TABLE OF CONTENT

COVER PAGE

TITLE PAGE

DECLARATION OF AUTHENTICITY OF FINAL PAPER ANDUPLOAD
AGREEMENT ..o i
APPROVAL PAGE BY FINAL PAPER ADVISOR .........cccccoiiiiiiniiineee, v
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE.............. vi
ABSTRAC RIS, ... g .. eeeeeer g e I G B e vii
ABSTRAK I, ...« eceeeeeeeeeeeeeneenerraees s ARONRIREAMRR AN o W e eee e viii
TABEE OF GONMENEES:.....................cocco oo RN oo T ee e Xi
TABLE:OF RIESEIRIESSE, ...................... S S S ... e Xii
LIS T OF T AD [SSEuuu,............... . S A0 W .20 enee . oo XV
LUSTEOF APPEREBIEIESER ................. 0 e ... B ut.cisneea . XVii

CHAPTER | INTRODUCTION

1.1  Background of the STUY .........ccccoiiiiiiiiiii e 1
1.2 Problem Limitation .......cccoooiieiiiiiiice e 7
1.3 Problem FOrmulation...........coooiieiiiiiie e 7
1.4% Objective of theResearel. L /. A S, . . ot vazhaal?. ... 8
1.5 “BeneliFO-hReseareh . fo7 S S B I e 8

1.5 —Fheoretical-Benefilemmr. ot R ... 8

12—tk Baie e e T .. 8

CHAPTER II LITERATURE REVIEW AND HYPOTHESIS
DEVELOPMENT

2.1 Theoretical BaCKground ............cccoiiierinininenisieeeeee e 10
2.1.1  MArKELING .oveeveeieieieee s 10
2.1.2  ENtrepreneurship ..o s 11
2.1.3  Family BUSINESS ......cooviiiiiiiiecic et 11
2.1.4  Customer SatisfaCtion ..........ccccoviiieiiiiiieere e 12
2.1.5  Service QUAlILY ......cccooveiieiieccic e 16

Xi



2.2.

2.2
2.3
2.4

CHAPTER I

2.1.6  Customer LOYalty.......cccccovieiiiieiieis e 23

2.1.7  The Effect of Customer Satisfaction and Service Quality towards

CUSLOMEr LOYAILY ....ccviiieceieiie e 26
Previous RESEAICH .......c.ooviiiiiircee s 26
Hypothesis DeVEIOPMENT ..........ccooiiiiiiieercee e 28
Research Model..........cooiiie e 28
Framework of ThinKing .........cccoiiiiiiiieee s 30

RESEARCH METHODOLOGY

3.1 RESEAIrCH DESION....coieiiieeie ettt s e re e 31

3.3.  Data Collection Method ..........ccccueiiiiieiiniiiiisi e 32

3.4. Operational Definition and Variable Measurement ...............cccccceevennene 34

3.4.1.  Operational DefiNItioN ..........cccueviiiiiiiieiee e 34

3.5.  Data Analysis Method ..........cccouiiiiiiiiiiiiieee e 37
3.5.1  Research INStrument TSt ........cevviiueieereeieseenieeee e eee e sieaeens 37
3.5.2  DesCriptive StatiStiCS........ccerverierieiiriiiesineeieiee s 39
3.5.3  Classical ASSUMPLION TESt .....ccecivviieiieriisieseerie e sre e sre e 40
3.5.4  Multiple Linear Regression AnalysiS........c.cccceevrvieiveiiesieeseennens 43
3.5.5  Determination TESt........cccieieriereiiiese e 43
3.5.6 HYPOLhESIS TESL.....eeuiiieiciiecie et 44

CHAPTER IV RESEARCH RESULT AND DISCUSSION

4.1  General Review of Research OBJect ... 47
4.1.1  Brief Overview of PT. Giant Transporter Indonesia, Medan...... 47
4.1.2  Organizational structure of PT. Giant Transporter Indonesia,
Medan 48

4.2  ReSEarch RESUIL ..o s 49
4.2.1  Test of Research INStrument...........ccoooveveriinieienin e 49
4.2.2  DesCriptive StatiStICS ......ccuveivieiieeiie e 52
4.2.3 Result of Data Quality TeStiNg........ccccvevieeiiieniiiiiiciie e 66

B I 1~ od 0 (1] o o OSSR 75

Xii



CHAPTER V CONCLUSION
B CONCIUSION. .ottt e e e e e e
5.2 ReCOMMENAALION......oiiieeeeeeeeeee e,

REFERENCES

Xiii



Xiv

LIST OF FIGURES

Figure 2.1 ReSearch Model ... 29
Figure 2.2 Framework of ThinKING........cccooiiiiiiiniiiiiecee e 30
Figure 4. 1 Organizational Structure of PT. Giant Transporter Indonesia, Medan41
Figure 4. 3 HISTOOIamMS......cvoiuieiicicciecite ettt sra e ens 67
Figure 4. 4 NoTREKP=P RIoT: 255 ol 0. SR A ... .................... 68
Figure 4. 5 HeteroSCedastiCity TESt........cceiiiiiiririiiiieiee e 69

