TABLE OF CONTENT

COVER PAGE
TITLE PAGE

DECLARATION OF AUTHENTICITY OF FINAL PAPER AND UPLOAD

AGREEMENT ...t a e ii
APPROVAL PAGE BY FINAL PAPER ADVISOR.......ccccoiviiiiiiiiiiiiiieee WY
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE..........c......... Y
AB S TR A T, ........cceerrennernerrenserneroydiRINREAEROO . .. oo veeenss s Vi
ABSTRAL: . T NEE——— ..................... A SSSSSS—— A vii
PEREEFACES...» WENSSu————" ... SCSSSsessseussee s . ... viil
GHAPTER [ ...... WSS . ........... WfSSCeseees WSS ......... R 1
INTRODECTIONGEEE r............... S ... RS . 1
1.1  Background of the Study..........cccceeeiiiieiiiiciie e 1
1.2 Problem Imitation ............ccoiiiiiiiiii i 11
1.3% " Prableip formulation—=. . [ S e . 11
1.4 N@bjectiveoireseareir: . i~y Mk St .. oL 12
1.5 BelEliIDf TESEATCH ... e wommrres s st el s 12
1.5.1  TheoretiCAlFBenelIt - i mmm i st e e e 12
1.5.2  Practical BENEFit .........ccceiiiiiiiiiieee e 12
CHAPTER 1 .. 14
LITERATURE REVIEW AND HYPOTHESIS DEVELOPMENT ............. 14
2.1  Theoretical Background ............cccceeiiiieiiie e 14
2.1.1  Definition of Hospitality Management and Tourism Industry........ 14

2.1.2  FOOd qUAlItY......ooeiiiiiieec e 17



2.1.3  AUMOSPNEIE ..o 21

2.1.4  Customer SatiSTaCtion............cccveiiiiiieiiiciie e 25
2.1.5  The Influence of Food Quality on Customer Satisfaction .............. 30
2.1.6  The influence of Atmosphere on Customer Satisfaction................ 31

2.1.7  The Influence of Food Quality and Atmosphere on Customer

SAUISTACTION ...t 32

2.2  PreyiEBEMRESEARE, S5 =00 . SV S T 34
2.3 Hypothesis DevelopmEeNTt ..........cociviiiiiiiiiieie e 40
2.4 FReSearchi MOdEL.................ccocoevveverenenneilinnnmsiemadanhe oo ibeessereessns 42
2.5  Framework of Thinking ........cccooooiiiiiii e 43
CHAPTER I | NEESEuu————"—_.............. S¢S —— e L. 44
RESEARCH METHODOLOGY ...coooiiiiiiiiiiiiiiieeeeesiiiiie et 44
3.1 Research DESION ...l ... oo ere s assnasnnst dhtessnnassessersereesass sansnsineionsnanhens 44
3.2 Population and Sample.........ccccoiviiiiiiiieiie 46
2 A MPopulation ..... A e .................. M . ... 46
Q2.2 auSample...........cc.o.... A2 DIEIINE o sy ... 46

3.3 W DataiCallection-MeFRoch A W W M Sl o 49
3.4  Operational Definition and Variable Measurement......................... 50
3.4.1 Independent Variable..........cccccooiiniiiiiii e 51
3.4.2  Dependent Variable ..........c.cccooiiiiiic i, 51

3.5 Data Analysis Method............c.cccooiiiiiii i 54
3.5.1  Descriptive Statistic ANIYSIS ........ccoveiiiiieiiiie e 54
3.5.2  Research INStrument TeSt.........c.ccouriieiiriiiieii e 57
3.5.3  Classical AsSUMPLION TESt......ceeeviieeiiiie e 59

3.5.4  Multiple Linear Regression ANalysis ..........ccccceeevviiireeiiiinneesiinnnnn. 61



3.5.5  Determination TESt (%) .....ccccovvvevevivereierereieeee e 62

3.5.6  HYPOLhESIS TESE.....oiiiiiiieiiieie e 63
CHAPTER TV .ottt 65
RESEARCH RESULT AND DISCUSSION.......cccooiiiiiieiieece e, 65

