
ix 

 

 

TABLE OF CONTENTS 

COVER PAGE .............................................................................................................. i 

TITLE PAGE ................................................................................................................ i 

DECLARATION OF AUTHENTICITY OF FINAL PAPER AND UPLOAD 

AGREEMENT ............................................................................................................. ii 

APPROVAL PAGE BY FINAL PAPER ADVISOR ................................................ iii 

APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE ..................... iv 

ABSTRACT ................................................................................................................. v 

ABSTRAK ................................................................................................................... vi 

PREFACE .................................................................................................................. vii 

TABLE OF CONTENTS ........................................................................................... ix 

LIST OF TABLES .................................................................................................... xiii 

LIST OF FIGURES .................................................................................................. xvi 

LIST OF APPENDICES ......................................................................................... xvii 

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

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

1.2 Problem Limitation ................................................................................................. 8 

1.3 Problem Formulation .............................................................................................. 8 

1.4 Objective of Research ............................................................................................. 9 

1.5 Benefit of the research ............................................................................................ 9 

1.5.1 Theoretical Benefit ........................................................................................ 9 

1.5.2 Practical Benefit .......................................................................................... 10 

CHAPTER II LITERATURE REVIEW AND HYPOTHESIS 

DEVELOPMENT ...................................................................................................... 11 

2.1 Theoritical Background ........................................................................................ 11 

2.1.1 Hospitality Industry ..................................................................................... 11 

2.1.2 Hotel 12 



x 

 

 

2.1.3 Brand Image ................................................................................................ 12 

2.1.3.1 Definition of Brand Image .............................................................. 12 

2.1.3.2 The Importance of Brand Image ..................................................... 13 

2.1.3.3 Brand Image Indicators ................................................................... 14 

2.1.3.4 How to Build Brand Image ............................................................. 15 

2.1.4 Service Quality ............................................................................................ 16 

2.1.4.1 Definition of service quality ............................................................ 16 

2.1.4.2 Dimensions of service quality ......................................................... 17 

2.1.4.3 The importance of service quality ................................................... 18 

2.1.5 Food Quality ............................................................................................... 19 

2.1.5.1 Definition of Food Quality .............................................................. 19 

2.1.5.2 Factor that affects food quality........................................................ 20 

2.1.6 Customer Satisfaction ................................................................................. 23 

2.1.6.1 Definition of customer satisfaction ................................................. 23 

2.1.6.2 The importance of customer satisfaction ......................................... 23 

2.1.6.3 4 Key metrics to measure customer satisfaction. ............................ 24 

2.1.7 The Effect of Brand Image to Customer Satisfaction ................................. 26 

2.1.8 The Effect of Service Quality to Customer Satisfaction ............................. 26 

2.1.9 The Effect of Food Quality towards Customer satisfaction ........................ 27 

2.2 Previous Research ................................................................................................ 28 

2.3 Hypothesis Development...................................................................................... 29 

2.4 Research Model .................................................................................................... 30 

2.5 Theoretical Framework ........................................................................................ 30 

CHAPTER III RESEARCH METHODOLOGY ................................................... 32 

3.1 Research Design ................................................................................................... 32 

3.2 Population and Sample ......................................................................................... 33 

3.3 Data Collection Method ....................................................................................... 35 

3.4 Operational Definition and Variable Measurement .............................................. 36 

3.4.1 Operational Definition ................................................................................ 36 

3.4.2 Variable Measurement ................................................................................ 40 

3.5 Data Analysis Method .......................................................................................... 41 



xi 

 

 

3.5.1 Test of Research Instrument ........................................................................ 41 

3.5.2 Descriptive Statistic .................................................................................... 43 

3.5.3 Classic Assumption Test .............................................................................. 45 

3.5.4 Multiple Linear Regression Analysis .......................................................... 47 

3.5.5 Hypothesis Test ........................................................................................... 48 

CHAPTER IV RESEARCH RESULT AND DISCUSSION .................................. 51 

4.1 General Review of W Hotel Bali .......................................................................... 51 

4.1.1 Brief Overview ............................................................................................ 51 

4.1.2 Vison and Mission ...................................................................................... 52 

4.1.3 Organizational Structure and Job Description ............................................. 53 

4.2 Research Result .................................................................................................... 55 

