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CHAPTER I 

INTRODUCTION 

 

1.1 Background of the Study  

People in Indonesia are very competitive towards one another when it 

comes to business in this era. Entrepreneurs have to give their business their all 

and have the entrepreneurial ability in order to succeed and not fail to manage the 

business or go bankrupt. When it comes to business, set aside the “gain a lot of 

money quickly” dreams for entrepreneurs are never easy to anyone. It takes a lot 

of energy and time to form a business from scratch, results can’t be seen instantly. 

Entrepreneurs have to take the risk when it comes to business, whether it’s about 

funds, people whom they want to work with, as well as the business plans. 

Entrepreneurs also need to have a mission behind their business.  

According to Zuhri (2017), good managers should have entrepreneurial 

intelligence as part of self management because after all, good managers must be 

able to control themselves, not only financially but also emotionally, even socially 

and spiritually. This entrepreneurial intelligence is not merely managerial ability, 

but also a mindset and an action that foster innovation that aims to always provide 

added value from every resource. The spirit of entrepreneurship can be owned by  

anyone. Those who have the confidence and courage to start moving to change 

themselves with new habits. 

 Needless to say, doing a lot of market research is essential in starting a 
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business. Entrepreneurs have a lot of work to do, for example doing research on 

suppliers, retail channels, teams, tax taxes, marketing campaign, and paperwork. It 

is extremely necessary for a company to improve and start to work on their 

service quality because service quality will   help entrepreneurs to win the 

competition since the competition is not easy and there is a lot of competition 

nowadays. Service quality is one of the most crucial things when it comes to 

customer satisfaction. In this day and age, the cruciality of service quality has 

concerned many fields such as the hospitality industry, bank, sales & marketing, 

and also healthcare. Excellent service quality has been known as supremacy in 

terms of services. Service quality can increase sales. Good service quality will 

encourage customers to spend more than they would have expected. However, 

satisfied customers are more likely to come back again. Good service quality 

saves money as it is cheaper and more cost-effective to retain customers than 

attract new customers and it generates positive word-of-mouth which means the 

satisfied customers will recommend to other people. Most importantly, it helps the 

company to keep good image and stay in business because customers keep on 

coming. 

There are so many kinds of business growing these days, not only food & 

beverage, atelier, hotels, but also beauty such as spa. Spa business has become 

really popular among teenagers and adults. Spas can be found easily at malls, 

hotels, resorts, as well as the gym. Some spas have simple facilities with nothing 

more than a massage table, and then there are luxurious kind of spas that can 

attract tourists such as traditional spa. The spa can be stress relievers for those 
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who want a peaceful moment. Spas are also good for those who just want to relax 

and have their me-time. There are also people who go to spa for treatments such 

as waxing, hair removal, as well as anti-aging and skin care.  

There are so many spa businesses developing in Medan right now and they 

are very competitive towards one another. In order to compete well, the 

companies should have a clear vision of business management that can affect the 

service quality to provide the best performance for customer’s satisfaction.  

Zengarden Spa is a company that is specialized in spa, and is one of the 

best spas in Medan as it provides a lot of services that other spas do not provide 

and it is also known with their premium service. Zengarden Spa was established 

in 2012 in Medan, North Sumatera, Indonesia by Hendro Wijaya and Lilis Jelov. 

Zengarden is considered as local entrepreneur that is specialized in spa. This 

company is also has a very good reputation on their service quality. 

Zengarden Spa is not the only spa company in Medan, whereas there is a 

lot of spas available in Medan even there are chain spas that exist in Medan. There 

is also spas that always do different promotions every month, offer affordable 

prices for their spa services. That being said, in order to be able to keep up with 

the competition Zengarden has to have good operations management to manage 

their business plans and their service quality in order to keep their customers, 

Zengarden has to satisfy their customers all the time by providing decent goods 

and services.  

The researcher chose Zengarden Spa Medan because it is the most and 

highest rated among other spa businesses. Even though it is highest rated and 
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most rated spa in Medan, there are also bad reviews on Google Review, which 

made the researcher even more interested in conducting a study on Zengarden Spa 

Medan. 

The following are some of the good and bad reviews from Google Review: 

Good Reviews:  

 
Figure 1.1 Good Reviews of Zengarden Spa Medan 
Source: Google Review (2020) 

Bad Reviews:  

 

  
Figure 1.2 Bad Reviews of Zengarden Spa Medan 
Source: Google Review (2020)  
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            The researcher chose Zengarden Spa Medan because the researcher 

thought it would be nice as not many people had conducted a study on a spa 

business. The researcher would talk about the employees’ ability to massage and 

do a treatment. This thesis would be interesting for those who are interested in spa 

businesses. The owner of Zengarden Spa Medan also told the researcher that 

nowadays no one has conducted research on Zengarden Spa Medan.  

Based on the described, the researcher decided to do a research with the 

title “The Effect of Service Quality towards Customer Satisfaction at 

Zengarden Spa Medan” because the service quality of a company is one of the 

most crucial things as it is directly related to customers and it can affect the image 

of the company. The problems that occurred in the company are also related to 

service quality and customers’ experiences that led to customer satisfaction/ 

dissatisfaction. This research’s results can be used as important suggestions for 

the company to be even better. 

 

1.2 Problem Limitation  

As for the problem limitation, the writer focuses on two variables which 

are service quality and customer satisfaction. The writer will focus on the service 

quality and the customer satisfaction towards Zengarden Spa Medan, whether it’s 

about the ambience of the place or room, services that are available or offered, as 

well as the quality of the products used. This research will focus on the customers 

of Zengarden Spa Medan since the customers can give opinions about Zengarden 
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Spa Medan’s service. The writer will not focus on the company’s financial and 

confidential stuff. 

 

1.3 Problem Formulation  

Based on the problem identification, the problem formulation is “Is there 

any effect of service quality on customer satisfaction at Zengarden Spa Medan?”. 

 

1.4 Objective of The Research  

The objective for this research is to find out about: 

1. The service quality of Zengarden Spa Medan 

2. The customer satisfaction of Zengarden Spa Medan 

3. Whether there is any effect of service quality on customer 

satisfaction of Zengarden Spa Medan. 

 

1.5 Benefit of The 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 service quality is important and needed to satisfy 

customers needs.  
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  2. For Writer 

The results of this study can be used as a good knowledge 

since this study supports what the writer has learnt during 

the lecture and during this research, the writer can observe 

the real life situation. 

  3. For Other Researchers 

The results of this study can be used as an additional 

reference to those who are interested in studying/ 

researching about the same problem in the future. 

1.5.2 Practical Benefit 

  1. For Company 

Researcher expects that the results of this study may benefit 

the company as suggestions for service quality elements to 

satisfy their customers and improve their service quality for 

the sake of the customer satisfaction. 

  2. For Future Researchers 

Researcher expects that the results of this study can become 

a comparison material for future researchers about the 

study of service quality towards customer satisfaction. 

 


