
 

 

 

 
 

TABLE OF CONTENTS 

CHAPTER I INTRODUCTION ...................................................................................... 1 

1.1 Background of the Study .................................................................................. 1 

1.2 Problem Limitation ........................................................................................... 9 

1.3 Problem Formulation ....................................................................................... 9 

1.4 Objective of the Research ............................................................................... 10 

1.5 Benefit of the Research ................................................................................... 10 

1.5.1 Theoretical Benefit .................................................................................... 10 

1.5.2 Practical Benefits ...................................................................................... 11 

CHAPTER II LITERATURE REVIEW AND HYPOTESIS DEVELOPMENT ..... 12 

2.1 Theoretical Background ................................................................................. 12 

2.1.1 Price .......................................................................................................... 12 

2.1.1.1 Price Definition ..................................................................................... 12 

2.1.1.2 Factors affecting price ........................................................................... 14 

2.1.1.3 Pricing Goal .......................................................................................... 15 

2.1.1.4 Dimension of Price ................................................................................ 16 

2.1.2 Promotion ................................................................................................ 17 

2.1.2.1 Definition of Promotion ........................................................................ 17 

2.1.2.2 Type of Promotion ................................................................................ 18 

2.1.2.3 Strategy of Promotion ........................................................................... 19 

2.1.2.3 Dimension of Promotion ....................................................................... 22 

2.1.3 Service Quality ........................................................................................ 23 

2.1.3.1 Definition of Service Quality ................................................................ 23 

2.1.3.2 Measuring Service Quality .................................................................... 24 

2.1.3.3 Dimension of Service Quality ............................................................... 25 

2.1.4 Customer Satisfaction ............................................................................. 27 

2.1.4.1 Definition of Customer Satisfaction ...................................................... 27 

2.1.4.2 Factors Affecting Customer Satisfaction .............................................. 28 

2.1.4.3 Optimize Customer Satisfaction ........................................................... 30 

2.1.4.3 Dimension of Customer Satisfaction .................................................... 32 

 

 

 

 

xi 
 

 

 

 

 

 
 
 

 

 

x 



 

x 

 

 

2.1.4.4 The Influence of Price, Promotion and Service Quality towards 

Customer Satisfaction ........................................................................................... 32 

2.2 Previous Research ........................................................................................... 35 

2.3 Hypothesis Development ................................................................................ 36 

2.4 Research Model ............................................................................................... 38 

2.5 Framework of Thinking ................................................................................. 39 

CHAPTER III RESEARCH METHODOLOGY .......................................................... 40 

3.1 Research Design .............................................................................................. 40 

3.2 Population and Sample ................................................................................... 41 

3.3 Data Collection Method .................................................................................. 43 

3.4 Operational Variable Definition and Variable Measurement ..................... 44 

3.5 Data Analysis Method ..................................................................................... 47 

3.5.1 Research Instrument Test ...................................................................... 47 

3.5.1.1 Validity Test .......................................................................................... 48 

3.5.1.2 Reliability Test ...................................................................................... 48 

3.5.2 Descriptive Statistics ............................................................................... 49 

3.5.3 Classical Assumption Test ...................................................................... 52 

3.5.4 Multiple Linear Regression Analysis ..................................................... 54 

3.5.5 Hypothesis Testing .................................................................................. 55 

3.5.5.1 T-test ..................................................................................................... 55 

3.5.5.2 F-test ......................................................................................................... 56 

3.5.6 Coefficient of Determination .................................................................. 56 

CHAPTER IV RESEARCH RESULT AND DISCUSSION ........................................ 57 

4.1 General Overview ............................................................................................ 57 

4.1.1 Company Overview .................................................................................. 57 

4.1.2 Vision and Mission ................................................................................... 58 

4.1.3 Organizational Structure ........................................................................... 59 

4.2 Research Result ............................................................................................... 60 

4.2.1 Research Instrument Test Result ........................................................... 60 

4.2.1.1 Validity Test .......................................................................................... 60 

4.2.1.2 Reliability Test ...................................................................................... 63 

4.2.2 Descriptive Statistic ................................................................................. 63 

4.2.2.1 Respondent Characteristic ..................................................................... 64 

4.2.3 Classical Assumption Test ...................................................................... 90 

4.2.3.1 Normality Test ...................................................................................... 90 

 

 

 

 
 

xii 



 

x 

 

 

4.2.3.2 Heteroscedasticity Test .......................................................................... 92 

4.2.3.3 Multicollinearity Test ............................................................................ 93 

4.2.4 Multiple Linear Regression Analysis ..................................................... 94 

4.2.5 Hypothesis Testing .................................................................................. 95 

4.2.5.1 T-Test .................................................................................................... 95 

4.2.2.5 F-Test .................................................................................................... 97 

4.2.6 Coefficient of Determinant (Adjusted R Square) .................................. 98 

4.3 Discussion......................................................................................................... 98 

