CHAPTER1

INTRODUCTION

1.1 BACKGROUND OF STUDY

The Development on the food industry in Indonesia is also on the increase, as is competition.
One of the is Kalasan Cemara Asri, Restaurant Kalasan Cemara Asri is engaged in managing food
by serving traditional Indonesian flavors with specific characteristics, namely Java, where the
reason for establishing this restaurant is to promote Javanese culinary because of the lack of
restaurants, especially those that provide Javanese food in the city of Medan.

According to (Elisa, 2017) The increase in population growth has prompted associate degree
rising economic scenario thanks to a rise in financial gain. This causes changes in people's
lifestyles. Changes in people's lifestyles with their daily busy work outside the house that takes up
loads of your time, makes folks consume outside the house with quality food, cheap places and
low costs. Today, Indonesians tend to prefer the way to meet their food needs by consuming food
purchased from restaurants. This example is an attraction for capital homeowners to form a
cookery business. Basically, all human beings have the same needs, but they are also some
different because of culture. The food industry is one of the businesses that many people like,
because food is becoming a basic necessity for everyone. The food industry therefore has a high
potential to generate high profits.

The growth of the types of restaurant businesses that are scattered in Medan City allows a level
culinary business competition such as restaurants. Business people need to carry out strategies to

deal with increasingly competitive business competition. As an effort to win the competition in
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the culinary business, the Kalasan restaurant places customer service and satisfaction as the main
goal. Service and food quality is closely related to customer satisfaction.

Service Quality provides incentives to customers to forge a strong relationship with the
company. Likewise with the food quality. In a relationship like this allows the Kalasan Cemara
Asri to understand carefully the expectations of customers and their needs. Service quality mean
how well a service meets customer expectation and for the service quality, in this case we find
several phenomena that occur which refer to research problems due to the low service quality such
as the length of time the food arrives. Food quality, food is the most important thing in restaurant
and for the food quality, we find the food quality is not good.

Right now, there several types of such unique eateries or restaurant that are developing, one
among that is ethnic cafe or restaurant. Ethnic eating places Ethnic eateries themselves serve dishes
customized to the topic of the their theme of their restaurant like Javanese, Sundanese, Batak,
Chinese et al. The culinary industry that is currently developing also provides space for consumers
to be able to gather with their communities or friends through gives their good services to customer
(Kurniawan, 2015). Customer satisfaction is indicated by the services provided by the restaurant,
consumers are not only satisfied, but will become regular customers and make repeat purchases of
products offered by the restaurant. In addition, consumers will also recommend the restaurant to
others.

Some supporting data to show the problem that refers to the research problem



Kalasan Cemara Asri

JI. Boulevard Timur Cemara Asri No.80-82, Medan Estate, Deli Serdang Regency,
North Sumatra

4 . 5 806 reviews

Al family 22 halal 12 indonesian food 10 quality service 9 +6

Sort by: Most relevant v

Eko Sahputra :
3 reviews o
3 months ago

Pelayanan sangat lambat dan tidak sesuai dengan antrian, mereka sangat egois

(Translated by Google) ... More
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Mangara Sihombing :
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amonth ago
lumayan lamalah nungguin Iho

(Translated by Google)
‘wait quite a long time, you know
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ayearago
Bo recommended.
Pelayan sangat lama
Pesan Indomie ajah datang nya 1 jam
Tdk memprioritaskan pelanggan yang pertama datang
Terlalu banyak regulasi

(Translated by Google)

Bo recommended.

Very long waiter

Indomie's message will come 1 hour
Don't prioritize first-come customers
Too many regulations
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Makanannya sih enak, Kalasan gitu loh. Tapi rasa2nya makin kesini koq porsi makanan kurang sesuai
dengan harganya. Harga tidak murah, tapi ayamnya pesan setengah ekor kok kecil banget. Semoga
diperhatikan pengelola, supaya lebih baik ke depannya.

Cuma plusnya, Kalasan Cemara Asri ini 1 gedung dengan Warung Srikandi, jadi bisa pesan menu
Srikandi juga disini.

