TABLE OF CONTENTS

TITTLE PAGE
COVER PAGE
FINAL ASSIGNMENT STATEMENT AND UPLOAD AGREEMENT ......... I
APPROVAL PAGE BY FINAL PAPER ADVISOR.......ccccccceviiiiiiie e, i
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE............... iv
ABSTRACT . B s, YL T B Ny o e, N .......................... v
ABSTRACTEIEIS ........0 00 . oo ST atmmns o 5 oushoreros IRl - e eeeeeeemeernnns Vi
o S STAX@ 0N e U ¥ R vii
TABLE OF @ONIIENITSE. ................ccooooceenerrerr. o R 4 ... ... iX
LISFOETABINESIEEN, ......................... .S CSSSSREPGa ........%....... Xiii
LISTIOFFIG UREST ................ i S S e A . . o To0e 0, ... - XV
LISTOF APPERIZICESERY................. SSCSETSS Sy, ... M. .l H.... XVi
CHAPTER T  INTRODUCTION ...cccoiiiiitiiieeseniees et 1
18 Backgiound of SWIESE ... ......... SRy A ... Sl 1
1.2 Problem LimItation .......c.cccveieiiirieee et 9
1.3 Problem FOrMUIALION .........c.ooeiiieiiiisieeeie e 10
1.4 Qbjectivelofthe research——=. /. /. AN . ... .isidlS.......... 10
1.5 Bengfit of the'Research——w e A0 W . . Nt el il . 11
1.5.1 MheoteCal-Benefit.... .o o At ... e 11
1.5 2=PracticaRenefit e IR s 12

CHAPTER Il LITERATURE REVIEW  AND HYPOTHESIS

DEVELOPMENT ..o 14

2.1 Theoretical BaCKgrouNnd...........ccooieiiiiiieiie et 14
2.1.1 Hospitality Management ...........ccoovveiiiiiic s 14
2.1.2 Social media advertiSement..........cccvevvrieerireresieneese e 15
2.1.2.1 Definition of social media advertisement.............cccccoevvvrvenee. 15

2.1.2.2 Indicator of social media advertisement.............c.ccocevevvrnnnne. 15



2.1.3 SErvice QUANITY ......cooriiiiicieee e 17

2.1.3.1 definition of service quality...........cccoooriiiiiiiiiises 17
2.1.3.2 indicator of service quality .........ccccccevveveiiericie s 18
2.1.4 WOrd of MOULN ......ooviiiiiiiiiiee e 19
2.1.4.1 Definition of word of mouth ..........cccccovviiiniiiiiie e, 19
2.1.4.2 indicator of word of Mouth...........ccceveriiiiniceee 20
2.1.5 Customer purchase deCiSION..........cccvvieeiverieiieseese e se e s 21
2.1.5.1 definition of customer purchase decisSion..........c.cccevvevvervenee. 21
2.1.5.2 indicator of customer purchase deciSioN ...........c.ccocererereennnns 22

2.1.6 Relationship between Social media advertising toward customer
PUIChases AECISION. .......ccuveiiiie e 23

2.1.7 Relationships between Service quality towards customer purchases
deCTSIOMSEIINNE ............... A R A, ...t B 24

2.1.8 Relationships between Word of mouth towards customer purchases
deCiSIOpMNEEE, .................. (OSSN ... RO, 08 25

2.1.9 Relationships between Social media advertisement, Service quality

and word of mouth towards customer purchases decision................. 26

2.2 Previousiresearch .......  usiuny,  IuAunienini. ... ... fesenadsghaadll... . 28
2.3 Hypothesis deVelopmMENt.........cc.ooiiiiiiice e 29
2.4 ResearCtmotel ... s miv. o) (G, Wi i oL YL 30
2.5 FramewonkrOEHRRINgG .. & o e e, e 31
CHAPTER Il RESERCH METHODOLOGY .....ccccovviiiiiininieisesesieesnnnns 32
3.1 RESEAICH DESION.. .ot 32
3.2 Population and SAMPIE ..o 33
3.2.1 POPUIALION. ...ttt 33
3.2.2 SAMPIE .o 34

3.3 Data Collection Method..........cooiiiiiiiiiiieieiee e 35
3.4 Operational Definition and Variable Measurement ...........c.ccccoeeveverieereennenn. 37
3.4.1 Operational Definition..........ccoceieiiieniieiieeee s 37
3.4.2 Variable Measurement.........ccooeiiriieieiiesiee e 39



