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CHAPTER I 

INTRODUCTION 
 

 

1.1 Background of the study 

The quality of food is the quality features that buyers deserve. This includes 

external components as appearance (size, shape, shade, sparkle and consistency), 

surface and taste. Factors like principles of government quality. 

Quality of food is an important need in the production of food since food 

consumers are susceptible to any contamination during the process of production. 

Many consumers likewise depend on assembling and preparing guidelines, 

especially to understand what fixings are available, because of dietary, nourishing 

prerequisites (legitimate, halal, veggie lover), or ailments (e.g., diabetes, or 

hypersensitivities). 

The satisfaction of customers is a term used often for promotion. It is part 

of how an organization’s supplied goods and administrations meet or exceed the 

customer assumption. Consumer loyalty is characterized as "the quantity of clients, 

or level of complete clients, whose revealed insight with a firm, its items, or its 

administrations (evaluations) surpasses indicated fulfilment objectives." Customers 

assume a significant part and are fundamental in keeping an item or administration 

pertinent, so it is to the greatest advantage of the business to guarantee consumer 

loyalty, and construct client dedication. 

Quality food is the main element of food restaurant pleasure. Most people 

travel to restaurants to acquire food at home and quality is always a major aspect. 
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The predictor of food safety is food quality. They are so often curious about 

everything that concerns them, i.e., what they are, what they eat and what they are 

feeling. It's so common to people. The quality of food at restaurants affects brand 

assessment. Greater quality leads to greater satisfaction for consumers. The 

customer's needs and how they satisfy them is a satisfaction level. (Mohaydin et al, 

2017) 

All accounts recognize food quality as a key factor in satisfying restaurant 

clients; nonetheless, quality and satisfaction were overlooked often at the 

restaurant. The main objective of this assessment was to explore how food quality 

is seen in mid-to-upper restaurants in terms of satisfaction and behaviour. 

The customer's trust in the food sector increases as food security and quality 

measures meet and serve customers' basic needs. If a consumer knows that 

purchasing a product is secure and of good quality, communication will be a 

significant aspect in this process in order to give greater regard to their attitudes, 

wants and levels of satisfaction. (Mohaydin et al, 2017) 

Kewin Kitchen which is located on Jalan Dr. Cipto No. 9, Medan city – 

North Sumatera is a restaurant a café shop in Medan. The restaurant provides Italian 

food, Asian food, and Indonesian food. The opening hours is starting at 10:00 AM 

– 10:00 PM. It also provides VIP room that can be used for meeting room up to 30 

persons (include meeting tools, such as: projector and wireless microphone). 

Based on the overview at TripAdvisor application, Kewin Kitchen is at rank 

118th from 469 restaurants in Medan city. This indicates that although this 

restaurant has a big space, large parking area, comfortable rooms but still cannot in 
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the list of top 50 best restaurants at Traveloka application. After doing some 

observation and short direct interview with random customers, the writers find out 

that: 

1. Some of customers stated if they do not really enjoy the food because the taste 

is quite common and nothing special compare with the other similar 

restaurants.  

2. Some customers often ask for additional flavourings according to their tastes, 

for example: chili sauce, chopped chilies, sweet soy sauce, pepper, and so on. 

Although this is quite relative depending on the tastes of the customers who 

come, Kewin Kitchen does not provide flavourings or additional seasonings on 

the table. For this reason, the customers must ask the waiter for doing this case. 

3. Some customers often complain about the soup being served not hot. Although 

in terms of taste it still feels good to customers, but the soup is not hot. Some 

types of soup are even served at room temperature. 

Here are some customers comment in Google Review: 
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From all the google review, there are 4 main things that customers write. 

They are food quality, service quality, price, and ambience. Most of the good review 

on Kewin Kitchen was the ambience. Customers like the decoration and many space 

that Kewin Kitchen provide to make customers felt comfort.  

After ambience, the following good reviews were service quality. Based on 

the google review, service quality at Kewin Kitchen quite good although I read 

some of the review said that the waitress are hard to find and very slow. The last 2 

things that customers always keep were the price and the food quality. Customers 

were keep complaining about the food such as: the portion and quality of the food 

were overpriced, the food taste standard, the food was not delicious. 

The writer concludes that the main reason customers come to visit Kewin 

Kitchen is just because its large dining room, good service quality and not because 

of its food quality. 

In this study, the researcher wants to analyze the influence of food quality 

towards customer satisfaction and write it in this thesis entitled “The Influence of 

Food Quality Towards Customer Satisfaction at Kewin Kitchen Medan”. 

 

1.2 Problem Limitation 

Due to a lack of time, experience, and access to the restaurant, the writer 

limits the research scope and only cover food quality as the independent variable 

(X) and customer satisfaction as the dependent variable (Y) at Kewin Kitchen 

Medan. This research will also limit variable X’s indicators to focus only on the 

smell of the food is enticing, the food is nutritious, the food is delicious, and the 
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food is fresh (Karki & Panthi (2018)) and variable Y’s indicators to concentrate 

only on suitability of expectation, the interest of repurchase, and the willingness to 

recommend (Afilia (2016)).  

 

1.3 Problem Formulation 

The problem formulation of this study is based on the study’s background 

is: “Does food quality have influence towards customer satisfaction at Kewin 

Kitchen Medan?” 

 

1.4 Research Objective 

The research objective is to discover whether food quality has influence 

towards customer satisfaction at Kewin Kitchen Medan. 

 

1.5 Benefit of the Research 

1.5.1 Theoretical Benefit 

1. In theory, the outcomes of this study will be valuable for strengthening 

hospitality and management theory, especially about the influence of food 

quality towards the level of customer satisfaction in a restaurant. 

2. This research offers an overview and knowledge of hospitality and 

management, in particular the influence of food quality on a restaurant’s 

customer happiness. 

 

1.5.2 Practical Benefit 
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The practical benefits expected from this research are as follow: 

1. For the company 

The research will be utilized as a suggestion to pay more attention to the aspects 

of food quality in order to meet the satisfaction of the client. 

2. For the other researchers 

It is intended that the outcomes of this research will serve as a source of 

reference to be used in future research. 

 

 
 
 
 
 
 
 
 
 