Xiv



LIST OF TABLES

Table 3.1 Operational Variable Definition and Variable Measurement................. 35
Table 4. 1 Validity Test of Customer Satisfaction............ccoccvveevvereiieiieniseen, 49
Table 4. 2 Validity of Service QUality ........ccocviieiiiiiiiiiiee e 50
Table 4. 3Validity of Customer Loyalty ..........cccoviveviiiiiiieie e 50
Table 4. 4Test Reliability ........cccooviiiiiiiicce e 51
Table 4.5 Gender RESPONUENLES .........ccccoeriieriiriiiiiniiineseesetiassneeseessessseessessreseeseens 52
Table 4. 6 Questionnaire 1 — Customer Satisfaction.............cccccccvvvveeiieiveevneenne, 52
Table 4. 7 Questionnaire 2 — Customer Satisfaction.............ccccccovviiiiieiieccneenne, 53
Table 4. 8 Questionnaire 3 — Customer Satisfaction............ccccccevvviiiieiiiiceccieenne, 53
Table 4. 9 Questionnaire 4 — Customer Satisfaction............ccccccovveveeiiiiiievneenne, 54
Table 4. 10 Questionnaire 5 — Customer Satisfaction.............c.ccoceeveeviieiieciveenne. 54
Table 4. 11 Questionnaire 6 — Customer Satisfaction.............cccccceeveeiiiiieeineenne. 54
Table 4. 12 Questionnaire 7 — Customer Satisfaction............cccoeveevieiiieiiiecineenne. 55
Table 4. 13 Questionnaire 8 — Customer Satisfaction............ccccoeevveeiieiiveeineenne. 55
Table 4. 14 Questionnaire 9 — Customer Satisfaction.............ccccocevveeiieiiieineenne. 55
Table 4. 15 Questionnaire 10 — Customer Satisfaction...........c.ccccoeeeeiiiiieeiinenee. 56
Table 4. 16 Questionnaire 1 — Service QUality ...........cccccvvevinieiiiciiiicieece e, 56
Table 4. 17 Questionnaire 2 — Service QUality ........cccccoocveevriieiicie e, 57
Table 4. 18 Questionnaire 3 — Service QUAlITY .......c.ccccevieiiiiiiiiiceeeeee, 57
Table 4. 19 Questionnaire 4 — Service QUAlITY .........ccocvviiiiiiii i, 57
Table 4. 20 Questionnaire 5 — Service QUality .........cccccoeiieiieiievie e 58
Table 4. 21 Questionnaire 6 — Service QUality .........ccccvveveereiie i 58
Table 4. 22 Questionnaire 7 — Service QUAlIty .........ccccvvvviiriiiieneeee, 58
Table 4. 23 Questionnaire 8 — Service QUAlILY .........cccvviviiiiiiienee, 59
Table 4. 24 Questionnaire 9 — Service Quality ..........cccccvveviiiiic i, 59
Table 4. 25 Questionnaire 10 — Service Quality ........c.cccoevveiiieiii i 59
Table 4. 26 Questionnaire 1 — Customer Loyalty ..o, 60
Table 4. 27 Questionnaire 2 — Customer Loyalty ..o, 60
Table 4. 28 Questionnaire 3 — Customer Loyalty .........ccccovvevieiiii e 61

XV



Table 4. 29 Questionnaire 4 — Customer Loyalty .........ccccceeviieiveveiieseere e, 61

Table 4. 30 Questionnaire 5 — Customer Loyalty .........c.cccceevvieiveveiiieieere e, 61
Table 4. 31 Questionnaire 6 — Customer Loyalty ..o, 62
Table 4. 32 Questionnaire 7 — Customer Loyalty ..o, 62
Table 4. 33 Questionnaire 8 — Customer Loyalty .........c.ccccevvvveieeieiicceere e, 62
Table 4. 34 The Interval of Variable.........ccccooiiiiiiiiii e, 63
Table 4. 35 Mean, Median, Mode, Standard Deviation and Variance for Customer
Satisfaction... . S Reane e, Wi TRCN . NEERY. . n O . ....................... 63

Table 4. 36Mean, Median, Mode, Standard Deviation and Variance for Service

Quality.. AN .........................c.c.coenennne.n. DRI N ................. 64
Table 4. 37The Interval of Variable...........cccooviieiiiiiiiiie e 65
Table 4. 38 Mean, Median, Mode, Standard Deviation and Variance for Customer
Lojfalty i .. T ............... . A’ ST AN .. .. ..o ... 65
Table 4. 39KoImogorov SMIrN0OV TESt .......ccccviiieiiereiie et see e 68
Table 4. 40 HeteroscedastiCity TeST.......ccooiiiiiiiiiiiiieieeeee e 70
Table 4. 41 MUltiCOIINEAITEY TEST......ceeieeiiiieiiereiiie e 70
Table 4. 42 Multiple Linear Regression ANalysis ..........cccevvviveeveeieiiicieeie e, 71
Table 4. 43 Determination Coefficient TESt...........cccivvirierrerene e, 73
Table 4. 44 SIMUITANEOUS TESL.......ciuveiieiieiieeie e e see e ee e e enee e e see e seees 74
Table¥d 45 Partidly] est. e kv . S, Ml ... R e e P ... 75

XVi



LIST OF APPENDICES

APPENDIX A-1 KUESIONER PENELITIAN.......ccooiiiiii A-1
APPENDIX B-1 PRE-SAMPLING DATA TABULATION........ccceiviiiiiennne, B-1
APPENDIX C-1 FULL SAMPLING DATA TABULATION ......ccccovviiiiennne C-1
APPENDIX D-1 OUTPUT SPSS......coiiiiii e D-1
APPENDIX E-LT LETTER oo E-1
APPEND X FlHRINBEEN, 25 0 NN R p e . ...................... F-1

XVii



