PREFACE

By the grace of blessing of the Almighty God, the writer has completed the

final paper entitled: “THE INFLUENCE OF LOYALTY PROGRAM ON
CUSTOMER BEHAVIOR AT PT. ARIANTO DARMAWAN MEDAN”.

This final paper is written as a partial fulfillment of the academic

requirements to obtain the degree of Sarjana Manajemen at Universitas Pelita

Harapan Medan Campus, Faculty of Economics and Business.

The writer would like to express his/her sincere gratitude to the following

people for their valuable contributions in assisting and supporting the writer from

the beginning until the completion of this final paper:

1.

10.

Dr. (Hon). Jonathan L. Parapak, M. Eng. Sc., as the Rector of Universitas Pelita
Harapan

Mr. Arifin, SE, MM, MBA, CBV, CMA, as the Dean of Faculty of Economics
and Business UPH Medan Campus.

Ms. Lila Maria Kaban, B.A. (Hons), M.Com., CBV, as the Department Chair
of Management Study Program at UPH Medan Campus.

Ms. Erina Alimin, BA, MBA, as the Final Paper Advisor who has guided and
given valuable instructions and guidance for the completion of this final paper.
All of UPH Medan lecturers who have transferred knowledge from the first till
the last semester during the entire study period at UPH Medan.

All of UPH Medan administrative staff who have assisted in the writing of this
final paper.

The President/Director/Manager/Supervisor of PT. Arianto Darmawan Medan
and their team for the opportunity to do the research and provision of valuable
information and data needed.

My beloved parents who always support and motivates me to do this research
paper.

My beloved friends who have supported me throughout the process.

Everyone who has provided suggestions, critics, encouragement, and

motivation in order to finish this final paper.

vii



Finally, the writer acknowledges that there may still be inaccuracies and
errors in this final paper. Therefore, constructive comments as well as inputs from
the readers aimed at the improvement of this final paper content are welcomed
and highly appreciated.

Medan, July 06, 2019
The Writer,

1501020557

Viil



TABLE OF CONTENTS

COVER PAGE
TITLE PAGE
DECLARATION OF AUTHENTICITY OF FINAL PAPER..........cccceevveennne. i
APPROVAL PAGE BY FINAL PAPER ADVISOR........cccccovviiiiiiiiieecie, ii
APPROVAL PAGE BY FINAL PAPER EXAMINATION COMMITTEE...iv
ABSTRACT . B oo S Wi . . By e, A .......................... %
ABS T RAK s e s o s s s o s S22 Jo e sl SO . . .....0eceonnens Vi
S S RFAN@ =, T T A R Vil
LIST @F FIGURESEN. ......................ccccovevre.. M oM e Xii
LISFOF.TABISESHG. ......................... 0SSt ... %....... Xiii
LISTOFEABPENEICESENE ................. A (S i ey 4. ... ..ci7ve B, ... XV
CHAPTER I INTRODUCTION. ccuttttiietinieneienieeesatsnssessssssnssssssnsonsssos 1
1.1 Background of the StUdY.........ccoveiiiiiiieic e 1
2R ProblempiSEIEGH0R . ......:....... [ SR ............. RECOERN. ... 3
1.3 Problem FOrmMUIALION..........cccoiiiiiiie i 3
14 Objective of the RESEAICH ........ocoiiiiiiiiiee e 3
15 Benefits of the RESEArCh.........c.coveiiiii e 4
TSN heorbtical-Bonc il . . ANNNE N, .- S et ... 4
1:52 Practical -Beretity: T oy i i W T et n el v eseeaees 4
1.6~ Systent OEVLIING ... oo oo o e et aal e oo ssessessnnnns 4

CHAPTER Il LITERATURE REVIEW AND HYPOTHESIS
DEVELOPMENT

2.1 Theoretical Background ..........ccocoviiiiiiiiinieciese e, 6
211 International BUSINESS .........ccceviieiverieiie e 6
2.1.2 Definition of Marketing ..........ccccevveiiieiie i 6
213 Types of Marketing MiX ......cccccoveviiiiieiie e 7
2.14 Definition of Loyalty Program.........cccoceeevinineneneneneiennnn 8
215 Types of Loyalty Program ..........ccccceeevenenenienienescseeeeeenes 9



