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CHAPTER I 

 INTRODUCTION 

 

1.1  BACKGROUND OF STUDY  

Requirements that must be met by a company to be successful in the 

competition are trying to achieve the goal of increasing and retaining consumers. 

To achieve these goals, every company must try to understand and realize what is 

needed by consumers and then try to develop products that will satisfy consumers. 

Leading companies are companies that cleverly deal with various changes 

that occur in the business environment, and can make meaningful changes to 

satisfy customers. Companies that see marketing as the philosophy of the entire 

company can quickly and precisely determine the needs of consumers and which 

groups of consumers can be met and profitable to take action effectively 

compared with competitors. They compete closely with the pursuit of efficiency 

while remaining responsive and flexible to changes that occur both micro and 

macro. Thus a superior company is a company that can achieve large profits 

through customer satisfaction 

Warunk Up Normal Medan is a business that operates in the culinary field. 

Culinary business is currently increasing in the interest of business people because 

businesses that operate in the culinary sector include businesses with large profits 

and are also much in demand by people in the globalization era. Besides, people's 

lifestyles are increasing with the habit of buying food in restaurants to be more 

efficient as well as a means of refreshing, for meetings with business partners, 

holding special events with family, as well as friends and others. Besides this, 

culinary or food is one of the basic human needs that must be met for survival. 

From this, the growth of cafes and restaurants in the city of Medan has been 

mushrooming with various concepts offered to meet the needs of consumers. To 

overcome competition between business people, business people must determine 

consumer-oriented marketing strategies. Business orientation is carried out by 

business people by making innovations that can provide satisfaction to the needs 
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and desires of consumers. Thus the company can increase customer satisfaction 

by maximizing pleasant customer experiences and minimizing or eliminating 

unpleasant experiences. To find out customer satisfaction can be through the 

quality of service and food quality provided by the company. Restaurants need to 

find ways to maintain and continue to improve service quality and product 

quality. 

Warunk UpNormal Medan continues to strive to increase the number of 

customers. The intense competition in similar business fields and changes in 

consumer demand caused companies to face obstacles in increasing the number of 

cafe customers. The results of the survey at the beginning of the study found that 

customer satisfaction decreased which is known from the last few months Warunk 

UpNormal Medan devoid of visitors at the end of each week. The decrease in 

customers is thought to be due to the decline in customer satisfaction caused by 

factors of service quality and food quality. 

The problem of service quality is that the waitresses seem less friendly in 

serving visitors, seem lazy to deal with visitors, lack smile, orders that take a long 

time to arrive at the guest table, the waitress lacks knowledge of the menu at the 

Warunk Upnormal and likes to joke during working hours. While the problem of 

food quality is the inconsistent taste of the food, the menu is less varied, and the 

presentation is less interesting. these things make customers feel less satisfied and 

are reluctant to come back to Warunk Up Normal. The information collect by 

interview with customers and manager. 

According to Levitt in Tjiptono (2015: 19), a requirement that must be met 

by a company to be successful in the competition is to try to achieve the goal of 

creating and retaining consumers. Customers are the lifeblood of every 

organization, and without consumers, no organization can maintain its existence. 

Consumers will survive with a service if they are satisfied with the service and the 

quality of service products received. 

Quality of service is the advantage possessed by a service that is only 

valued by a service that can only be valued by customers, (Indahingwati, 2017, 

p.5). Service quality has a major influence on consumer satisfaction, without good 
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service quality in the culinary business, consumers will not be satisfied so that 

negative impacts will appear on restaurants. The consumer is the only reason for 

the life and growth of a company. This reason causes customer satisfaction to be a 

top priority for the company. According to Nuralam (2017, p. 58) mentioned 

satisfaction is a feeling of pleasure or disappointment someone who comes from 

the comparison between his impression of the performance (results) of a product 

with expectations. Satisfaction is a kind of comparison step between experience 

and evaluation results, can produce something that is spiritually comfortable, not 

just comfortable because it is imagined or expected. Satisfied or dissatisfied is not 

an emotion but an evaluation of emotions. Consumer satisfaction will drive 

increased profits. Satisfied consumers will be willing to pay more for "products" 

received and be more tolerant of price increases. While Rangkuti. (2017, p. 4) 

states that a customer who is happy or satisfied with the services provided by a 

company will usually share his satisfaction with those closest to him or his family. 