CHAPTER V CONCLUSION ..................................................................................... 105 

5.1 Conclusion ..................................................................................................... 105 

5.2 Recommendation ........................................................................................... 106 

REFERENCES .............................................................................................................. 110 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

xiii 



LIST OF FIGURES 

xiv 

 

 

 
 

Figure 1.1 Kebun coffee shop ................................................................................ 2 

Figure 1.2 Instagram Highlight Promo of Kebun coffee shop ............................... 5 

Figure 2.1 Research Model ................................................................................... 38 

Figure 4.1 Kebun coffee shop, Medan .................................................................. 57 

Figure 4.2 Organizational Structure ...................................................................... 59 

Figure 4.3 Normality Test Histogram ................................................................... 91 

Figure 4.4 P-P Plot of Normality Test ................................................................... 91 

Figure 4.5 Scatter Plot of Heteroscedasticity Test ................................................ 93 



LIST OF TABLES 

xv 

 

 

 
Table 1.1 Negative Responses of Price in Kebun coffee shop ............................... 4 

Table 1.2 Comparison of Price between Kebun coffee shop and other shop ......... 4 

Table 1.3 Total sales of Kebun Coffee Shop for 10 Months .................................. 5 

Table 1.4 Responses of Service Quality at Kebun coffee shop .............................. 7 

Table 2.1 Previous Research ................................................................................. 35 

Table 3.1 Likert Scale ........................................................................................... 44 

Table 3.2 Operational Variable of Price (X1) ....................................................... 45 

Table 3.3 Operational Variable of Promotion (X2) ............................................... 46 

Table 3.4 Operational Variable of Service Quality (X3) ....................................... 46 

Table 3.5 Operational Variable of Customer Satisfaction (Y) .............................. 46 

Table 4.1 Validity Test of Price (X1) .................................................................... 61 

Table 4.2 Validity Test of Promotion (X2) ........................................................... 61 

Table 4.3 Validity Test of Service Quality (X3) ................................................... 62 

Table 4.4 Validity Test of Customer Satisfaction (Y) ........................................... 62 

Table 4.5 Reliability Test Result (Y) .................................................................... 63 

Table 4.6 Respondents’ Gender ............................................................................ 64 

Table 4.7 Age of Respondents .............................................................................. 64 

Table 4.8 Income of Respondents ......................................................................... 65 

Table 4.9 Variable X1 Question 1.1 “The food and drinks offered by the 

restaurant are affordable” ...................................................................................... 66 

Table 4.10 Variable X1 Question 1.2 “The Food and Drink offered are worth my 

income” ................................................................................................................. 66 

Table 4.11 Variable X1 Question 1.3 “The Quality of the service provided is 

comparable to the menu price” .............................................................................. 67 

Table 4.12 Variable X1 Question 1.4 “Restaurant price reflect the quality of 

service” .................................................................................................................. 67 

Table 4.13 Variable X1 Question 1.5 “The product obtained is comparable to the 

price offered” ......................................................................................................... 68 

Table 4.14 Variable X1 Question 1.6 “The quality of the product obtained is 

comparable to the price offered” ........................................................................... 68 



xvi 

 

 

 

 

Table 4.15 Variable X1 Question 1.7 “Price for the same products is not much 

different from other restaurants” ........................................................................... 69 

Table 4.16 Variable X1 Question 1.8 “Restaurant price are comparable to other 

restaurant” ............................................................................................................. 69 

Table 4.17 Variable X2 Question 2.1 “I get enough information from Kebun 

coffee shop” ........................................................................................................... 70 

Table 4.18 Variable X2 Question 2.2 “I have seen advertisements/promotions 

carried out by third parties (e.g., Makanmana, Kulinertopui)” ............................. 70 

Table 4.19 Variable X2 Question 2.3 “Promotions (e.g., discounts, free gifts) 

attract my attention to make a purchase” .............................................................. 71 

Table 4.20 Variable X2 Question 2.4 “Promotions (e.g., discounts, free gifts) 

trigger me to buy more” ........................................................................................ 71 

Table 4.21 Variable X2 Question 2.5 “I have good and Positive impression of this 

coffee shop” ........................................................................................................... 72 

Table 4.22 Variable X2 Question 2.6 “Kebun coffee shop trying to maintain a 

good relationship with customer” ......................................................................... 72 

Table 4.23 Variable X2 Question 2.7 “I have a strong bond/relationship with 

Kebun coffee shop” ............................................................................................... 73 