4.1 General View of “Theme Park and Resort Pantai Cermin” ............ 65

4.1.1  History of Theme Park and Resort Pantai Cermin ..............ccocv..e. 65

4.1.2 AVISIOR AN MiSSION S et St . (o R . ... 66

4.1.3  Organization STrUCTUIE .........c.ooviiiiieiie e 67

4.1.4  JOD DESCIIPLION......ccrcieieiereiree e siee e st s e e sre s e 67

4.2  Research Result and DISCUSSION .........coiveiiieiiiaiieeiiie e 72

4.2.1  Research InStrument TeSt.........ccoveiiiireiiiiie e 72

4.2.2  DesCriptivVe SEAtiStIC.........coivviiriieiiieiie s 75

4.2.3  Result of Data Quality TeSting........cccceevvveirereiiiies e cee e 96

4.2.4  Result of Hypothesis TeStiNg .......cccccoeiuieriiiiiiniiieiiecnie e 103

4.2.5  DISCUSSION .....oeveiieieieesiesseesteeasesseesmeesnees e esseseesesaneesneasseesresnnens 106

Refelientesiinm .. ... oot o PP S .. 113



_Toc101522720

LIST OF FIGURES

Figure 1.1 Google review of food quality and atmosphere in the Theme Park and
RESOrt Pantal CerMIN .........oviiiie et sie e ee e iee e e e e e e sneeeesnneee e 6
Figure 1.2 Line chart of the increase and decrease in the number of customers in

2020.............. [ ... . 7
Figure 1.3 Line chart of the increase and decrease in the number of customers in
2020......... [ESERNREINES, e ol A e 8
Figure 1.4 google form review image of the quality of the food and atmosphere in
the Theme Park and Resort Pantai Cermin ...........cccceoveeiiieeeiiiiee s sieesiee e 9
Figiite 2. 1"RescasCIaNIGASIN . . . .. ... ... ... 5SS S iSRRI . . on A . ... 42
Figure 2.2 Framework of ThinKing.......c.cccoovioiieiiiie e 43
Figure 4.1 Ogranization Structure of Theme Park and Resort Pantai Cermin .....63
Figure 4.2 Histogram of Normality TeSt.........cccoveiiiiieiiii e 96
Figure 4.3 P-Plot of Normality TeSt ........ccocivveiiiieiiii e 97

Figure 4.4 Scatterplot of HeteroscedastiCity ...........cccevvveeiiieeiiieie e, 100


file:///C:/Users/Edward%20Rafael/Desktop/Skripsi%20UPH/Skripsi_full.docx%23_Toc105702477
file:///C:/Users/Edward%20Rafael/Desktop/Skripsi%20UPH/title.docx%23_Toc101523586
file:///C:/Users/Edward%20Rafael/Desktop/Skripsi%20UPH/title.docx%23_Toc101523587

LIST OF TABLES

Table 1.1 Customer reviews of food quality and atmosphere towards Theme Park

AN RESOI PANTAl CIMIN ..ttt e e e e e et e e e e 4
Table 1.2 Total of CUSTOMET 2020 ... ....ee et e s 7
Table 1.3 Total of CUSTOMET 2021 ... ..oeeeeeeeee et 8
Table 2.1 Previous Research . ......ooooi e, 34
Table 3.1 Questionnaire of Atmosphere Variable ..........................ll. 52
Table 3.2 Questionnaire of Food Quality Variable .............ccccooiiiiiiiinicnee, 52
Table 3.3 Questionnaire of Customer Satisfaction Variable.....................ccveeenn 53
TaDIE 3.4 LIKEIT SCAIE .. ettt e et e e e e 53

Table 4.2 The Result of The Validity Test of The Research Variables 11515011001, 73

Table 4.3 Reliability Test of AtMosphre (X1) ....cccocveeiiveiiiiee e 74
Table 4.4 Reliability Test of Food Quality (X2) ......ccooivviiiiieiiiie e 74
Table 4 5 Reliability Test of Customer Satisfaction (Y) .......c.ccocevviieeiieeeiiineenne, 74
Table 4.6 Respondents based on whether you have made transactions................ 75
Table 4.7 Respondents Based 0N GENUE ............coovvieiiireiiiee e 76
Table 4.8 Respondents Based 0N AQE.........ocoiiireiiiiiiiir e 76
Table 4.9 Respondents’ Answer on Variable X1-Questionl ...........c..cccceevvnrnnne 77
Table 4.10 Respondents’ Answer on Variable X1-QuUeStion2 ..............ccceceveeenee. 78
Table 4.11 Respondents’ Answer on Variable X1-Question3..............ccceeevennee. 78
Table 4.12 Respondents’ Answer on Variable X1-Question4 ..............ccccceveeenee. 79
Table 4.13 Respondents’ Answer on Variable X1-Question5.............cccveevveenne. 79
Table 4.14 Respondents’ Answer on Variable X1-QuUeStion6 ..............ccccccveeene. 80
Table 4.15 Respondents’ Answer on Variable X1-QUeStion7 ...........ccccceverieennne. 80
Table 4.16 Respondents’ Answer on Variable X1-QuUeStion8 ..............cccceeveenee. 81
Table 4.17 Respondents’ Answer on Variable X1-Question9..............ccccoevveenee. 81
Table 4.18 Respondents’ Answer on Variable X1-Question10 ..............cccecvennee. 82
Table 4.19 Questinnaire Analysis of AtMOSPhere.........cccvvevviiie i 83

