TABLE OF CONTENTS

page
COVER PAGE
TITLE PAGE
DECLARATION OF AUTHENTICITY OF FINAL PAPER AND
UPLOAD AGREEMENT ..ottt i
APPROVAL PAGE BY FINAL PAPER ADVISOR ......ccccccooiiiiieiieecee, iv
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE .............. \Y
ABSTRAGE IR . ...............cccovvrrceencrnn e M AR A W ................ Vi
ABSTRAK (EEEREL ............cccoovveceerenrieenen s RTRURIEARY ... . ... vii
PREFACE ;. B i, .......................... K (;(COSISIRURRE R 0. ... O ... viil
TABLE OF £ GREERNARSENE ................. A e a0 ... 8. ... IX
LISTaOE BIGURESEEY................ Sy Sy ... 00 0. .. Xiii
IHST'OETABLESTEN .................. WSS S— . S Xiv
ST OFRAPPENLIEGESEN ........0c........ S A ............ RSSO, XiX
CHAPTER I INTRODUCTION
1.1 Background Of the STUAY ..........cccoiiiiiiiiiie e 1
1.2 BroblemEig itatl ol d ey - g P - PR et susdne el s oo 8
1.3 Preblem BT rEtion—mr - W b . . T et g o eeeaeenes 9
1.4 ObjeclIVERETNERESLArCh. . .o cmrrrmm e s aaiie e v ssessessennens 9
1.5 Benefitof The Research ... i s 10
1.5.1 Theoretical Benefit .......c.ccooiiiiiiiiii e 10
1.5.2 Practical Benefit.........cccoiiiiiiiiii e 10
CHAPTER Il LITERATURE REVIEW AND HYPOTHESIS
DEVELOPMENT
2.1 Theoretical Background............ccccooiiiiiiiiiiiic e 12
2.1.1 Hospitality Management ............cccooeiirininiiiienene s 12
2.1.2  Hospitality INAUSEIY ....cooviieieiieeeee e 13

xii



2.2
2.3
2.4
2.5

2.0, LOCATION ettt reeeees 17

2.1.3.1 Definition of LOCAtION.........cccovivriiiiiieii i, 18
2.1.3.2  Selections of LOCALION...........ccoireieiriieiseseese e 19
2.1.3.3 Indicators of LOCAtION .........ccvviiiiiicieieee e, 20
2.1.4 ProduCt DESIGN ......c.coiiiiieiieieieie sttt 21
2.1.4.1 Definition of Product Design ..........ccccoevvevviiieieeieseennan, 21
2.1.4.2 Factors of Product Design ........cccccuevvreenennenensieenieseeneenns 22
2.1.4.3 Indicators of Product Design.........cccccevvevieniieenieesnieesneenne 23
2.1.5ROUAlIGRGRSERVFICE ...............coovvveernere Wi, AEAN ..o 23
2.1.5.1 Definition of Quality of Service.........cccccoceoviiiiiiiniennnnnn, 24
2.1.5.2 Perceptions of Quality of Service ..........cccoevvvevvevcieennenn, 24
2.1.5.3 Indicators of Quality of Service.........cccccooeivriiviiiicieennen, 26
216§ CustfenliEoyaTty ............. N S ... M.l 27
2.1.6.1 Definition of Customer Loyalty..........c.ccccevviieiieiciienenn, 28
2.1.6.2 Factorss of Customer Loyalty .........ccccooeviniiiiiiiiiciennn, 28
2.1.6.3 Indicators of Customer Loyalty ..........ccccceveiiiieeiciieenn, 29
2.1.7 The Effect of Location on Customer Loyalty ..........c.ccocoioviiiiiinnn, 30
2.1.8 The Effect of Product Design on Customer Loyalty............ccccceeeee. 31
2.1.9 The Effect of Quality of Service on Customer Loyalty.................... 31

2.1.10 The Effect of Location, Product Design, and Quality of Service on

ST T 1 M) e e oA 32
Previous RESEAICH ..ot 32
Hypothesis DeVEIOPMENT..........cccviiiieiiere e 35
RESEArCH IMOUEN ... 36
Framework of ThinKING .......ccccoeiiiiiiiiecie e 37