3.5 Data Analysis Method..........ccooiiiiiiiiicce s 40

3.5.1 Test of Research INStruMeNt...........ccovevieiieiiiiie e 40
3.5.2 DesCriptive StatiStIC........ccoueiveieiieirere s 42
3.5.3 Classical ASSUMPLION TESt......ccccveiieiiiieseee e 45
3.5.4 Multiple Linear Regression Analysis.........ccccuvvieieienenenenisesene 46
3.5.5 HYPOLNESIS TESL ...t 47
CHAPTER IV RESEARCH RESULT AND DISCUSSION........cc.ccccvveenneen. 50
4.1 General View of Alvina’s Hotel ..........cccocviviiiiiiiic e 50
4.1.1 Brief OVEIVIEW.....ccciviiiiiiniiiisesescese s sssisnssssssssseseesnssrsssnsnes 50
4.1.2 ViSion and MISSION.......cocviireiinieieiene e 51
4.1.3 Organizational STrUCIUIE .........cceccveiieiiiiese e 51
4.1.4. JOD\BESEHIBUGHIN. .................. A e A LR 52

4 2 Research Rest|CRmmmmsgy................ JS ey ... .ot ve. ool .. 54
4.2.1 Test of Research INStrUMEeNt..........cccccviiieiiiiiinieee s 54
4.2.1.1 VallCHISRIosT ... .. ... . ... BOSESE. . 54

4.2.1.2 RellaBiliygtest......... . Sommmme S, .............Becsnail il - 56

4.2.2 DeSCriptive STAtISTIC. ........eivieriiieieieie e s 57
4.2.2.1 Characteristics of respondent ............ccccevvveeiieieiieiic e, 57

4.2.2.2 Explanation of Respondent Answer on Research Variable .... 58

4.2.2.3 Mean, Median, Mode, Variance, and Standard Deviation...... 70

4.2.3 Result of Data Quality TEeSTING .....cccoierreiiriiiiiinieiee e 79
4.2.3.1 Classical ASSumMpPtions TeSt ......ccccvveeveerieiieeneese e 79

4.2.3.2 Multiple Linear Regression Analysis .........cccccevvveievreiieennnn 83

4.2.3.3 Coefficient of Determination TeSt..........ccovvviverveierrereenenn 84

4.2.4 Result of Hypothesis TeStiNg........cccerererereniiiseee s 85
B.2.4.1 T —TOScuiiiieiieseiece et 85

B.2.42F —TEStuiiiieiieieieee ettt 87

I D 1 1101 o] oSSR 88

Xi



CHAPTERYV CONCLUSION AND RECOMMENDATION ........cccoevee. 93

T8 A o] o Tod 1115 o] o [T PRTPSP 93
5.2 RECOMMENUALION ....eovviiiieiiiiie st 94
REFERENGCES. ........cci oottt 98
APPENDICES ... .ottt A-1

Xii



Table 2.1
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 4.4
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
Table 4.22

LIST OF TABLES

Previous reSEarch ... 28
Social Media Advertisement (X1) ......ccccevvriernienrnsiennienesee e 38
Service QUANITY (X2) ..ot 38
Word of Mouth (X3) ..cc.eeieeic e 38
Customer Purchase DeciSion (Y) ....ccccveveiiiereeieseene e 39
NI L SO e i e . v 39
Validity test of Variable X1 (Social Media Advertisement) .......... 55
Validity test of Variable X2 (Service Quality).........c.ccccevvvevrvrunnee. 55
Validity test of Variable X3 (Word of Mouth)................ccceeeneenne. 56
Validity test of Variable Y (Customer Purchase Decision)............ 56
Reliability Test ReSUIt .........ccoovviiiii e 57
Characteristics of Respondent based on age. ..........ccccccvvviinnnnens 57
Characteristics of Respondent based on Gender. ..............c.cceeu... 58

Characteristics of Respondent based on how many times

respondent Visit and Stay. .......cccceovveiinineninieese e 58
Variable X4SQINN . o BN ................. w0l 59
Variable XLiQ2 . ..ottt 59
VA TED R e o S TS i 60
NVarabieSXT O = X N W W . Nttt ... 61
EHADIESXT0S ... o e A .. ............... 61
V1B [13] L o 01 e e 62
Variable XLiQ7 ...oooieeieceieee et 62
Variable X2:Q1 ..o s 63
Variable X2:Q2 ......ooeiieeee s 64
Variable X2:Q3 ... .o 64
Variable X2:Q4 ... 65
Variable X3:QL...c..ooiiieiee s 65
Variable X3:Q2......o ot 66
Variable X3:Q3 ... .o 66



