DAFTAR ISI

COVER PAGE

TITLE PAGE

DECLARATION OF AUTHENTICITY OF FINAL PAPER AND
UPLOAD AGREEMENT ...t ii
APPROVAL PAGE BY FINAL PAPER ADVISOR........cccooviiiniiiinnn 0\
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE .....v
ABST R A ™. e g B vii
PANS RSP ERVAN (G ot OO . /. . S N viii
P RE R A C B e ek . . o e e oeeseesnsnneesoddRuRuEiRERNORRE o . o oo oot IX
TABLE OF'CEGNIENIISEL . ............. A0 tont . . o: 0t % Xi
RIS TORN- | GURESEEY . ............ SSSS————— W XV
LS O TAB e, ... ... B i s aisae e XVii
LISTIOE APPENBICESE...  -.......... [EE S .............. fo ke XiX

CHAPTER | INTRODUCTION

1.1 Background of The StUdY ........ccooiiiiiiiiee e 1
1. 280 Problemmik iMitatiOn-veryts e« TR .. .o 2 0 F s ot o 10
1.3 Rioblem E TIHEHON 3o i B W - i T 570 ke ittt el o oo 11
1.4 Objective of the Research........cccimv i e 12
15 PBeRefitofThe-ReSearch ., . v s AT vt anes s e s e soeesersneesnnnaness 13

15.1 Theoretical Benefit..........ccccoveiiiiin i 13

152  Practical Benefit..........ccooiiiiiiiiii e 13

CHAPTER Il  THEORITICAL BACKGROUND

2.1 Theoretical Background.............ccccooeiieiiiii e 15
2.1.1  Hospitality Management............coceerernnnnenneeeeee s 15
212 Hospitality INAUSEIY ......cooiiiiiiiieseeee e 16
2.1.3  Attraction and Amusement Facilities........cccccovvvvniiininieininnns 17

iX



2.1.3.1 Definition Attraction and Amusement Facilities............ 17

2.1.3.2 Indicator of Attraction and Amusement Facilities......... 17
2.1.4 Hotel and Restaurant FaCIlitieS............ccovovereriiereniiesieneere s 18
2.1.4.1 Definition of Hotel and Restaurant Facilities................. 18
2.1.4.2 Indicators of Hotel and Restaurant Facilities................. 18
215 COSt OF VISIt....eoiiiiiiiieiieic s 18
2.15.1 Definition of Cost Of ViSit........ccccevvveieneiiieiiciseenen, 18
2.15.2 Indicators of Cost Of ViSit ........ccccevvveninieninneninenennen, 19
2.1.6 , SElEFandiSecUrity. S, Sy S B A . . .............. 19
2.1.6.1 Definition of Safety and Security ..........ccccceevvvvivevvrennee. 19
2.1.6.2 Indicators of Safety and Security ..........cccccevviiviinrnnnn. 20
2.1.7  Hygienic ENVIFONMENL .........ccccoveiiiiiii e 20
2.1.7.1 Definition of Hygienic Environment.............c...cccovenen. 20
2.1.7.2 Indicators of Hygienic Environment..............ccccoovvneneee 20
2.1.8 Administration and SUPPOIT SEIVICE........ccovieriereririeie e 21
2.1.8.1 Definition of Administration and Support Service......... 21
2.1.8.2 Indicators of Administration and Support Service ......... 21
2.1.9 Customer SatiSTaCtion ..........ccooveiiiiiiiiini e 22
2.19.1 Definition of Customer Satisfaction ...............cc.ccoevvene. 22
2.1.9.2 Importance of Customer Satisfaction...............c.ccccevueene. 22
2.1.9.3 Benefits of Customer Satisfaction.............cccccovvvevvrnnnee. 24
2.1.9.4 Indicators of Customer Satisfaction ...........c.cccocvevvrennee. 25

2.1.10 The Influence of Attraction and Amusement Facilities on Customer
SAtISIEEHRN . et A et e e 26
2.1.11 The Influence of Hotel and Restaurant Services on Customer
SALISTACTION. ..o s 26
2.1.12 The Influence of Cost of Visit on Customer Satisfaction............ 27
2.1.13 The Influence of Safety and Security on Customer Satisfaction 28
2.1.14 The Influence of Hygienic Environment on Customer
Satisfaction 28