CHAPTER Il RESEARCH METHODOLOGY

3.1
3.2

RESEAICN DESIGN ...ttt 38
Population and SAmMPIE ........cooiiiiie e 39

xiii



3.3
3.4

3.5

Data ColEeCtion METNOM. ... ...t 40

Operational Variable Definition and Variable Measurement....................... 42
3.4.1 Operational Definition .........cccccviiieiiiiiiieieee e 42
3.4.2 Variable MeasuremMent .........cccoeuerieiinieiieseeie e 45
Data AnalysiS Method ..........cooiiiiiiiiee e 45
3.5.1 Test of Research INStrumMeNt ..........ccovvieiiiiieie e 46
3.5.2 DeSCriptive STatiIStICS .....c.eeiveiiiiiiiiiiiisieiee e 48
3.5.3 Classical ASSUMPLION TEST .....ccoiiiiririiiieieieiiesie e 51
3.5.4 Multiple Linear Regression ANalysiS..........ccccceivveieiiiervesesireseennenn, 53
3.5.5 HypPOthesis TESL.......ccccvieeiiee e 54

CHAPTER IV RESEARCH RESULT AND DISCUSSION

4.1

4.2

General View Of Madam Souvenir, Medan ...........ccccoceveininineineneieennes 56
4.1.1 Brief OVEIVIBW. .......coooieeeeiiriesine st it seesese s e se s s seese e seeesannens 56
4.1.2 Vision and MISSION .....c.cooueiiiiiiiiiniiieniisieeeie e 57
4.1.3 Organizational SIrUCIUIE ..........cceiieiieieceece e 57
Resealich Result . - . » DR ............. R e 0N 59
4.2.1 Testof Research INStrumMent .............coovvireniiieieie e, 59
A% 1 Validit Test 2 [ ... ... 59
442307 —Relhrabiiiby- st A W . N . i~ NNNNN ... 62
4.2. 2% DesCrptive-SEAISTICS s rmmimre -y e e e s sl v esessessessnans 62
4.2.2.1 Characteristics of ReSPONdents ..........ccocevererierenenieieennen, 63
4.2.2.2 Explanation of Respondents on Research Variables.......... 64

4.2.2.3 Mean, Median, Mode, Standard Deviation and Variance..86

4.2.3 Classical ASSUMPLION TESt......c.coviiriririririeiee e, 98
4.2.3.1 NOrmality TSt ....ccveviiiiieiie e 98
4.2.3.2 Multicollinearity TeSt.........cccouvrrrriiriieieneneeeseeeens 100
4.2.3.3 HeteroscedastiCity TeSt.........ccovvrrrereneieni e 101
4.2.3.4 Multiple Linear Regression Analysis........cccccccevvvviieeninnne 103

xii



4.2.4 HYPOINESIS TESL......oitiiiiiiiieieie e 105

A.2.4.1  TABSE .ot 105
B.2.4.2  FABSt...iieee e 106
4.2.4.3 Coefficient of Determination .............ccccooevvvniiiinieiennenn 107
4.3 DISCUSSION.....eviitinietistet ettt sttt bbb n e 108

CHAPTERYV CONCLUSION

5.1  ConClUS G o B N . ...eeeeeeeeenennnes 112
5.2 RecOMMENTALION .....ooeeeeeee e 113
REFER EN G S e ......ooooeeeeeerrrrreeeeeeee o ... 115

xiii



Figure 1.1
Figure 1.2

Figure 1.3
Figure 2.1
Figure 2.2
Figure 4.1
Figure 4.2
Figure 4.3
Figure 4.4

LIST OF FIGURES

page
Location of Madam SOUVENIT ......c.ccocvuveiiiiiiiie e 4
Product Design of Madam SOUVENIT...........ccceeeiiiieieneseseeeeee 6
Quality of Service of Madam SOUVENIT.........ccccceevevieevecieceese e, 7
Research Model ..o 36
ERRIENVOHKCOT Tiin Kimg. o S St i ... 37
Organizational StrUCTUIE..........covveiieeiie e 57
Histogram of Normality TeSt..........ccooeriiiiiiiiiiiiicice e 99
P-P Plot of NOrmality Test .......cccoeiiiiiiiiiicieese e 100
ScatterplotGraph ................ LSRR El .. 102

xii



Table 1.1
Table 1.2

Table 1.3
Table 1.4
Table 1.5
Table 3.1
Table 3.2
Table 3.3
Table 3.4
Table 3.5
Table 4.1
Table 4.2
Table 4.3
Table 4.1
Table 4.5

