TABLE OF CONTENTS

COVER PAGE

TITLE PAGE

DECLARATION OF AUTHENTICITY OF FINAL PAPER AND UPLOAD
AGREEMENT ..o I
APPROVAL PAGE BY FINAL PAPER ADVISOR........ccccccooiiiiiiiienieie Y%
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE.............. %
ABSTRAG e irnene e i o IR B e Vi
ABSTRAK S, ...............ceeeeeeeeeeeneen sl N AARRARORNCOO e iMoo vii
PREFACE B QO ... cceccoeeeeeeene o NURRRRNOS RN oo oo viii
TABLE OF CONUERISE . ................. ..ol X
LIST O EIGUHESSES............... S S ——y. . B0 ... XV
LUSIEQEWABLESTE ................. XESSS"— W— ... RS . XVi
INSTFOE APPENDICESER" .. -........... Y. A ... 0ol XVii

CHAPTERII INTRODUCTION

1.1.  Background of the StUY........ccccoeiieiiiiiicceee e 1
1.2. B Problem Eimitationommre s i, e i e veveverene 5
1.3. ProblemiFormtlatiOn o e T B e e enesennnnns 5
1.4.  Objective of the ReSearch ........cccocociiiiiiiii e 6
1.5.  Benefit Of the RESEAICH ......eeeeeeieeeee e eeeneeeneennenee 6

1.5.1. Theoretical BENeTit.....cooooveeeeeee 6

1.5.2. Practical Benefit......oooovieeeie 7

CHAPTER I LITERATURE REVIEW AND HYPOTHESIS

DEVELOPMENT
2.1  Theoretical Background...........cccccoeiiiiiiiiii e 8
2.1.1 Hospitality Management .............ccccoovveeieiiiieiieeseeessees e 8



2.2
2.3
2.4
2.5

2.1.2  Employment OppOortUNItIes.........cccooiieirinnicceiesseeeesisse s 8

2.1.3  Price Perceived ThEOIY ... 9
2.1.3.1. Definition of Price Perceived ..........ccocovvreieieninnnnnns 9
2.1.3.2. Goals of Price Perceived............ccoovvrvnrnnencsnnnnnenn, 10
2.1.3.3. Strategy of Price Perceived...........cccocevvivienciiinnnnn. 11
2.1.3.4. Indicators of Price Perceived.........cc.ccoovrvrnvnvnnnnnn. 14
2.1.4  Service Quality ThEOIY......cccccceeiiiiiiceiie s 14
2.1.4.1. Definition of Service Quality ..........c.ccceevverivriieernnnn, 14
2.1.4.2. Factors That Support of Service Quality .................... 15
2.1.4.3. Benefits of Service Quality...........cccoeviiiiiiiiiinnnnnn. 16
2.1.4.4. Indicator of Service Quality ..........ccccoveviiiieiiieieiienne. 18
2.1.5 Customer Loyalty ThEOIY ... 19
2.1.5.1. Definition of Customer Loyalty ..........ccccoceririrnnnene 19
2.1.5.2. Nature of Customer Loyalty.........ccccceeevvreriiiinnnnn 20
2.1.5.3. Stages of Customer Loyalty ..........ccccoeveiiieiiieiennnne. 20
2.1.5.4. Indicators of Customer Loyalty.........c.cccovvevvevneinnnnn. 22
2.1.6 Customer Satisfaction ThEOIY ........cccceeirnirieneieees s 23
2.1.6.1. Definition of Customer Satisfaction.................c......... 23
2.1.6.2. Benefits of Increased Customer Satisfaction.............. 24
2.1.6.3. Service Benefits of Customer Satisfaction................. 24
2.1.6.4. Indicator of Customer Satisfaction...........ccc.ccecuvruenee. 26
2.1.7 The Influence of Price Perceived on Customer Loyalty................. 27
2.18  The Influence of Service Quality on Customer Loyalty................. 27
2.1.9 The Influence of Customer Loyalty on Customer Satisfaction...... 28
Previous RESEAICH .......cvviieiicc e 28
Hypothesis DeVEIOPMENT ...........cocviiiiiiiieee e 29
Research MOodel..........coouoiiii s 30
Framework of ThiNKING .......cccoiiiiiiiii e 31

Xi



CHAPTER Il RESEARCH METHODOLOGY

3.1
3.2

3.3.
3.4.
3.5.

3.6.

3.7.
3.8.
3.9.