2.2
2.3
24
25

2.1.15 The Influence of Administration and Support Service on

CUStOMEr SAtiSTACTION ...oeeeeeee e 29

2.1.16 The Influence of Attraction and Amusement Facilities, Hotel
andRestaurant Services, Cost of Visit, Safety and Security,

HygienicEnvironment, Administration and Support Service

on Customer Satisfacton. ... 30
PrevioUS RESEAICH ......eee oot a e 30
Hypothesis DeVvelopment...........cccocoeviiiiiiic i 34
PRI W00 aoooot o coa crrr PPN T oooocaootoor oooooodoocos TTTTTTTTTTTTTTNT 35
Framework of ThinKING ........cocoviiiiniiii e 38

CHAPTER 1l RESEARCH METHODOLOGY

)il
3.2

3.3
3.4

35

3.6

I T: o] DT LT T | o S 40
Population and Sample.........ccooiiiii 40
3281l PoPRCHGRES. ................ (OGS W——— .. W 41
328 SamEuSEERC...........05. OSSR R ... B VO 41
Data Collection Method............ccccoviiiiiiiiiiiesc e 42
Definition of Operational Variable............c..ccccocevveieiieiieicc e 44
3.4.1 Operational Definition .........cocovviiiiiiiiiiii e 44
3.4.2-» Valighle-MEasHFEIMET /. . (SRR Wi, T lEaraa Y e ex snalouiasnalhh oo 48
Diata AnalysisNathod:.... . W ot it e e 49
35.1 Test of Research Instrument TesSt........ccoovvveiieiniiniinennecie e 49
35.2 Descriptive StatistiCs......cvoiiiin i, 51
35.3 Classical Assumption TeSt .......cccevvveviieiieieece e 53
354 Multiple Regression LiNear..........cccevveierveriesieeseeseeiesieeseeans 55
HYPOTNESIS TEST ...t 56

Xi



CHAPTER IV RESEARCH RESULT AND DISCUSSION

41

4.2

43

General View of Mikie Funland............ccccoevviiniiniieic e 59
411  Brief OVEIVIEW.....cooiiieiiiee e 59
4.1.2  Organizational StrUCLUIE..........ccccuvieiieiiee e 60
RESEAICN RESUIL........iieie s 63
421 Result of Research Instrument TeSt........ccccovvvivrrrnnenenenenn, 63
4211  Validity TESt ..ot 63

4212 Reliability TeSt......ccooiiiiiiiiecieeee e 67

422 DesCriptive StatiStiCS......c.ccoivveiiieiiiiiis i 69
4221 Respondent CharacteristiCs ..........ccovvvrvivvveresieesnenne. 69

4.2.2.2 Explanation of Respondents ANSWErS...........cccccvevvernenn 70

4.2.3 Result of Data Quality TeStiNg ......ccceevvvieereiiiiieie e 80
4.23.1 Classical of ASSUMpPtion TSt ........ccooviiiiiiiiiiiiinenns 80

4232 Multiple Linear Regression AnalysisS..........ccccceveiiveenienns 83

424  Result of Hypothesis TeStiNg........ccccoveveivieiieeiieiieseese e 86
4241 t-Test(Partial)......ccccoveiiieiiiiiiccssec e 86

4242 F-Test (Simultaneously)......ccccccovevveiviieviienieie e 87

4.24.3 Determination CoeffiCient ..........ccoevevvviereeresie e 88
DISELSSION ....... SHET ... . TSP ................ B0 oo SR 89

431 The Influence of Attraction and Amusement Facilities on

Customer Satisfaction 30

432 The Influence of Hotel and Restaurant Services on Customer
SAtISTACTIORT . ... o LT s 8

433 The Influence of Cost of Visit on Customer Satisfaction........... 90
434 The Influence of Safety and Security on Customer Satisfaction90

435 The Influence of Hygienic Environment on Customer Satisfaction

43.6 The Influence of Administration and Support Service on

Customer Satisfaction 91

xii



4.3.7 The Influence of Attraction and Amusement Facilities, Hotel and
Restaurant Services, Cost of Visit, Safety and Security, Hygienic