Table 4.6
Table 4.7
Table 4.8
Table 4.9
Table 4.10

Table 4.11

Table 4.12

LIST OF TABLES

page
Number of Transactions Per YEar..........ccocuuvveeerererenene e, 3
Preliminary Study: LOCALION .........ccceiiiiiiiieieicee e 4
Preliminary Study: Product DeSign ..........ccceveevviieiiiese e, 5
Preliminary Study: Quality of SErVICe.........cccovveeiiiieni e, 6
Member of Customer at Madam Souvenir, Medan ...........c.ccoceeveenen. 8
Operational Variable — Location (X1) .......cccccccevveiiiiencieseece e 43
Operational Variable — Product Design (X2) ......ccccovviviiiinninninennn, 43
Operational Variable — Quality of Service (X3).......cccccocevveivriienenn 44
Operational Variable — Customer Loyalty (Y) .....cccooovvininivninniennnnn, 44
Likert Scale 5-point Answer and SCOTe ..........cccoeverereniniiiieiieeens 45
Validity Test of Location (X1) .....ccccvveiieiiiiieiieie e 60
Validity Test of Product Design (X2) .......ccccevererenenieniiniiieieeieenes 60
Validity Test of Quality of Service (X3) .....ccccvvvevviiieiiieie e 61
Validity Test of Customer Loyalty (Y).....cccoooevveieiiieiiciecc e 61

Reliability Test of Location (X1), Product Design (X2), Quality of

Service (X3), and Customer Loyalty (Y)......ccoeveviiiienienieeieneeneenn 62
RESPONUEAtSBENARr .. omimrrr s T e na et aale e oo eseeseeseens 63
2T 18116 (o1 s e 63
Respondents EAUCALION...........ccccveiiiiieiie e 64
Variable X1-Q1 “Madam Souvenir is easy to reach”..........cccecuenee. 65

Variable X1-Q2 “I frequently pass by the location Madam Souvenir

.......................................................................................................... 65
Variable X1-Q3 “I can easily see the location of Madam Souvenir
from @ dIStANCE™ ...oouiiiiieiiie e 66
Variable X1-Q4 “Madam Souvenir’s location is easy to spot by
thOSE WHO PaSS DY .veiieiieiecie e 66

Xiv



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

Table 4.22

Table 4.23

Table 4.24

Table 4.25

Table 4.26

Variable X1-Q5 “There is a normal traffic flow on my way to
Madam SOUVENIT™ ....cciiiiiiiie et 67
Variable X1-Q6 “The ways to Madam Souvenir have relatively good
TEATTIC™ e ————— 68
Variable X1-Q7 “Madam Souvenir is located in area that is
CONAUCIVE TOF ANY VISTEOTS™ ....eevveuvieiieiiesiesiieieeie et 68
Variable X1-Q8 “I feel safe to visit the area where Madam Souvenir
AelGERted .. T e i e ) e, 69
Variable X2-Q1 “I feel delighted with how Madam Souvenir display
ChEIBPIOAUELS™ . ............ccovveveerrrernnnn RO L e 69
Variable X2-Q2 “The products displayed at Madam Souvenir has
poodimedelFimn ... .......... ¢ A B B 70
Variable X2-Q3 “Madam Souvenir has an interesting design for
ProdugiE ... XU A ............. . A0 71
Variable X2-Q4 “Madam Souvenir always has the products designed
uniquely’” . SR ... . 5 D ............. ... f el ... 71
Variable X2-Q5 “The products offered at Madam Souvenir has
MUltiple deSIgS ., Lo, . ARG, R L. ccclai il ... 72
Variable X2-Q6 “There are many designs of products for customers
to choose from at Madam SOUVENII™ .........ccccovieinineneeneneees 72
Variable X2-Q7 “Madam Souvenir always updates its product
AESIGN" e 73
Variable X2-Q8 “Madam Souvenir always has new design of
products offered t0 CUSTOMErS” .........ccoviiririeiee e, 74
Variable X3-Q1 “Madam Souvenir’s employees are always well
UNTFOMMEA™ ... 75
Variable X3-Q2 “There is adequate waiting area for customers at

