TABLE OF CONTENTS

COVER PAGE ... .ot e e a e e e e
TITLE PAGE ... .o o i
DECLARATION OF AUTHENTICITY OF FINAL PAPER AND UPLOAD
AGREEMENT ..ot e s e e e e e e s e e e e e e e e e snnreees i
APPROVAL PAGE BY FINAL PAPER ADVISOR..........cccccviiiniiieeeeien, i
APPROVAL PAGE BY SKRIPSI EXAMINATION COMMITTEE ............ iv
ABSTRAGI e eccerreeee e T RN A e \
ABSTRAK S, ... ..........cccverreeeren AR . Vi
PREFACE [ Entuimuur,. . ..................... S SSSSSSRR A Vil
TABLE'OF CEUNEENIISEE. . .............. 4SS A | 7 R iX
LISTS@ESIPAD [NES RENR__—. ............ .. (S SRy, W .. Xii
LISTOREIGURESES ................. NSSSeee Swwe—m—w ... S50 Xiv
BIST, OFAPPENDICESEN. -.......0x....... S AR ... S XV
1 CHAPTER | INTRODUCTION ...ccooiiiiiiieiiesieesieeieeie et 1
1.1 Background of The StUAY..........ccoiiiiiiiieeiiie e 1
1.2 Problem LimMItation ........ceeivioiiiiiie e 8
1.3 PrgblenFormulatiOnmmmnrt yrl oy - R i+ P o 7Tl e vee e 8
1.4 Objeetive OFTeSERIEN, o . (s N, W W T, £ At et el e 9
1.5 Benefit Of the TeSEArch ..........cvvcciesvriiirires iveisseenrnessnsessassseesareesereesessnes 9
1.5.1 Theoretical Benefit. ... sessnes 9
1.5.2 Practical BeNefit.........ccooiiiiiiiiiiiiie et 10

2 CHAPTER Il LITERATURE REVIEW AND HYPOTHESIS
DEVELOPMENT ....ooiiiiit ettt 11
2.1 Theoretical Background ............ccccooviiiiiieiiie e 11
2.1.1 Hospitality Management ...........ccceeoiieeiiiic i 11
2.1.2 Restaurant INAUSEIY ..........oeeiiiieiiie e 11
2.1.3 Digital Marketing (INStagram)...........cccocvveeiiiiiieeiiiiieee e 12
2.1.3.1 Definition of Digital Marketing (Instagram)...............ccceeeenee. 12



2.2
2.3
2.4
2.5

3.1
3.2
3.3
3.4
3.5

2.1.3.2 Differences Between Tradisional Marketing And Digital

IMAFKEEING ..o 13
2.1.3.3Element of Digital Marketing ..........cccccooviiiiiiniiiiicie 14
2.1.3.4 Indicator of Digital Marketing ..........ccccceviiiiieniieniiciiec, 15

2.1.4 FACHITIES ..ottt 16
2.1.4.1 Definition of FaCIlitieS........cccovveiiiieiiiie e 16
2.1.4.2 Important Aspects Of FaCility ...........ccoovviiiiiiiiiiiiice, 17
2.1.4.3 Factors influenced the design of facility............cccooviinnnenn, 17
2.1.4.4 Indicator FACIITIES ......uveivieeiiiie e 19

2.1.5 CUSLOMEr EXPEIIENCE ....eoivvieitiiiiie ittt 20
2.1.5.1 Definition of Customer EXPerience..........ccccuevveeieeiiieeiveeninns 20
2.1.5.2 Dimentions of Customer EXPeriencCe..........cccovvvveiveiiieeiieeninnns 21
2.1.5.3 Indicator CuStomer EXPErienCe.........ccoevuveivieiieeiiesieesieeninns 22

2.1.6 Customer DecCiSion BENAVIOr..........cccoiiiiiiiiiiiiiiecie e 22
2.1.6.1 Definition of Customer Decision Behavior ............ccccccoevennnen. 23
2.1.6.2 Indicator Customer Decision Behavior...............ccccooveiiiiennnnn, 24
2.1.6.3 Indicator Customer Purchase DecCiSioN............ccccvvveriieeiiiennnnn. 25

PreviousS.ReSearch........ ke sl sue s snanssnasanessote s reessersreesasnbonsnssnasusnnesstessne 26