But if customers get disappointment, chances are they will preach the 

disappointment to the public, whether through newspapers, magazines, the 

internet and even through television. defining customer satisfaction is one of the 

important factors for predicting consumer behavior and more specifically 

repurchasing services can also be defined as something invisible and easily lost. 

This variable is very important because the service that satisfies consumers will 

have an impact on the occurrence of repeated purchases which will ultimately 

increase revenue. 

Quality is the most fundamental of customer satisfaction and success in 

competition. The quality of a food or product is a physical condition, function, 

and nature of a product that can satisfy the tastes and needs of consumers 

satisfactorily according to the value of money that has been spent. Product quality 

is synonymous with achieving customer satisfaction, therefore it is appropriate 

that producers in the implementation of product quality are always accompanied 

by customer satisfaction to bring loyalty to the product both in terms of producers 

and consumers. Product quality is one of the main positioning tools for marketers. 
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This has a direct impact on product performance. For this reason, quality is 

closely related to value and customer satisfaction, Firmansyah (2019, p.13) 

Based on the description that has been described above, the authors are 

interested in examining more deeply the influence of service quality and food 

quality on consumer satisfaction. The author will examine the problem by 

researching with the title: "The Effect of Service Quality and Food Quality to 

Customer Satisfaction in Warunk Upnormal Medan." 

 

1.2  PROBLEM LIMITATION 

So that this research can provide an understanding by the objectives to be 

set by researchers, then carried out restrictions on the scope of research. 

Limitation of the problem is the quality of service and food quality to customer 

satisfaction at Warunk Up Normal Medan. 

 

1.3 PROBLEM  FORMULATION 

Based on the background description of the problem above, the problem 

formulation in this study is as follows: 

1.  Is there an effect on service quality on customer satisfaction in Warunk Up 

Normal Medan? 

2.  Is there an effect of food quality on customer satisfaction in Warunk Up 

Normal Medan? 

3.  Is there an effect of service quality and food quality in customer 

satisfaction Warunk Up Normal Medan? 

 

1.4 OBJECTIVE OF  THE RESEARCH 

This research aims to : 

1.  To test and analyze the effect of service quality in customer 

satisfaction in Medan Normal Warunk Up. 

2.  To test and analyze the effect of food quality in consumer 

satisfaction in Warunk Up Normal Medan. 
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3.  To test and analyze the effect of service quality and food quality in 

customer satisfaction Warunk UpNormal Medan. 

 

1.5 BENEFITS OF THE RESEARCH 

This research can be theoretically and practically useful as follows: 

1.  Theoretical Benefits, 

a.  The results of this study are expected to provide a source of 

information and knowledge contributions related to the 

influence, service quality and food quality on consumer 

satisfaction. 

b.  The results of the study are expected to be a reference 

material for further researchers who have the same research 

object 

2.  Practical Benefits, 

a.  For Researchers The results of this study can be a means 

for researchers to add and improve insights and knowledge 

related to the influence of service quality and food quality 

on consumer satisfaction. 

b.  Share Warunk UpNormal Medan 

The results of this study are expected to be useful as input 

for owners of the Medan Normal Warunk Up and provide 

attention in terms of service quality and food quality in an 

effort to increase consumer satisfaction. 

 

1.6    SYSTEM OF WRITING 

This thesis was prepared using systematic as follows: 

CHAPTER I INTRODUCTION 

It contains background, problem boundaries, problem formulation, 

research objectives, research benefits and systematic writing of the thesis. 

CHAPTER II LITERATURE REVIEW AND HYPOTHESIS 

DEVELOPMENT 
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It contains theories that include the understanding of service quality, food 

quality and customer satisfaction, submission of hypotheses, and frame of 

mind and references that support and relate to the problems raised. 

 

 

CHAPTER III RESEARCH METHOD 

In this chapter the types of research are presented, operational definitions 

and measurement of variables, data and data sources, data collection 

methods, sampling design, and data analysis methods. 

CHAPTER IV RESEARCH RESULTS AND DISCUSSION 

This chapter contains a general description of Warunk UpNormal Medan, 

organizational structure, condition of respondents, data analysis, and 

discussion of data analysis regarding the effect of service quality and 

product quality on customer satisfaction of Warunk UpNormal Medan and 

the process of analysis of existing data and discussion. 

CHAPTER V CONCLUSION 

Researchers will conclude the problems discussed based on the analysis 

that has been done, accompanied by suggestions as input for the 

continuation and development of Medan Normal Warunk Up.