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
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
Table 4.41
Table 4.42
Table 4.43
Table 4.44
Table 4.45
Table 4.46
Table 4.47
Table 4.48

Variable X3:Q4 ... s 67
Variable X3:Q5 ... 67
Variable Y: QL ..o s 68
Variable Y: Q2 ....ve et 69
Variable Y: Q3 ..o 69
Variable Y: Q4 ..o s 70
Interval Table for Likert Scale...........ccoovvviniiiiiiiii s 71
Interval Table for X1 (Social Media Advertisement) .................... 71
Interval Table for X2 (Service QUality).........cccoovrererinicniinininnns 72
Interval Table for X3 (Word of MoOUth) .........cccoceiiiiiiiiiiniins 72
Interval Table for Y (Customer Purchase Decision)..............c....... 72
Descriptive Statistics per Statement X1 ..........cccccevvevviieiicvieennnnn, 73
Descriptive Statistics per Variable X1 ..........ccooviviiiiieniiiiinnen 74
Descriptive Statistics per Statement X2 .........cccccovvvevviieiciereennn 74
Descriptive Statistics per Variable X2..........cccoooevveiiiiiiiiccic, 75
Descriptive Statistics per Statement X3 ..........ccccocvveviviieieevieenenn, 76
Descriptive Statistics per Variable X3........c.ccoooeviveiiiiniiciee 77
Descriptive Statistics per Statement Y .......cccccocevieereiiniieneenne 77
Descriptive Statistics per Variable X3 .......cccccooviiiiiiiiiiiiie, 79
One-Sample Kolmogorov-Smirnov TeSt .........cccccvevveiieveiieseenns 81
One-Sample Kolmogorov-Smirnov Test..........cccocevevenenenenennens 82
Glefserdest ResUltl o mmma A el oo 82
Multiple Regression Result ...........cccoeiieiiiie v, 83
Coefficient Determination Test ReSUlt ..........cccceveveieiinienicinninns 85
T—TEST RESUIL ..ot 86
F-TEST RESUI ... 87

Xiv



Figure 1.1
Figure 1.2

Figure 1.3
Figure 1.4
Figure 1.5
Figure 2.1
Figure 2.2
Figure 4.1
Figure 4.2
Figure 4.3
Figure 4.4

LIST OF FIGURES

Number of Transactional at Alvina Hotel from 2020 — 2022.......... 4
Number of Number of Transactional at Alvina Hotel from 2020

2022 e 4
Customer Review of Alvina hotel ..., 5
Customer Review of Alvina hotel ...........c.ccocvviniiiinncns 6
Alvina hotel social media............ccovenmeneneilinnbarseneeseeneneennenn. 7
Reaseich Model .....commmmmmmen ... ciornkee e oS o cvoeeveeennaenene 30
Framework of thinking ..o 31
Organizational Structure of Alvina Hotel, Pematang Siantar........ 51
BHSIOGGAMIEEN, ......................... A S SRt ... e 80
Normal P — Plot REGIESSION........ccviieiiiiiiiiiiiisie e 80
SEAMETRIGUY ................ (S S— ... M. 83

XV



LIST OF APPENDICES

APPENDIX A': QUESTIONNAIRE .....ccoviiiiiieireieese e A-1
APPENDIX B : Pre-Test Data Tabulation ...........ccccooeevininiiniinienene e B-1
APPENDIX C : Main-Test Data Tabulation ..........ccccccovviviiiiiiiiieneneee e C-1
APPENDIX D : Validity TeSE.....cciiiiiiieieeie e D-1
APPENDIX E : Reliability TESt......cciiieiieiiiicie et E-1
APPENDIX FEERSEXGUIDLTIN T . N M. o . S ....................... F-1
APPEND I REERRETADE 1.1, . o cw e oo mimssmnanns 1 5 v s g O il < e vcev oo e G-1
APPENDIX H : T-1able. ..ot H-1
F e o [ G B v o] - S I-1
APPENDIX J: CompPany LELEEI .......ccviiiiiieiiiie it J-1
APPENDIX K: Photo DOCUMENTAtION .......cveiieiiieieiiienieeie e siee e K-1
APPENDIX L : Turnitin TeSt RESUIL.........ccoviiiiieieceeee e L-1

XVi