Hypothesis DeVEIOPMENT ..........ccvviiiiee e 27

Research,Motel . e gt o« i Wi« oo e W aaie s 0l sl o 28

Framework-OFE T mRITD . . i, 0. W sl . 02 n s anaaas asatle e e eavee e 29

CHAPTER Il RESEARCH METHODOLOGY .....ccccocviiiiiieiierieaiens 30

ResearC DeSIgi e . . roee et a s e sttt e eeveeeeeeaeeeeeaes 30

Population and SamPIe.........c.eeoiiiiiiiie e 31

Data Collection Method ..........cccoiiiiiiiiiei e 33

Operational Definition of Variables and Variable Measurement................. 34

Data Analysis Method..............coovviiiiiiiic e 36

3.5.1 Descriptive Analysis Method ...........cccccooieiiii i 37

3.5.2 Research INStrument TEST........ooiiiiiieiiiiie e 38

3.5.3 Classical ASSUMPLION TESE .....eeeiiiiieieiiiiii e 40

3.5.4 Multiple Linear Regression ANalysisS..........cccovveeiiiiireeiiiiiieeiiiineen 41



3.5.5 DetermMINATION TOSE. ... ceeeeeee ettt e e e e enenns 42

3.5.6 HYPOLNESIS TESE ... 43

4 CHAPTER IV RESEARCH RESULT AND DISCUSSION................... 45
4.1 General View of Research ODBJECt ........c.ccoviiiiiiiiiiii 45
4.1.1 Brief overview of B House Cafe and Dining Medan..............cccccvenee. 45
4.1.2 Vision and Mission of B-House Cafe and Dining Medan ................... 45
4.1.3 Organization StrUCLUIE .........oouiiiiieiieiii e 45

4.2 Research [RESULLETINEETS L. SH0N. MR Se o St S0 . ....................... 48
4.2.1 DeSCrIPUIVE STALISTICS . .....viiieeiieieiiiieiiie st 49
4.2.1.1 Characteristics of Respondents ..........ccccvvvvriiieiieinenniiiennnn 49

4.2.1.2 Explanation Of Respondent On Research Variable ................. 50

4.2.1.3 Mean, Median, Mode, Variance, and Standard Deviation........ 58

4.2.2 Result of Data Quality teStING .......cccoveiiuieriiiiieiieesie e 60
A AV £ 1 To [ 3V =T S 60

4.2.2.2 Reliability TeSt.......veiiieeeiiie e 61

4.2.3 Classical ASSUMPLION TESE ......vveeiuvreeiiieeiiieesiie e e e e seee e 62
4.2.3. 1 NOrMAlity TeSL......c.vveiiiie e 62

4.2.3.2 HeteroscedastiCity TeSt........vcoivveeiiieeeiiie e e siee e sveeeeiee e 64

4.2.3.3 Multicollinearity TeSt .......cccoeeiireeiiie e 65

424 Regression. ARIVSIS="" ot .. A N . . o oo DTl ... 66
4.2.4.1 Multiple Linear Regression Analysis .......cccccovveeiiieeiineennn. 66

4.2.4:2 DeterminNation TSt .. c.iirrvveririesivsieisessaressarnessseessesssnessrsessens 67

4.2.5 Hypothesis Test RESUIL..........cceeiiuiieiiii e 68
42,5, L T-TOSt . iiiiieiieie et 68

4.2.5.2 F= TSt . iiiiieiiet ettt 69

O I I T o1 1] o] PSSO P P UPT 70
5 CHAPTER V CONCLUSION.....cccoiitiiiiieiieseese et 74
5.1 CONCIUSION ...ttt 74
5.2 RECOMMENUALION .....veiiiieiie ettt 75
REFERENCE ...ttt sttt ntaeae e 77

