

 

Complaints / Months December January February 

Employee didn’t give a full attention 

to customers 
2 6 9 

Parking slots 1 1 3 

Delivery food is to slow 3 3 10 

The product is over price 1 2 4 

Employee product knowledge 1 2 2 

Total of Complaints in 3 months 50 
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Table 1.2 

Number of Transactions 

No Month Number of Transactions 

1 December 2019 1896 

2 January 2020 1769 

3 February 2020 1596 

Source: Pilastro Café Medan (2020) 

 

Pilastro Café Medan has decreased customer satisfaction due to 

the many complaints from consumers. Based on data from table above, 

their service quality has decreased and resulting to an increased 

number of complaints, ultimately with the increased number of 

complaints that means decreased customer satisfaction turns to lower 

number of transaction. The writer concludes with decreased number of 

transaction the number of customer also decreased. 

 The biggest number of customers complaints per month and 

the often problems occurs that there was the service quality at Pilastro 

Café Medan has not run optimally and maximally to customers which 

is the employee didn’t give a full attention to the customers, and the 

food that came quite long. So the writer decides to do this research 

based on the writer experience and discussing the data above with the 

owner of Pilastro Café Medan. 
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According to Tjiptono (2004) in Krisdianti and Sunarti study 

(2019) concludes that there is no doubt that service quality and 

consistent service is significantly related to customer satisfaction.  

Therefore, the writer found out the main problem that causes a 

decrease in customer satisfaction that faced by the company was that 

employee didn’t give full attention to the customer and the delivery 

food is too slow. 

Based on the described, the researcher decided to conduct this 

study with the title "The Influence of Service Quality towards 

Customer Satisfaction at Pilastro Cafe Sudirman Medan" 

1.2   PROBLEM LIMITATION 

 Based on limitation of knowledge and ability possessed by 

writer, this research will only discuss about service quality as 

independent variables with indicators: Tangible, Reliability, 

Responsiveness, Assurance and Empathy, and customer satisfaction as 

dependent variable with indicators: Loyalty, Complaints, Result, 

Participation. The writer decides to limit the problem to Pilastro Café 

Medan. The time of this research starts from December 2019 until 

June 2020. 
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1.3  PROBLEM FORMULATION 

Based on the problems identification, the author formulates 

problems in this study as follow: 

1. Does service quality have influence towards Pilastro Café Medan? 

2. Does customer satisfaction have influence towards Pilastro Café 

Medan? 

3. Does service quality have influence towards customer satisfaction 

at Pilastro Café Medan? 

1.4   OBJECTIVE OF RESEARCH 

The objectives in doing this study are: 

1. To describe the quality of service at Pilastro Café Medan 

2. To describe customer satisfaction at Pilastro Café Medan 

3. To find out whether service quality has influence towards 

customer satisfaction 

1.5 BENEFIT OF RESEARCH 

The benefits from conducting this research are as follow: 

1.5.1 Theoretical Benefit 

1. For Readers 

The results of this study can be used as material to prove that there 

are influences between service quality and customer satisfaction 

examined by the author. 
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2. For Writer 

The results of this study can be used as comparisons between the 

theories and the reality that occur in the company, so as to increase 

the knowledge of the author. 

3. For Other researchers 

 The results of this research can be used as additional references, 

reference material for researchers, interested parties to study the 

same problem in the future. 

1.5.2 Practical Benefit 

1.  For Company 

 Researcher hopes that the results of this study can provide benefits 

to company as input or suggestions in an effort to increase product 

quality considerations to improve customer satisfaction. 

2. For Future Researchers 

  The results of this study can be used as considerations and 

comparison material for future researchers in choosing the 

appropriate research title in product quality influence to improve 

customer satisfaction. 