Table 4.20 Respondents’ Answer on Variable X2-Questionl ..............ccceevveeenne 84



Table 4.21 Respondents’ Answer on Variable X2-QUeStion2 ..............ccceevveennne. 84

Table 4.22 Respondents’ Answer on Variable X2-Question3..............ccceevveeenne 85
Table 4.23 Respondents’ Answer on Variable X2-Question4 .............cccceevveennne. 85
Table 4.24 Respondents’ Answer on Variable X2-Question5 .............cccceevveennne. 86
Table 4.25 Respondents’ Answer on Variable X2-QUEeStiOn6 ..............ccceevvennne. 86
Table 4.26 Respondents’ Answer on Variable X2-QUeStion7 ............ccceevveennne. 87
Table 4.27 Respondents’ Answer on Variable X2-Question8 ..............cccccevennne. 87
Table 4.28 Questionnaires Analysis of Food Quality............cccccvvviivircenevcienenne, 88
Table 4.29 Respondents’ Answer on Variable Y-Questionl ..........cccccccovvevvnrnnne. 89
Table 4.30 Respondents’ Answer on Variable Y-QUESLION2 ..........ccccccvvvvervnenne. 89
Table 4.31 Respondents’ Answer on Variable Y-QUESLION3 ..........cccccccvvvevvnenne. 90
Table 4.32 Respondents’ Answer on Variable Y-QuUeStion4 ..............ccceevvnennne. 90
Table 4.33 Respondents’ Answer on Variable Y-QueStion5..........ccccccccveevveennne. 91
Table 4.34 Respondents’ Answer on Variable Y-QUESLION6 ..........cc.ccccveevivennne. 92
Table 4.35 Questionnaires Analysis of Customer Satisfaction ...................c........ 92
Table 4.36 The Interval Class of AtMOSPhEre..........ccocvveiviiee i 93
Table 4.37 The Interval Class of Food Quality ...........cccccooveiviieiiice e, 93
Table 4.38 The Interval Class of Customer Satisfaction ............ccccccovveiiiiinnnnne. 94
Table 4.39 Mean, Median, Mode Calculation StatistiCS...........cccccocevvveiiiiiiiennnne. 94
Table¥d 4iNormality TestErres" k. . AN M. .-l .. 98
Table 4.41 MUICOIHNEArILY TeSE ... . it icrree et r et e ree e e sre e e e e e 99
Table 4.42 GIeJar Testom......... e e sy A aatataaa s et el e eveeevenns 100
Table 4.43 Multiple Linear Regression Analysis .........cccccvveevieeevieessiiee s 102
Table 4.44 Determination TeST.......c.ciiiiiiiiiii e 103
Table 4.45 T TeSt RESUIL ........ooiiiiiiie e 104

Table 4.46 F TeSt RESUIL ..ot 105



APPENDIX A :
APPENDIX B :
APPENDIX C:
APPENDIX D :
APPENDIX E :
APPENDIX F :
APPENDIX G:
APPENDIX H:

LIST OF APPENDICES

RESEARCH QUESTIONNAIRE (ENGLISH)..........ccccovenee. A-1
RESEARCH QUESTIONNAIRE (BAHASA) ......cccocviiennnn B-1
TABULATION DATA (PRETEST)..cccooiiiiiiieiiieie e C-1
VALIDITY AND REALIBILITY TEST ..o D-1
SAMPLE DATA e E-1
B )T R Ll [ S .. F-1
SR STICTFAB EE s e St han e .o G-1
BERDER ey R H-1