MaAAAM SOUVENIE .ottt ee e e e e e e e eeeeeeeeeees 75

XV



Table 4.27

Table 4.28

Table 4.29

Table 4.30

Table 4.31

Table 4.32

Table 4.33

Table 4.34

Table 4.35

Table 4.36

Table 4.37

Table 4.38

Table 4.39

Table 4.40

Variable X3-Q3 “Madam Souvenir has consistently good service for
CUSTOIMETS” ..ttt ettt e e 76
Variable X3-Q4 “Madam Souvenir is always good in fulfilling
CUSTOMEI’S TEQUESTS ...t 76
Variable X3-Q5 “Madam Souvenir’s employees are quick in serving
CUSTOMIBIS™ .t e ittt ettt e e nne e e 77
Variable X3-Q6 “Madam Souvenir’s employees are always stand by
to take any order or requests from CuStOMErs” ........cc.ccoceevvvruerveeenns 77
Variable X3-Q7 “I am certain that Madam Souvenir’s employees can
always deliver My reqUESES” .......ccveieeieeie et 78
Variable X3-Q8 “I feel secured in buying Madam Souvenir’s
ProGUCesEmu . ............ S SERA N ..o R 79
Variable X3-Q9 “Madam Souvenir is willing to compromise for
meeting CUSOMETS’ TEQUESES™ .....vvivriieerrieriseesreeee e 79
Variable X3-Q10 “The employees of Madam Souvenir are willing to
help addressing customers’ concern upon making transactions” ....80
Variable Y-Q1 “I would surely revisit and purchase from Madam
Souvenir again in frequent basis” ..........cccccevveieiie e 81
Variable Y-Q2 “I would regularly purchase again from Madam
SOEVENIE . ... commrrree s e v MOl . . eaaas 81
Variable Y-Q3 “I would love to try any varieties of products offered
Dy Madam SOUVENIT ..o, 82
Variable Y-Q4 “I would surely buy any new products offered by
Madam SOUVENIT .......ceiiieeeie e sre e enes 83
Variable Y-Q5 “I would recommend Madam Souvenir to my
relatives and COlleagUES™ ........oooveiiiiiie i 83

Variable Y-Q6 “I will surely suggest anybody to visit and purchase
from Madam SOUVENIF .......c..covviiieiieccee e 84

XVi



Table 4.41

Table 4.42

Table 4.43

Table 4.44
Table 4.45

Table 4.46

Table 4.47
Table 4.48

Table 4.49

Table 4.50
Table 4.51

Table 4.52

Table 4.53
Table 4.54

Table 4.55

Variable Y-Q7 “Madam Souvenir would be the only place | would
PUICNASE TrOM” ...t 84
Variable Y-Q8 “I would always prefer Madam Souvenir to other
similar vendors who have similar offerings”............cccoovoninieienn, 85

Mean, Median, Mode, Standard Deviation, Variance for Location

The Interval Class for Location (X1).......ccccceviveieiienieieseene e 87
Total Mean, Median, Mode, Standard Deviation, Variance for
Location Variable (X1) .....cceeeereneeieieieee e 88
Mean, Median, Mode, Standard Deviation, Variance for Product
DESICRRCSZINN. ....................... i CC————— . L% ....... 89
The Interval Class for Product Design (X2) .......ccccoceveniininiininnieennn. 90
Total Mean, Median, Mode, Standard Deviation, Variance for
Product DeSIGN (X2) ...ecveieeeiiieiesieenie e siee e siee e sne e ssee s 90
Mean, Median, Mode, Standard Deviation, Variance for Quality of
Service (XS, ... » T ................ My ... 91
The Interval Class for Quality of Service (X3)......ccocvvviiiiiiiiiiinnnn. 93

Total Mean, Median, Mode, Standard Deviation, VVariance for

OB 1o SR Iaen 960y By My, W Wy, 93
Mean, Median, Mode, Standard Deviation, Variance for Customer

W7 S e e 94
The Interval Class for Customer Loyalty (Y) ....ccoovvrinininiininninennn, 95

Total Mean, Median, Mode, Standard Deviation, VVariance for
CUStOMET LOYAILY (Y) ..o 96

Interval Class for Likert Scale ......oooovveeeeeeee 97

xvii



Table 4.56
Table 4.57
Table 4.58
Table 4.59
Table 4.60
Table 4.61
Table 4.62
Table 4.63
Table 4.64
Table 4.65
Table 4.66

Interval Class per Question for Location (X1) ......ccccevevevvrieeinnnenne. 97
Interval Class per Question for Product Design (X2).........cccocveunnne. 97
Interval Class per Question for Quality of Service (X3) ........cc....... 98
Interval Class per Question for Customer Loyalty (Y).......cccocveneenee. 98
Normality Test One-Sample Kolmogorov-Smirnov Test................. 99
MUItICOIINEANTLY TESE ..ot 101
Gl er L . st st ... . .............concnn 103
Multiple Linear Regression Analysis Test........c.cccvvvveviniieervenne. 104
T B ™ ... O B B 105
GRLCSIEEIEY, . ............coveninnnnnnennnnee o RO .. e 107
Coefficient of Determination ............coovvieieieneie i 108

XViii



LIST OF APPENDICES

Appendix A: Research QUESHIONNAITE..........c.ccveviieiiieeie e A-1
Appendix B: Main Data Tabulation...........ccccooveiieiiiiciece e B-1
APPENdiX C: SPSS OULPUL .....ccvviiiiieieieiee e C-1
Appendix D: ComMPany LELEET ........c.ooiiiiiiiiieieiee s D-1
AppendiX E: TUItin RESUIL...........oooiiiii e E-1

XiX