2.1.6 Dimension of Loyalty Program...........ccccceverininiennninennenen, 10

2.1.7 Definition of Customer Behavior.................c.ooovinne. 12
2.18 Characteristics affecting Consumer Behavior.................. 12
2.19 Customer Decision Behavior Process.................cvvvnenee. 15
2.1.10 Dimension of Customer Behavior................ccoevvininn 17

2.1.11 Relationship Between Loyalty Program with Customer
Behavior..........ccooiiii e 19

2.2 Previous Research...............oooiiii 20
2.3 Hypothesis Development ............coooviiiiiiiiiiiiieieieeeee 22
24 RésEaERN Model. ¥t e e s 0T ST . . ... 22
2.5 Framework of Thinking................cooiii 23

CHAPTER Il RESEARCH METHODOLOGY

3.1 'ReSeanshNmESSISnm. ... .. .. ....... A SSSnun R A . o K. .. .. 24
3.2 Population and Sample...........cooeiiiiiiiiiiii e, 25
3.2.1 Research Location and Time...........c.ccevviiinneninnnnnnnn. 25
3.2.2 COBHIANSN . .. ..... RO S—, ... ..... Bt U 25
3.2.3 SHIIEIT oo ........ R0 B .. ....... B0l 25
3.3 Data Collection Method............oooviiiiiiiiiiiiiiiiiii e, 26
34 Operational Variable and Variable Measurement........................ 27
35 DatakA nalysis-Method" ¢, /S — . ... 28
350~ _Descriptiye-StatiStEs, . .. N 0L . . 28
3:5re— VaHEItY Test. oo .. i ... 31
Srom—ReHahiiFest—. T 31
3.5.4 Normality Test.......covriiiiiiiiii e 32
3.5.5 Linearity Test......ccoiiriiiiiii e 32
3.5.6 Coefficient of Correlation Test............c.coceviievniinnnnnn.. 33
3.5.7 Coefficient of Determination Test................cccevvenennn.n. 34
3.5.8 Linear Regression Test..........coveivriiiiiiiiiininieieanennnn. 35
3.5.9 Hypothesis Test......c.ovviiiiiiiiiiiiieieeceieeeee 35
CHAPTER IV DATA ANALYSIS AND DISCUSSION
4.1 General View of PT. Arianto Darmawan....................cceevenvenen. 37

Xi



4.1.1 History of Establishment..............ccoooiiiiiiniiieee, 37

4.1.2 Corporate Vision and MiSSION ..........ccerereniiiniininisieeieees 38
4.1.3 Company AChieVement.........cccccveveiieeiecie i 38
4.1.4 Organization StrUCLUIE ..........ccecvevieieese e 38
4.2 Data ANAIYSIS ...c.ooviiiiiiiiieeee e 40
4.2.1 DeSCriptive StatiStICS ......ccerveririiriiieieie e 40
4.2.2 Results of Data Quality Testing........ccccevvevvverveiesieesreiennn 52
4.2.3 Hypothesis TeSHING.......cccveviiiieiiee e 59
4.3 DigElS 1 R . (et atan ... . ......................... 60

CHAPTER V CONCLUSION AND RECOMMEDATION

5N CONGIUSIOMI. ............ennnnnnnnnnnns ST ... 62
5.2 IMPHCANGHIEE. .....................coo..... T A oMo eeeeee 62
5.3 RECOMMENAALION. ... e e 63
LIST OF REFERENGCES .....ooo oottt a e 64

Xii



LIST OF FIGURES

Figure 2.1 ReSearch MOdel ...........cooooiiiiiiiieieee e 22
Figure 2.2 Framework of ThinkKing........cccocoviiiiiiniceeeee e 23
Figure 4.1 Organization Structure of PT. Arianto Darmawan Medan.................... 39
Figure 4.2 Histogram Graph .........cccooeiiieiieieiecse e 56
Figure 4.3 P-Plot of Regression Standardized Residual .............cccccoovevvieiinnnene, 56
Figure 4.4 Hypothesis TeSt RESUIL ...........cooiiiiiiiiiiceee e 60

Xii



LIST OF TABLES

Table 1.1 Number of Sales In PT.Arianto Darmawan Medan......................... 2
Table 3.1 Likert Scale Instrument..............coooiiiuiiiiiiiiiiireeee e, 28
Table 3.2 Operationalization of Research Variable...........................oa. 28
Table 3.3 Correlation Coefficient Interpretation.................ccoeviiiininan.n.. 34
Table 4.1 The respondent’s characteristics by Gender..................c.cooeoeieanin. 41
Table 4.2 The respondent’s characteristics by Age............coooeviiiiiiiinn.n. 41
Table 4.3 The result Respondent’s Answer about Question 1(Variable X).........42
Table 4.4 The result Respondent’s Answer about Question 2(Variable X).........42