RESEAICN DESIGN ...ttt 32
Population and SAMPIE........ccocveiieiiee e 33
3.2.1. POPUIALION ...cvviiie e 33
3.2.2. SAMPIE ..o 33
Data Collection Method ..........c.ooviiiiiiiiee e 34
Operational Variable Definition and Variable Measurement ................... 34
Research INSIrUMENt TESL..........cuvviiveeneeieenreieisesesesinssneedoesssesensressnssessnnns 39
3.5 NNVENAIYETLEST. ... P S . 39
3.5.2. WRENABIMIAMEST ...........oocvvereernerrnrn O A, ... 40
3.5.3. DeSCriptiVe StatiStiCS........ccieeeeeiieieieieieie s st sseenenas 40
Classical ASSUMPLION TESES ....cveiueeiireieiieieeie e 41
3.6.1. NOIMAKILY TESE.....oiieeereiiiieeeee b 41
3.6.2. HeteroscedastiCity TeSE........couviviiireriri e s 43
3.6.3. Multicolingarity TeSt.......ccccceieiiiiiieieeeee e 44
3.6.4.  LINEAILY TS ...cciiuiiririeieieieiei sttt 44
Multiple Lienar Regression ANalysiS..........ccccevveiveiiieiieieciie e 44
Coefficient-Ol-DeteTmiRaian -« mil W . N I,/ chiaisastaa il ... 45
)Y T L R e it e R 46
K e o S e e A AU 47
302, FrT ST 47
3.9.3. SODEI TESL ... 48

CHAPTER IV RESEARCH RESULT AND DISCUSSION

4.1.

General View of Research ODJecCt ...t 49

4.1.1. Research ODJECt VIBW .......ccccoviiiiiriiinieeessnee e 50

Xii



4.2.

4.3.

RESEAICN RESUIL ... ..o, 50

4.2.1. DeSCriptive STAISTICS. .......cvuriririiieirieiiees s 51
4.2.2. Result of Data Quality TeStiNg........ccccceveeieriririiisieieeseeeeeeeae 54
4.2.2.1. Validity TeSt.....ccccoiiieiecie e 54
4.2.2.2. Reliability TeSt.....cccooeiiiiiiiiiiiieeeeee e 56
4.2.2.3. Classical Assumption Test (Normality Test).................. 57
4.2.2.4. Multicollinearity Test.........ccccocvrairnmniusbeerernreeenesnecerenens 62
4.2.2.5. HeteroscedastiCity TeSt........ccccovvvivriiiiiiriiiiiieee e 64
4.2.2.6. LINEAINTLY TESE ....oiuiviriririiieieisiiesieeiei s 65
4.2.3. Result of Hypothesis TeStING.........cccouvrriiriiiiiineeiieceeieeeene 68
4.2.3.1. Multiple Linear Regression Analysis............c.c.ccccoeeveunes 68
4.2.3.2. Hypothesis Test (Partial)...........c.cccoovvviiiieecciccenes 70
4.2.3.3. Hypothesis Test (Simultaneously)...........cccocoeviniinnnnn. 72
4.2.3.4. Coefficient of Determination ..........cccovevvivniniinecnnnnn. 73
N R TCTo o1-] I I-Eo0 M 00— 74
DISCUSSIONTN: - o oy o ol T - T e MR e el . ... 75
4.3.1. Influence of Price Perceived Toward Customer Satisfaction......... 75
4.3.2. Influence of Service Quality Toward Customer Satisfaction......... 75
4.3.3. Influence of Price Perceived Toward Customer Satisfaction......... 76
4.3.4. Influence of Service Quality Toward Customer Loyalty................ 76
4.3.5. Influence of Price Perceived and Service Quality Toward Customer

4.3.6.

SIS ACTION ...ttt ettt e e s ee et e e e et e et e st e steesteeeraeaneeens 77

Influence of Price Perceived and Service Quality, and Customer

Satisfaction Toward Customer Loyalty.........c..cccccoevvvieviiiicciiinnnns 77

Xiii



CHAPTER V CONCLUSION AND RECOMMENDATION

5.1. CONCIUSION......ouiiiiiiciiie e
5.2. RECOMMENTALION. ...t
5.3. Managerial IMPliCAtIONS..........ccccvveiieiiceiiere e