4.2.1 Test of Research Instrument ........................................................................ 55 

4.2.1.1 Validity Test .................................................................................... 56 

4.2.1.2 Reliability Test ................................................................................ 58 

4.2.2 Descriptive Statistic .................................................................................... 59 

4.2.2.1 Respondent Characteristic ............................................................... 59 

4.2.2.2 Explanation of Respondent Answer on Research Variable ............. 61 

4.2.2.3 Mean, Median, Modu, Standard Deviation, and Variance on 

Research Variable ............................................................................ 86 

4.2.3 Result of Classical Assumption Test ........................................................... 88 

4.2.3.1 Normality Test ................................................................................. 88 

4.2.3.2 Multicollinearity Test ...................................................................... 90 

4.2.3.3 Heteroscedasticity Test .................................................................... 91 

4.2.4 Result of Multiple Linear Regression Analysis test .................................... 93 

4.2.5 Result of Coefficient Determination Test .................................................... 94 

4.2.6 Result of Hypothesis Test ........................................................................... 95 

4.2.6.1 T – test ............................................................................................. 95 

4.2.6.2 F – test ............................................................................................. 96 

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

CHAPTER V CONCLUSION ................................................................................ 101 



xii 

 

 

5.1 Conclusion .......................................................................................................... 101 

5.2 Recommendation ................................................................................................ 101 

REFERENCE .......................................................................................................... 105 



xiii 

 

 

LIST OF TABLES 

 

 

Table 1.1 Guest Review Comment at W hotel Bali .................................................... 3 

Table 3.1 Indicator of Operational (X1) ................................................................... 38 

Table 3.2 Indicator of Operational (X2) ................................................................... 39 

Table 3.3 Indicator of Operational (X3) ................................................................... 39 

Table 3.4 Indicator of Operational (Y) ..................................................................... 40 

Table 3.5 Likert Scale ............................................................................................... 41 

Table 4.1 Validity Test for Brand Image ................................................................... 56 

Table 4.2 Validity Test for Service Quality .............................................................. 57 

Table 4.3 Validity Test for Food Quality .................................................................. 57 

Table 4.4 Validity Test for Customer Satisfaction .................................................... 58 

Table 4.5 Reliability Test of Each Variables ............................................................. 59 

Table 4.6 Characteristic Based on Gender ............................................................... 59 

Table 4.7 Characteristic Based on Age ..................................................................... 60 

Table 4.8 Characteristic Based on Stay at W hotel Bali ........................................... 60 

Table 4.9 W hotel have a good identity brand in every customer ............................ 61 

Table 4.10 W hotel Bali known as friend holiday occasion ....................................... 62 

Table 4.11 W hotel Bali have their own personality in treat every customer ............. 63 

Table 4.12 W hotel Bali get so many recommendation from the customer ................ 64 

Table 4.13 W hotel Bali is the top one hotel for every customer come to Bali 

especially Seminyak area ......................................................................... 65 

Table 4.14 W hotel Bali have their own attitude to make customer feel different 

from the other hotel ................................................................................... 66 

Table 4.15 W hotel Bali get many benefits from make the customer satisfied ........... 67 

Table 4.16 W hotel Bali gives its customer individualism attention .......................... 67 

Table 4.17 The staff of W hotel Bali understand the specific needs of their 

customer ................................................................................................... 68 

Table 4.18 The staff at W hotel Bali have customer best interest at heart .................. 69 



xiv 

 

 

Table 4.19 W hotel Bali staff are able to provide service s its promise ...................... 69 

Table 4.20 W hotel Bali staff are dependanle in handling customer service 

problem ..................................................................................................... 70 

Table 4.21 W hotel Bali keeps customers informed of the performance of service ... 71 

Table 4.22 The service of W hotel Bali is responsive and fast ................................... 72 

Table 4.23 The staff of W hotel Bali have a good initiative in helping customer ...... 72 

