TABLE OF CONTENTS

page
COVER PAGE
TITLE PAGE
DECLARATION OF AUTHENTICITY OF FINAL PAPER AND UPLOAD
AGREEMENT ..ottt et sttt ne e ii
APPROVAL PAGE BY FINAL PAPER ADVISOR ......ccccccovvieiiiiiiiieiieienes iv
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE .............. \Y
ABSTRAC T, s iaimimtassse s n ini hmasaina st s vi
ABSTRAK A i ... W A L W vii
PREFACE . QRN ...........cccccoeveeenrnreeeeres o SUDIIARNEARY . B viii
TABLE OF CONTENTS....c.oiiiiieisesieee et X
LIST OEFIGCURESTSSS . ... JSSCSSSseeesessr e o R Xiii
LISTROE TEAD [SESRum ............... [ s . ... .. 7. .o 0. Xiv
LIST OF APPENDICES........coi ittt XVi
CHAPTER | INTRODUCTION
1.1 Background of the StUAY ........cccoiiiiiieiiiieseece e 1
1.2 Problem Limitation........ccooeiiiiieie e 8
1.3 'BroblemFOEmMUlati R mrrmeete. fore. - SR - P e st oot il e 8
1.4 ODhjective Of The - RESEAICH. ... iiirsisains isbeerssnsivseesisinsisnnassnsssessnsssessssssasssassees 9
1.5 Benefit 0f The RESEAICH ..o iimmmmieesiosieisesinmesnssesseesesseessessenesnenes 10
R = 2 1T o] e ] e o 10
1.5.2 Practical BENEfit........cccoiieiiiiieiiee e 10
CHAPTER Il LITERATURE REVIEW AND HYPOTHESIS
DEVELOPMENT
2.1 Theoretical BaCKGroUNQ.........ccccoeiiriiiiiiiiieieie e 11
2.1.1  ENtrepreneurship ... 11
2.1.2  Family BUSINESS......cccciviiiiiie ettt 12



2.2
2.3
2.4
2.5

2.1.3  Service QUANILY ......cooeiiiiiiiiiie st 14

2.1.3.1 Factors Affect to Service Quality .........cccoovvviiiinicieniinnnns 15
2.1.3.2 Indicators of Service Quality ........cccccoeviviiieiieiiie e 16
2.1.4  ProduCt QUAIILY ......cceeiveiieieeie e 17
2.1.4.1 Essential Roles of Product Quality .........cccccoovveiinciencninns 18
2.1.4.2 Indicators of Product QUality...........cccoceririiiniieiinineseie 20
2.15 PGEE ............. .ol e 21
2485, 14PlIrpase, QRPricIngRas. Sy, s St i e, N.......................... 22
2AESI2NAICALOrS Of Pl GO .. ne e o o eoeeseeaeranenenns 23
2.1.6 Customer SatiSfaCtion ...........ccceevviiieeriviie e 24
2.1.6.1 Stages of Customer Satisfaction ..........ccccceverveeiiiinninnennne 25
2.1.6.2 Indicators of Customer Satisfaction............cccccevvviviieiennne 26

2.1.7 Relationship Between Service Quality and Customer Satisfaction..28
2.1.8 Relationship Between Product Quality and Customer Satisfaction .29
2.1.9 Relationship Between Price and Customer Satisfaction .................. 29
2.1.10 Effect of Service Quality, Product Quality, and Price on Customer

SatisfacTiONi, £ ....... piiune —— . ........... S 30
PreviouS RESEAICN........cveiiiie ettt nnees 31
HypOthesisS DeVEIOPMENT........c.oiiiiii i 33
ResearchiMadel- s i o e T » oo e R e s T e e v 34
Framework ef—Fhmkimg=".. &7l e e 0. oL 36

CHAPTER Il RESEARCH METHODOLOGY

3.1
3.2

3.3
3.4
3.5

RESEAICN DESIGN ...ttt nee e 37
Population and SAMPIE .........ccceevveiiieie e 38
3.2.1 Research Location and TIME ........ccccuverirririeneniesesesesee e 38
3.2.2 POPUIALION ...t 38
3.2.3 SAMPIE <o e 38
Data Collection Method..........ccooiiiiiiiiiiieeeee s 40
Operational Variable Definition and Variable Measurement....................... 41
Data Analysis Method ..........coooiiiiiiiiieiee s 45

xi



3.5.1 Test of ResSearch INSTIUMENT ......oovvveeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeees 45

3.5.2 DesCriptive STatISICS. ......coveiviriiririieieiee e 46
3.5.3 Classical ASSUMPLION TESES ...cuvveiviiiiieiie e 49
3.5.4 Multiple Linear Regression Analysis .........ccccoveivvevvivieiinesesiiesnenn 52
3.5.5 HYPOLNESIS TOSL.....cciiiiieiieie ittt 53