Xiv



LIST OF FIGURES

Figure 1.1 Review from Social Media..........cccovviieieeieiie e 4
Figure 2.1 Theoretical FrameworkK...........coiiiiiiiiiiece s 30
Figure 2.2 Framework of ThinKiNg.........cccooiiiiiiiiiiinceeeeeee e 31
Figure 4.1 SiX 10 9 EXIEIION....cviiieiice et 50
Figure 4.2 SIX 10 9 INTEIIOT .....cviiiicieciicecie e 50
Figure 4.3 Histogram Graph .......ccoceoiiiieiiiiesieiesis et 58
Figure 4.4 HIiStogram Graph ... 59
Figure 4.5 Normal Probability Plot of Regression..........c.ccccovveieiviiieevesiieseenns 60
Figure 4.6 Normal Probability Plot of Regression............cccccovveiieivicieciieiieseenns 61
Figure 4.7 Scatterplot Graph ... 64
Figure 4.8 Scatterplot Graph...............co.o i e 65

XV



Table 2.1
Table 3.1
Table 3.2
Table 3.3
Table 3.4
Table 4.1
Table 4.2
Table 4.3
Table 4.4

Table 4.5
Table 4.6
Table 4.7
Table 4.8
Table 4.9
Table 4.10
Table 4.11
Table 4.12
Table 4.13
Table 4.14
Table 4.15
Table 4.16
Table 4.17
Table 4.18

Table 4.19

Table 4.20
Table 4.21

LIST OF TABLES

Previous ReSearch .........ccccoviviiienese e 28
Operational Variable (X1) ..o 35
Operational Variable (X2) ...ccccoovveriiiieneiseseeee e 36
Operational Variable (Y) ....cocovveieiieiiec e 37
Operational Variable (Y) ... 38
Respondent Identify Based on Gender..........cccccvveveviveverenenne. 51
Respondent Identify Based on Age.......ccccevvvvevivvieevvesiveenen. 51
Respondent Identify Based on Live in Medan ....................... 52

Respondent Identify Based on Visit and Consume Food at Six
to 9 Café Medan at Least Twice a Week in On e Year Ago .. 52

Mean, Median and Mode.............ccoovviiiniiniienene s 53
Result of Price Perceived Variable Validity Testing.............. 54
Result of Service Quality Variable Validity Testing.............. 54

Result of Customer Satisfaction Variable Validity Testing ... 55
Result of Customer Loyalty Variable ReliabilityTesting....... 56
Result of Price Perceived Variable ReliabilityTesting........... 56
Result of Service Quality Variable ReliabilityTesting........... 57
Result of Customer Satisfaction Variable ReliabilityTesting 57
Result of Customer Loyalty Variable ReliabilityTesting....... 57

One-Sample Kolmogorov-Smirnov Test..........ccceevvevieennene. 61
One-Sample Kolmogorov-Smirnov TesSt.........ccccevvrenenenens 62
Multicollinearity TeSt........ccoviiririniririeee e 63
Multicollinearity TeSt........ccccvviieiieiieicceece e 63
Price Perceived Toward Customer Satisfaction Linearity Test
................................................................................................ 66
Service Quality Toward Customer Satisfaction Linearity Test
................................................................................................ 66

Price Perceived Toward Customer Loyalty Linearity Test.... 67

Service Quality Toward Customer Loyalty Linearity Test.... 67

XVi



Table 4.22

Table 4.23
Table 4.24
Table 4.25
Table 4.26
Table 4.27
Table 4.28
Table 4.29
Table 4.30
Table 4.31

Customer Satisfaction Toward Customer Loyalty Linearity

TS e 68
Multiple Linear Regression AnalysisS.........ccccocevveveiivennennnns 68
Multiple Linear Regression AnalysiS.........ccccoeeviveveiieneennnns 69
Partial Hyphotesis TeStiNg........cccocvreririniniieieiec s 70
Partial Hyphotesis TeSting.......ccccovvvririninieieiecc e 71
Simultaneously Hyphotesis Testing .........ccccevvevviveerveriecnnnn, 72
Simultaneously Hyphotesis Testing .........ccccccvveverieereenieennn 73
Determination Coefficient TeSt.........ccoovvvierenenenesereeiee 73
Determination Coefficient TeSt.........ccooviviiiiiiiinesirece 74
SOREITEST ..........ccovvvirrrer e il e 74

xvii



LIST OF APPENDICES

APPENDIX A: RESEARCH QUESTIONNAIRE........cooooiiiiii, A-1
APPENDIX B: PRE-TEST DATA TABULATION .....cccoiiiiiiiiiccccn B-1
APPENDIX C: VALIDITY AND RELIABILITY TEST RESULT .................. C-1
APPENDIX D: FULL DATA SAMPLING TABULATION.......cccocviiiiiiienn, D-1
APPENDIX E: MAIN TEST OUTPUT ....oooiiiiiiiiiiiii e E-1

Xviii