Environment, Administration and Support Service on Customer
Satisfaction

................................................................................. 91
CHAPTER V CONCLUSION

B.L CONCIUSION ... 93
5.2  ReCOMMENAALION . .cooeeieeeeee e s 99

Xiii



Table 1.1 Total Visitors of Mikie Funland During 2016-2021 ...........ccccccvevvveveenenn, 4
Table 1.2 Negative Review about Mikie Funland on Tripadvisor...........ccccccevevnnene 6
Table 1.3 Personal Observation about Mikie Funland, Medan ..............cccccoecevvnns 7
Table 2.1 Previous ReSEarch 1..........ccooviiiiiiiiiiiiiiiiiie e 31
Table 2.2 Previous RESEArCh 2..........ocooiiiiiiiiiiiiiiiiie e 32
Table 2.3 Previous RESEArCh 2..........oooiiiiiiiiiiiiiee e 33
Table 3.1 Operational Variable (X1) ..ot 45
Table 3.2 Operational Variable (X2) ...t 46
Table 3.3 Operational Variable (X3).......ccooereiriiiiiiiisee e 46
Table 3.4 Operational Variable (X4) ... 47
Table 3.5 Operational Variable (X5) .....ccccevereiiiinieeiene e 47
Table 3.6 Operational Variable (X6) ........cccereiiriiiiiiiireseseeeeese e 48
Table 3.7 Operational Variable (Y) ... 48
LKL e D GRSl o ——— M e S 49
Table 3.9 Parameter of Normality ...........cccooei 54
Table3.10 Parameter of MulticOlNEAritYy .........ccccoviiiieiiiiiiiic e 54
Table 3.11 Parameter of HeteroscedastiCity ........ccccovivviiieiiiiiisie e 55
Table4.1 Result of Attraction and Amusement Facilities Variable Validity

TSt NG 64
Table 4.2 Result of Hotel and Restaurant Services Variable Validity

TeStING 64

LIST OF TABLES

Xiv



Table 4.3 Result of Cost of Visit Variable Validity Testing..........ccccoccvevvvivennnene, 65

Table 4.4 Result of Safety and Security Variable Validity Testing.............c......... 65
Table 4.5 Result of Hygienic Environment Variable Validity Testing................. 66
Table 4.6 Result of Administration and Support Variable Validity Testing ......... 66
Table 4.7 Result of Customer Satisfaction Variable Validity Testing .................. 67

Table 4.8 Result of Attraction and Amusement Facilities Variable Reliability
UICHIORR, ... o . A 67

Table 4.9 Result of Hotel and Restaurant Services Variable Reliability

TESTIMO PN . ...l R A oo i ... 67
Table 4.10 Result of Cost of Visit Variable Reliability Testing ...........cccccoveennene 68
Table4.11 Result of Safety and Security Variable Reliability Testing ................. 68
Table 4.12 Result of Hygienic Environment Variable Reliability Testing.............. 68

Table4.13 Result of Administration and Support Variable Reliability

Testing .......... AP, L UNSISSISRS————— . ............. 000 St 68
Table 4.14 Result of Customer Satisfaction Variable Reliability Testing ............. 68
Table 4.15 Respondent Identity Based on GeNder ..........cccoccvevveieeieiiieeviecie e, 69
Table4.16 Respondent Identity Based on Visiting Frequency.............ccocveveenene 69
Table 4.17 Respondent Identity Based on Information............cccccevvvenveicncnennnen 70
Table 4.18 Respondents Answer for Variable X1..........cccccvevivivveviiii e, 70
Table 4.19 Respondents Answer for Variable X2.........cccooevviiiiiiiiiiiiciece, 71
Table 4.20 Respondents Answer for Variable X3.........cccccoveviivvevieie e, 72
Table 4.21 Respondents Answer for Variable X4........cccccocvviiivie e, 73