Table 4.24 Variable X2 Question 2.8 “Kebun coffee shop has a platform to 

provide feedback” ................................................................................................. 73 

Table 4.25 Variable X2 Question 2.9 “I can freely give feedback to Kebun coffee 

shop” ..................................................................................................................... 74 

Table 4.26 Variable X3 Question 3.1 “Appearance of employees are presentable” 

...............................................................................................................................74 

Table 4.27 Variable X3 Question 3.2 “Coffee shop building and interior is 

attractive” .............................................................................................................. 75 

Table 4.28 Variable X3 Question 3.3 “The food serving is not taken too long or 

on time” ................................................................................................................. 75 

Table 4.29 Variable X3 Question 3.4 “Employees desiring to solver problem that 

occur” .................................................................................................................... 76 



xvii 

 

 

Table 4.30 Variable X3 Question 3.5 “Employees respond to my call right away” 

...............................................................................................................................77 

Table 4.31 Variable X3 Question 3.6 “Employee are always ready to help or do 

customer request” .................................................................................................. 77 

Table 4.32 Variable X3 Question 3.7 “During my visit, employees are polite and 

make me feel safe” ................................................................................................ 78 

Table 4.33 Variable X3 Question 3.8 “Employees understand the product and can 

answer question being asked” ............................................................................... 78 

Table 4.34 Variable X3 Question 3.9 “Employees understand my needs” ........... 79 

Table 4.35 Variable X3 Question 3.10 “Employee give me attention as customer” 

...............................................................................................................................79 

Table 4.36 Variable X4 Question 4.1 “I am satisfied with the food and drinks 

served”................................................................................................................... 80 

Table 4.37 Variable X4 Question 4.2 “Kedai Kebun café food and drinks can 

meet my needs” ...................................................................................................... 81 

Table 4.38 Variable X4 Question 4.3 “I feel happy with the service provided” 

...............................................................................................................................81 

Table 4.39 Variable X4 Question 4.4 “Food, drinks and service beyond my 

expectation”........................................................................................................... 82 

Table 4.40 Variable X4 Question 4.5 “My complaint was well resolved by Kebun 

coffee shop” ........................................................................................................... 82 

Table 4.41 Variable X4 Question 4.6 “I am satisfied with the solution from Kedai 

Kebun café from the complaint I submitted” ........................................................ 83 

Table 4.42 Interval Class of Mean, Median, Mode, Standard Deviation and 

Variance ................................................................................................................ 84 

Table 4.43 Mean, Median, Mode, Standard Deviation and Variance of Price (X1) 

...............................................................................................................................84 

Table 4.44 Class of Price (X1) Statement ............................................................. 85 

Table 4.45 Mean, Median, Mode, Standard Deviation and Variance of Promotion 

(X2) ....................................................................................................................... 86 

Table 4.46 Class of Promotion (X2) Statement .................................................... 86 



xviii 

 

 

Table 4.47 Mean, Median, Mode, Standard Deviation and Variance of Service 

Quality (X3) .......................................................................................................... 87 

Table 4.48 Class of Service Quality (X3) Statement ............................................ 88 

Table 4.49 Mean, Median, Mode, Standard Deviation and Variance of Customer 

Satisfaction (Y) ..................................................................................................... 89 

Table 4.50 Class of Customer Satisfaction (Y) Statement .................................... 89 

Table 4.51 Normality Test .................................................................................... 90 

Table 4.52 Heteroscedasticity Test ....................................................................... 92 

Table 4.53 Multicollinearity Test .......................................................................... 93 

Table 4.54 Multiple Linear Regression Analysis .................................................. 94 

Table 4.55 T-Test of Price ..................................................................................... 95 

Table 4.56 T-Test of Promotion ............................................................................ 96 

Table 4.57 T-Test of Service Quality .................................................................... 96 

Table 4.58 F-Test ................................................................................................. 97 

Table 4.59 Coefficient of Determinant ................................................................. 98 



xi 

 

 

 

LIST OF APPENDICES 

 
 

APPENDIX A: Kebun Coffeeshop Permission letter ......................................... A-1 

 
APPENDIX B: Questionnaires (Google Form) .................................................. B-1 

 
APPENDIX C: Previous Research...................................................................... C-1 

 
APPENDIX D: Respondent Answers on Main Test Questionnaire (Pre-Test) .. D-1 

APPENDIX E: Respondent Answers on Main Test Questionnaire.................... E-1 

APPENDIX F: SPSS Output............................................................................... F-1 

APPENDIX G: T-Test Table .............................................................................. G-1 

 
APPENDIX H: F-Test Table .............................................................................. H-1 