Xi



LIST OF TABLES

Tabel 1.1 Result of Google Review at B-House Cafe And Dining Medan.......... 7
Tabel 2.1  Prevoius RESEArCh..........cocvveiiii e 26
Tabel 3.1 Definition of Operational Variables .............cccooviiiiiii, 35
Tabel 3.2 Likert Scale Measurement..........cccuvevieeiiiresiiie e 36
Tabel 4.1 Characteristics of Respondents Based 0n Age.........ccoovvrveriierinennn 49
Tabel 4.2 Characteristics of Respondents Based on Gender ..............ccceevveenne. 50
Tabel 4.3 Characteristics of Respondents Based on JOb...........c.ccccoeviveiinnnnne, 50
Tabel 4.4 Digital Marketing (X1) — QUESEION L.......cccccoviiieiiieiiiiniieneereee 51
Tabel 4.5 Digital Marketing (X1) — QUESEION 2.......c.coiviiiiieiiieiieiiiesee e 51
Tabel 4.6 Digital Marketing (X1) — QUESEION 3.........cooiiiiiiiiiieiieiiee e 52
Tabel 4.7 Digital Marketing (X1) — QUESEION 4.........coovvviiiiiiieiieiieiee e 52
Tabel 4.8 Facilities (X2) — QUESTION L ......ccciiveiiiiieiiiee e 53
Tabel 4.9 Facilities (X2) — QUESION 2......ccoivveeiiiieiiie e 53
Tabel 4.10 Facilities (X2) — QUESLION 3 ......ccoiuvieiiiieiiie e 54
Tabel 4.11 Facilities (X2) — QUESTION 4 .......ccvvieiiiieciiee e 54
Tabel 4.12 Customer Experience (X3) — QUestion 1.........ccccccccveeviiveeiiiieeiinneennn, 55
Tabel 4.13 Customer Experience (X3) — QUESLION 2.........ccccccvveeiiiveeiiiiee e, 55
Tabel 4.14 Customer Experience (X3) — QUESLION 3........cccceevvveeiiiieeiiiiee e, 56
Tabel 4.15 Customer Experience (X3) — QUESLION 4..........ccccovvveeviveeiiieee e, 56
Tabel 4.16 Customer Decision Behavior (Y) — Question 1............ccccceevveevnnennne, 57
Tabel 4.17 Customer Decision Behavior (Y) — QUeStion 2............ccccccevveevvnennne, 57
Tabel 4.18 Customer Decision Behavior (Y) — Question 3............cccccvevveevvnennne, 58
Tabel 4.19 Measurement For Descriptive StatistiCs ..........ccccocvveeviveeiiieec i, 59

Tabel 4.20 Descriptive Statistics Score for Digital Marketing (Instagram),
Facilities, Customer Experience, and Customer Decision Behavior..59
Tabel 4.21 Validity test of Digital Marketing (Instagram), Facilities,

Customer Experience, and Customer Decision Behavior.................. 61
Tabel 4.22 Reliability Test RESUIL ..........ccveiiiieiiecc e 62
Tabel 4.23 One sample KOIMOgOorov - SMIirNoV ..........ccccvvveeiiiiine i 64

Xii



Tabel 4.24 Spearman RNO TeSL........cociviiiiieiiiieciiee e 65

Tabel 4.25 Multicollinearity Test ReSUIt..........ccccoveiiiiiiii 65
Tabel 4.26 Multiple Linear Regression Analysis Result.............ccccccevvveiiinnnnne 66
Tabel 4.27 Determination Test RESUIT ..........ccovveiiiieiiie e 67
Tabel 4.28 T-TeSEFESUIL ... 68
LI L0 A B e I OSSR 69

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

Observation and interview about digital marketing (instagram).......... 5
Feeds on social media instagram of B-house cafe and dining ............. 6
Google Review of B-House Cafe and Dining Medan ...............c.c...... 6
Research Model ...........oooouioiiiiiiiiie 28
Framework of Thinking .........cccccoiiiiiii 29
Organizational STrUCTUIE .......cccvvveeiiieeciie e 46
Normal P-Plot Regression Graph ..........ccccovveiviiiieiiieiiie e 63
Normality Test HiStOgram ..........cccceviiiiiiniiieiiie e 63
Scalienplofmmiiiih. ........................ A SRRSO ......... 0 ... 64

Xiv



LIST OF APPENDICES

AppendixX A : QUESTIONNAITE .......coveiiiieiiieiie et A-1
Appendix B : Data Tabulation...........cccooiiiiiiiieiiciieee e B-1
Appendix C : Descriptive StatisticS ANalysiS..........ccccvviiiiiiiniiiiieiiie e, C-1
Appendix D : Data QUality TESEING ......ccovviiiiiiiieiiieiie e D-9
Appendix E : Classical ASSUMPLION TESt.........ccuerureriiiiiiiiiiesiie e E-1
Appendix F : RegressSion ANAIYSIS .......ccoueiiieiiiiiieiiie i F-1
AppPendix G : HYPOThESIS TESE......c.eiiiiiiiiiiie e G-1

Appendix H :
Appendix |

Research Permission Letter From B-House Cafe And Dining....H-1

D TUMNITIN REPOM.....eiiiiiiie e I-1

XV