Table 4.5 The result Respondent’s Answer about Question 3 (Variable X)........ 43
Table 4.6 The result Respondent’s Answer about Question 4 (Variable X)........ 43
Table 4.7 The result Respondent’s Answer about Question 5 (Variable X)........ 44
Table 4.8 The result Respondent’s Answer about Question 6 (Variable X)........ 44
Table 4.9 The result Respondent’s Answer about Question 7 (Variable X)........ 45
Table 4.10 The result Respondent’s Answer about Question 8 (Variable

X ater .. ...... N .. ....... DO SRR ... ... RO e 0. 45
Table 4.11 The result Respondent’s Answer about Question 9 (Variable

XU B . .......... " . . . RRURRRR— ... ... S TR 46
Table 4.12 The result Respondent’s Answer about Question 10 (Variable X)
............................................................................................................................... 46

Xiii



Table 4.18 The result Respondent’s Answer about Question 6 (Variable Y)

............................................................................................... 49
Table 4.19 The result Respondent’s Answer about Question 7 (Variable Y)
............................................................................................... 50
Table 4.20 The result Respondent’s Answer about Question 8 (Variable Y)
.............................................................................................. 50
Table 4.21 The result Respondent’s Answer about Question 9 (Variable Y)
.............................................................................................. 51
Table 4.22 The result Respondent’s Answer about Question 10 (Variable Y)
.............................................................................................. 51
Table 4.23 Descriptive Statistics of Each Variable.................................. 52
Table 4.24 The Validity Test Result of Loyalty Program (Variable X).......... 53
Table 4.25 The Validity Test Result of Customer Behavior(Variable Y)........ 53
Table 4.26 The Reliability Test Result of Loyalty Program (Variable X)....... 54
Table 4.27 The Reliability Test Result of Customer Behavior (Variable Y)....54
Table 4.28 Normality TeSt Result...........c.ooiiiiiiiiiiiiiiieceea 55
Table 4.29 Linearity TeSt Result..........ccoovviiiiiiiiiiiiicc e, 57
Table 4.30 Coefficient of Correlation Test Result.................cooiiiennenn. 58
Table 4.31 Coefficient of Determination Test Result......................oeeniis 59
Table 4.32 Linear Regression Test Result..............ooovvviiiiiiiiiiiniinn, 59

Xiv



LIST OF APPENDICES

Appendix A Questionnaire in ENglish ........ccccoeiiiiiiiei e A-1
Appendix B Questionnaire in INAONESIA ..........cccccveveiieiieie e B-1
Appendix C Respondent Answer of Loyalty Program ..........c.cccccecevveveeviennenne. C-1
Appendix D Respondent Answer of Customer Behavior ...........cccccoeveniiinnne. D-1
APPENdiX E Pre-teSt Data...........ccviieieieiiieiiesiesie e E-1
APPENTIX F SPSS OULPUL.....ecvieieieiece et F-1
APPENdIX G R-TabIe ..o e G-1
Appendix H E-JREEICHNNNES, (i it . (00 AR .. ................ H-1
Appendix I Company’s LEET .........cceveeiriieerieiiiicseee e e I-1

XV



	81049f7e568d09c8c2aa276b46798f056f45fa92a5be61bd03e64614ccbff82e.pdf
	PREFACE
	ALICE


	81049f7e568d09c8c2aa276b46798f056f45fa92a5be61bd03e64614ccbff82e.pdf
	TABLE OF CONTENTS
	COVER PAGE
	TITLE PAGE
	CHAPTER IV  DATA ANALYSIS AND DISCUSSION
	CHAPTER V  CONCLUSION AND RECOMMEDATION


	81049f7e568d09c8c2aa276b46798f056f45fa92a5be61bd03e64614ccbff82e.pdf
	LIST OF FIGURES

	81049f7e568d09c8c2aa276b46798f056f45fa92a5be61bd03e64614ccbff82e.pdf
	LIST OF TABLES

	81049f7e568d09c8c2aa276b46798f056f45fa92a5be61bd03e64614ccbff82e.pdf
	LIST OF APPENDICES