(Translated by Google)

The food is good, you know. But the taste is more here, the portion of food is less in accordance with the
price. Prices are not cheap, but the chicken ordered half a tail is really small. Hopefully the manager, so
that it will be better in the future.

Just plus, this Kalasan Cemara Asri is one building with Warung Srikandi, so you can order the Srikandi
menu here too.
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7 months ago
Kayak kalasan biasa. Cuma lambat kaliii.. sepi gak sepi sama aja. Apalagi rame &

(Translated by Google)
Like ordinary lazy. It's just slow ... it's not lonely at all. Moreover, crowded &
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Lama,, pesan nasi sayur pake gembung sambal bawang 7 bungkus saja nunggu sampe 45 menit

(Translated by Google)
Long,, order the vegetable rice using bloated onion sauce, 7 packs, then wait until 45 minutes
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Bang Batak Siahaan :
0 Local Guide - 89 reviews - 85 photos . o Jansen Huang

ayearago 4 reviews
Tempat bagus, tapi pelayanan nya lama 2 years ago
(Translated by Google) Good service, old orders come even though the visitors are not many
(Translated by Google)
Nice place, but the service is long (Original)

i . ’ Pelayanan bagus, pesanan lama datang meskipun penggunjung tidak ramai
Like
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In this study, we looked at the situation that occurred in the restaurant regarding the quality
provided by the Kalasan Cemara Asri both in food and service. We can also see from the
supporting data, the number of complaints received by the restaurant can occur if the service and
quality of the food provided is not in accordance with expectations and this is also what we can
see the quality of service and food provided by the Kalasan Cemara Asri is not too good.

In service quality, there are several things that are usually used as benchmarks to measure it,
namely tangible, reliability, responsiveness, assurance, empathy. For service quality, in this
situation the problems that occur at Kalasan Cemara Asri Restaurant are more about the lack of
responsiveness, assurance and empathy so that the service quality becomes low, example such as
the length of time the food arrives the lack of certainty of time so that the ordered food can arrive,
thus making the services provided to customers not really good. For the food quality, there are
several things such as size/portion, presentation, taste, variety of food, and aroma, that can be used
to see the food quality. In this situation, we find the food quality is not really such as the portion
or size given by the restaurant Kalasan Cemara Asri which is relatively small. And for customer

satisfaction, we wanted to find out whether the service quality and food quality would affect



customer satisfaction so that it can change customer interest to Kalasan Cemara Asri restaurant. In
this case, with the quality of food and good service quality will certainly affect consumers and can

satisfy consumers.

1.2 PROBLEM LIMITATION

The food sector in Indonesia is growing, and applying the right resources of service and food
quality will boost customer happiness. Based on the identification of this problem, this study is
limited to the effect of service quality and food quality on customer satisfaction at Restaurant
Kalasan Medan. So that researchers are not too broad, the researchers set limits on problems such

as; This research focuses on the factors of service quality, food quality and customer satisfaction.

1.3 PROBLEM FORMULATION
Based on the background of the problem, the problem can be formulated as follows :
1. Does service quality affect customer satisfaction at Kalasan Restaurant?

2. Does food quality affect customer satisfaction at Kalasan Restaurant?

1.4 OBJECTIVE OF THE RESEARCH
Here are some objective of the research that’ve been found. The objective of this research is :
1. To analyze the service quality that affect customer satisfaction at Kalasan Restaurant?

2. To analyze the food quality that affect customer satisfaction at Kalasan Restaurant?

1.5 BENEFIT OF THE RESEARCH



The purpose of this research is to be useful. These benefits can be divided into two types as

follows:
1.5.1 Theoretical Benefit

This research is expected to be useful for the development of knowledge and increase
knowledge related to the factors of service quality, food quality and customer satisfaction, as well
as can be used as further research.
1.5.2 Practical Benefit

The analysis is used to analyze as a way feature insight to researchers, especially those
associated with service quality, food quality and the company performance level in relation to
customer satisfaction. For the general public, this research is anticipated to be ready to provide

knowledge about service quality, food quality, and customer satisfaction.