CHAPTER IV RESEARCH RESULT AND DISCUSSION

4.1 General View of Research ODbjJect .........cccoeiviiiiiiiiiciicie e 56

4.1.1 General Description of PT Global Cipta Kreasindo, Jakarta ........... 56

4.1.2 Organizational Structure of PT Global Cipta Kreasindo, Jakarta ....58

4.2 ReSearcCh RESUNL .............occireeiieiire e s s rn s 61

4.2.1 Test of Research INStrUMENt .........cccoviiiiiiiiii i 61

4.2.1.1  Validity TESt.....coeieeiieiecie et 61

4.2.1.2 Reliability TeSt......cooiiiiiiiieiese e 63

4.2.2 DeSCriptive STAtISTICS. .......eoviiiiiiiriisiiiieiei e 64

4.2.2.1 Respondent CharacteristiCS.........ccccvvvvvvveiieiieeiie e, 64

4.2.2.2 Explanation of Respondents on Research Variable............ 65

4.2.2.3 Mean, Median, Mode, and Standard Deviation ................. 76

4.2.3 Result of Data Quality TeSING .....ccovvvveiiiriinienie e 91

4.2.3.1 Classical Assumption Testing Results............cccocervrirnenn 91

4.2.3.2 Multiple Linear Regression AnalysiS...........ccccoveveiverunanen. 95

4.2.4 Result of Hypothesis TeStiNG........ccvevevieeiiiie e 96

4.2.4.1 Coefficient of Determination ..........c.ccocvevveievienresieeseennn. 96

BA.2.4.2  T-TOSE . e 97

A.2.4.3 F-TESt oottt 98

O B B 1ol U 1] (o] o TS URRPRPRPPRTRPRN 99
CHAPTER V CONCLUSION

5.1 CONCIUSION ...ttt sttt ettt st benre s 95

5.2 ReCOMMENTAION ....oviiiiiiiitisieeiee e 97

REFERENCGES. ....... ..ottt 100

xii



Figure 1.1
Figure 2.1
Figure 2.2
Figure 4.1
Figure 4.2
Figure 4.3
Figure 4.4

LIST OF FIGURES

page
Customer Complaint Data .........cccceeerieiienenie e 5
ReSearch MOel .........covoiiiiiii e 34
Framework of ThinKing ... 36
Organizational STrUCTUIE .........cceiiiiiiieic e 58
[ IR a TG DS . WL = SR, S ST ........................ 91
Normal P-P Plot Graph ... 91
Scatterplot Graph ..o 93

xiii



Table 1.1
Table 1.2
Table 2.1
Table 3.1
Table 3.2
Table 3.3
Table 3.4
Table 3.5
Table 3.6
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

LIST OF TABLES

page
Customer Complaint Data .........ccccoovviiiiiiieecie e 4
INENVIEW TTaNSCIIPL......eeiieiie et 6
Summary of Previous ReSearch ..., 32
Sample CalCulation ............ccooiiiiiiiiiii e 39
Operational Variable (Service Quality — X1) ....cccccoeviiiiiiiiiiinieen, 42
Operational Variable (Product Quality — X2)........ccccevveviiiiineiinenn, 43
Operational Variable (Price — X3) .....coceiiveieiieeieeie e 43
Operational Variable (Customer Satisfaction — Y).........ccccevvereennen. 44
BIKEGISCAIERNET . ..................... . e Rt e e s nsnn B eersnee 44
Validity Test for Service Quality (X1) ....cocoovviiieiiieiieiie e, 61
Validity Test for Product Quality (X2) ......ccccovevviieieeieiieieeie e 62
Validity Test for Price (X3) .ooooeviiiiiniiieiee e 62
Validity Test for Customer Satisfaction (Y) .......cccoeevvninniininnnnn. 63
Relability TeSt.. ..o 63
Characteristics of Respondents Based on Gender...........cccccccuvenennen. 64
Characteristics of Respondents Based 0N Age........cccovvererirenennens 64
Characteristics of Respondents Based on Region...........c.ccecveeenenne. 65
Frequency of Responses for Service Quality (X1) .....ccoocevvervrinnenn 65
Frequency of Responses for Product Quality (X2)........c.cccccevevenen. 68
Frequency of Responses for Price (X3) .....ccovvvveveiiieniiie e 71
Frequency of Responses for Customer Satisfaction (Y).......ccc.cceue.. 73
Interval Class for Service Quality (X1) ...cccooeviiininiiiecere e 76
Interval Class for Product Quality (X2).......cccccceevieiiieiieiieciieiens 77
Interval Class for Price (X3) ...cvovveiveieiieseeie e 77
Interval Class for Customer Satisfaction (Y)........cccoevevvvieiveiennnnn, 78
Mean, Median, Mode and Standard Deviation .............ccccccceverennnne 78

Mean, Median, Mode and Standard Deviation of Service Quality...80
Mean, Median, Mode and Standard Deviation of Product Quality ..83

Xiv



Table 4.20
Table 4.21

Table 4.22
Table 4.23
Table 4.24
Table 4.25
Table 4.26
Table 4.27
Table 4.28

Mean, Median, Mode and Standard Deviation of Price ................... 86

Mean, Median, Mode and Standard Deviation of Customer

SALISTACTION. ...t 88
One Sample Kolmogorov SMIrN0V.........cccccoeieeieeieseeseesie e 92
MUItICOHNEAITEY TEST......i i 93
GlIEJSEI TOSE ...t 94
REGIESSION TEST..eiiiiiiiiieitie ittt 95
Determination TeSt......c.cicucuriiininniiiresneeseesrestiinsinsneeseesessesssessesensnens 96
ERESI, . ... e R 97
IS e AR R 98

XV



LIST OF APPENDICES

AppendixX A: QUESTIONNAITE. .......ooviieiriiiiisiieieee et A-1
Appendix B: Data Tabulation SPSS OUPUL ...........cccecieiiieiiie e B-1
Appendix C: Data of Respondent Answer Form Questionnaire...............c..cc..... C-1
APPENTIX D: SPSS OULPUL......ouviiiiiiieitisiieiiee e D-1
Appendix E: Distribution R Table ... E-1
Appendix F: Distribution T Table.........cccooiiiiii e F-1
Appendix G: Distribution FTable ... G-1
Appendix H: Company LELEI .........cccviieiieeiee e se e H-1
Appendix I: DOCUMENTALION ......cc.ooviiiiiiiiieicieie e I-1

XVi