XV



Table 4.22 Respondents Answer for Variable X5.......cccoooveiiiiiiiicc v 73

Table 4.23 Respondents Answer for Variable X6 ... 74
Table 4.24 Respondents Answer about Variable Customer Satisfaction .............. 75
Table 4.25 Descriptive STatiStiC........uvvvviveeiiiiiiiiiii e 76
Table 4.26 Descriptive Statistic Attraction and Amusement Facilities.................... 77
Table 4.27 Descriptive Statistic Hotel and Restaurant Services..........coccvvevvvverinenne 77
Table 4.28 Descriptive Statistic Cost Of ViSit........cccocveiiiiiiiiie e 78
Table 4.29 Descriptive Statistic Safety and Security .........ccccccvevveiiiiii i, 78
Table 4.30 Descriptive Statistic Hygienic Environment...........c.cccocovvevieeiieecinnennnn. 78
Table 4.31 Descriptive Statistic Administration and Support Service................... 79
Table 4.32 Descriptive Statistic Customer Satisfaction .............cccccovviiciiciicinen 79
Table 4.33 One Sample Kolmogorov — Smirnov TeSt ..........cccevvveieniniiienciene 73
Table 4.34 MulticOlliNEarity TEeSt .....uuviiiiiiiii i 82
Table 4.35 Multiple Linear Regression Analysis ...........cccceveninieieniniiiciceen 84
Table 4.36 Partial Hypothesis TeStING .....ccvoiveiieiiiiieie e 86
Table 4.37 Simultaneously Hypothesis TeSt.........ccvviiiieiieeiieeiie e cee e 87
Table 4.38 Determination COefficient TeSt..........ccvviiiiiiiiiiice e 88

XVi



LIST OF FIGURES

Figures 1.1 Total Visitors at Mikie Funland During 2016-2021...........ccccccoeniinnnne 5
Figures 2.1 Research Model ...........cccoiiiiiiiiiice e 36
Figures 2.2 Framework of Thinking...........ccccooiiiiii e 39
Figures 4.1 Mikie Funland Structure Organization..............c.ccoceevviineneneiniennnnene 60
Figures 4.2 Histogram Graph .........cccccveieeiieiieieeiie e ve e 80
Figures 4.3 Normal Probability Plot of Regression ...........ccccccoovioiiiiiiiiicicicicnns 81
Figures 4.4 Scatterplot Graph ..o 83

XVii



LIST OF APPENDICES

AppendiX A QUESTIONNAITE .......ccviiiiiie ettt st sre e A-1
Appendix B Pre-Test Tabulation Data ...........c.ccoeiviieiiiiniiiiieeceseeeesee B-1
Appendix C Facilities Validity Test ResUlt .........ccccccooiiiiiniiniieecccee C-1
Appendix C Facilities Reliability Test RESUIL ........cccooviiiiiiiiiiieieeseereee, C-1
Appendix C Services Validity Test RESUIT ....ccvcvvevevieiiiiicic e C-2
Appendix C Services Reliability Test ReSUIt ..........coocoiiiiiiieiiisiiic s C-2
Appendix C Price Validity Test ReSUIt ......c.cccooiiiiiiiiiiiiece e C-3
Appendix C Price Reliability Test ResUlt ..........cccccviieiie i C-3
Appendix C Safety and Security Validity Test ReSUlt ..........ccoeoveviiieniininiie e C-4
Appendix C Safety and Security Reliability Test Result ...........cccovvniniiiienn C-4
Appendix K Environment Validity Test ReSUlt .......c.ccccocvvivviiieviicieve e C-5
Appendix 12 Environment Reliability Test ReSUlt ..........cccovvviviiiiiic e, C-5
Appendix 13 Administration Services Validity Test Result .........cccccovvveviiivinenns C-6
Appendix 14 Administration Services Reliability TestResult ...........cccccereivrvennne C-6
Appendix 15 Customer Satisfaction Validity Test Result .............cccccceveveeviciienne, C-7
Appendix 16 Customer Satisfaction Reliability Test Result ........c..cccocevceiveverinnne. C-7
Appendix 17 Main Test Data Tabulation ..........cccocovoeiiiiiini e D-1
Appendix 18 Respondent ANSWer FIEQUENCIES .........ccoervreerireveieienine e E-1
Appendix 19 Main TeSt OULPUL.......c.cvviiiire it s e F-1

Xviii