Table 4.24 The staff at W hotel Bali are consistently courteous and friendly with 

customer ................................................................................................... 73 

Table 4.25 The W hotel Bali have a safe environment to stay.................................... 74 

Table 4.26 The staff of W hotel Bali have a good knowledge to answer customer 

request ...................................................................................................... 74 

Table 4.27 W hotel Bali has a modern look equipment .............................................. 75 

Table 4.28 W hotel Bali provides clean and comfortable room ................................. 76 

Table 4.29 W hotel Bali provides the clean swimming pool, spa, and gym ............... 76 

Table 4.30 W hotel Bali use the clean equipment to make every food ....................... 77 

Table 4.31 W hotel Bali serve the food in good quality ............................................. 78 

Table 4.32 W hotel Bali have a good plating in every food ....................................... 78 

Table 4.33 W hotel Bali have a good attractive menu for the customer before 

choosing .................................................................................................... 79 

Table 4.34 W hotel Bali use the fresh ingredient in every food ................................. 80 

Table 4.35 W hotel Bali serves the food with the good taste ..................................... 80 

Table 4.36 W hotel Bali serves the food according to customer expectations ............ 81 

Table 4.37 W hotel Bali give the happy memory to every customer.......................... 82 

Table 4.38 The staff of W hotel Bali can make the customer feel satisfied ................ 82 

Table 4.39 W hotel Bali service quality, brand image and the food quality always 

make the customer feel satisfied ............................................................... 83 

Table 4.40 The staff of W hotel Bali create a happy moment to every customer ....... 84 

Table 4.41 Customer of W hotel Bali always feel happy of their service quality 

and the food quality .................................................................................. 84 



xv 

 

 

Table 4.42 The staff of W hotel Bali make the customer feel comfortable for the 

service quality ........................................................................................... 85 

Table 4.43 Interval Range........................................................................................... 86 

Table 4.44 Brand Image, Service Quality, Food Quality and Customer 

Satisfaction Variable Descriptive .............................................................. 87 

Table 4.45 Kolomogorov-Smirnov Test ..................................................................... 90 

Table 4.46 Muliticollinearity Test............................................................................... 91 

Table 4.47 Glajser Test ............................................................................................... 92 

Table 4.48 Multiple Linear Regression Analysis Test ................................................ 93 

Table 4.49 Coefficient Determination Test ................................................................. 95 

Table 4.50 T - Test ...................................................................................................... 96 

Table 4.51 F - Test ...................................................................................................... 97 



LIST OF FIGURES 

xvi 

 

 

 

 
 

Figure 1.1 Guest Rating and Feedback at W hotel Bali ................................................. 5 

Figure 2.1 CSAT Survey.............................................................................................. 24 

Figure 2.2 NPS Survey ................................................................................................ 25 

Figure 2.3 Customer Service Data ............................................................................... 25 

Figure 2.4 Research Model .......................................................................................... 30 

Figure 2.5 Theoretical Framework .............................................................................. 31 

Figure 4.1 Organizational Structure ............................................................................. 53 

Figure 4.2 Normality Test ............................................................................................ 88 

Figure 4.3 P-Plot Graph ............................................................................................... 89 

Figure 4.4 Heteroscedasticity Test ............................................................................... 92 



LIST OF APPENDICES 

xvii 

 

 

 

 

 

Appendix A : Research Questionare ......................................................................... A-1 

Appendix B : Data Tabulation Of Pre-Test .............................................................. B-1 

Appendix C : Validity Test And Realibility Test ...................................................... C-1 

Appendix D : Data Tabulation Of Main Test............................................................D-1 

Appendix E : Descriptive Statistic ........................................................................... E-1 

Appendix F : Classical Assumption Test ................................................................. F-1 

Appendix G : Hyptohesis Test..................................................................................G-1 

Appendix H : R Table ...............................................................................................H-1 

Appendix I  : Confirmation Letter ............................................................................ I-1 

Appendix J  : Photo Documentation ......................................................................... J-1 

Appendix K : Turnitin Result ...................................................................................K-1 


	TABLE OF CONTENTS
	LIST OF TABLES

