
 

x 
 

TABLE OF CONTENTS 

TABLE OF CONTENTS ..............................................................................  xiii 

LIST OF FIGURES  .....................................................................................  xiv 

LIST OF TABLES ........................................................................................  xv 

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

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

1.2. Problem Limitation ................................................................  4 

1.3. Problem Formulation..............................................................  4 

1.4. Objective of the Research .......................................................  4 

1.5. Benefit of the Research ..........................................................  5 

 1.5.1. Theoritical Benefit  .......................................................  5 

 1.5.2. Practical Benefit  ..........................................................  5 

CHAPTER II LITERATURE REVIEW AND HYPOTHESIS DEVELOPMENT 6 

2.1. Theoretical Background .........................................................  6 

 2.1.1. Definition of Hospitality Industry  ................................  6 

 2.1.2. Service Quality  ............................................................  7 

           2.1.2.1. Definition of Service Quality ...........................  7 

           2.1.2.2. The GAP Model of Service Quality  .................  8 

           2.1.2.3. The Flower of Service  .....................................  9 

           2.1.2.4. Indicator of Service Quality  ............................  11 

           2.1.2.5. Factors of Poor Service Quality  .......................  14 

           2.1.2.6. Factors to Improve Service Quality ..................  16 

 2.1.3. Customer Loyalty  ........................................................  18 

           2.1.3.1. Definition of Customer Loyalty  .......................  18 

           2.1.3.2. Steps of Loyalty  ..............................................  19 

           2.1.3.3. Types of Loyalty  .............................................  20 

           2.1.3.4. Dimensions of Customer Loyalty  ....................  21 

 2.1.4. Relationship between Service Quality and Customer Loyalty 

 ...............................................................................................  23 

 



 
 

xi 
 

2.2. Previous Research ..................................................................  24 

2.3. Hypothesis Development ........................................................  25 

2.4. Research Model .....................................................................  26 

2.5. Framework of Thinking ..........................................................  28 

CHAPTER III RESEARCH METHODOLOGY ...........................................  299 

3.1. Research Design .....................................................................  299 

3.2. Population and Sample ...........................................................  30 

3.3. Data Collection Method .........................................................  31 

3.4. Operational Variable Definition and Variable Measurement ...  33 

3.5. Data Analysis Method ............................................................  344 

       3.5.1. Validity Test  ................................................................  344 

       3.5.2. Reliability Test  ............................................................  345 

       3.5.3. Descriptive Method  .....................................................  345 

                  3.5.3.1. Mean  ...............................................................  346 

                 3.5.3.2. Median  ............................................................  346 

                 3.5.3.3. Mode ...............................................................  346 

       3.5.4. Classical Assumption Test  ...........................................  347 

                  3.5.4.1. Normality Test  ...............................................  347 

                  3.5.4.2. Linearity Test  .................................................  347 

                  3.5.4.3. Heteroscedasticity Test ...................................  348 

       3.5.5. Simple Linear Regression  ............................................  348 

       3.5.6. Hypothesis Test  ...........................................................  348 

                  3.5.6.1. Determination Test  .........................................  348 

                  3.5.6.2. T-Test  ............................................................  349 

CHAPTER IV DATA ANALYSIS AND DISCUSSION ..............................  40 

4.1. General View of Kalang Ulu ..................................................  40 

       4.1.1. History of Kalang Ulu ..................................................  40 

       4.1.2. Vision and Mission .......................................................  41 

       4.1.3. Organization Structure  .................................................  42 

4.2. Research Result ......................................................................  42 

 



 
 

xii 
 

       4.2.1. Descriptive Statistic  .....................................................  42 

                 4.2.1.1. Validity Test  ...................................................  42 

                 4.2.1.2. Reliability Test  ................................................  34 

                 4.2.1.3. Respondents Characteristics  ............................  44 

                 4.2.1.4. Explanation of Respondents on Research Variables    

 ...............................................................................................      46 

       4.2.2. Result of Data Quality Testing  .....................................  60 

                 4.2.2.1. Normality Test  ................................................  60 

                 4.2.2.2. Linearity Test  ..................................................  60 

                 4.2.2.3. Heteroscedasticity Test ....................................  61 

                 4.2.2.4. Simple Linear Regression Test  ........................  61 

       4.2.3. Result of Hypothesis Testing  .......................................  62 

                 4.2.3.1. Determination Coefficient (R2) Test  ................  62 

                 4.2.3.2. Hypothesis Testing (T-Test)  ............................  63 

4.3. Discussion ..............................................................................  64 

CHAPTER V CONCLUSION ......................................................................  66 

5.1. Conclusion .............................................................................  66 

5.2. Recommendation ...................................................................  678 

REFERENCES .............................................................................................  69 

 



 

xiii 
 

LIST OF FIGURES 

Figure 1.1 Kalang Ulu Hotel Review at Trip Advisor  ...................................  3 

Figure 2.1 Service Quality Dimensions  ........................................................  122 

Figure 2.2 Research Model  ..........................................................................  26 

Figure 2.3 Framework of Thinking ...............................................................  288 

Figure 4.1 The Organization Structure Chart of Kalang Ulu Hotel  ...............  422 

 

  



 

xiv 
 

LIST OF TABLES 

Table 3.1 Likert Scale  ..................................................................................  322 

Table 3.2 Operational Variable and Variable Measurement. ..........................   33 

Table 3.3 Level of Validity  ..........................................................................  35 

Table 3.4 Measurement for Normality Test  ..................................................  37 

Table 4.1 Validity Test of Service Quality Pre-Test (X)  ...............................  43 

Table 4.2 Validity Test of Customer Loyalty Pre-Test (Y)  ...........................  43 

Table 4.3 Reliability Test of Service Quality (X) and Customer Loyalty (Y) Pre-

Test   .....................................................................................................  44 

Table 4.4 Respondents Based on Gender  ......................................................  44 

Table 4.5 Respondents Based on Age  ...........................................................  45 

Table 4.6 Respondents Based on Frequency Visit  ........................................  46 

Table 4.7 Variable X – Q1  ...........................................................................  46 

Table 4.8 Variable X – Q2  ...........................................................................  47 

Table 4.9 Variable X – Q3  ...........................................................................  47 

Table 4.10 Variable X – Q4  .........................................................................  48 

Table 4.11 Variable X – Q5  .........................................................................  48 

Table 4.12 Variable X – Q6  .........................................................................  49 

Table 4.13 Variable X – Q7  .........................................................................  49 

Table 4.14 Variable X – Q8  .........................................................................  49 

Table 4.15 Variable X – Q9 ..........................................................................   50 

Table 4.16 Variable X – Q10  .......................................................................  50 

Table 4.17 Variable X – Q11  .......................................................................  51 

Table 4.18 Variable X – Q12 ........................................................................   51 

Table 4.19 Variable X – Q13  .......................................................................  52 

Table 4.20 Variable Y – Q1  .........................................................................  52 

Table 4.21 Variable Y – Q2  .........................................................................  53 

Table 4.22 Variable Y – Q3  .........................................................................  53 

Table 4.23 Variable Y – Q4  .........................................................................  54 

Table 4.24 Variable Y – Q5  .........................................................................  54 



 
 

xv 
 

Table 4.25 Variable Y – Q6  .........................................................................  55 

Table 4.26 Variable Y – Q7  .........................................................................  55 

Table 4.27 Variable Y – Q8  .........................................................................  56 

Table 4.28 Variable Y – Q9  .........................................................................  56 

Table 4.29 Mean, Median, Mode for Service Quality (X)  .............................  57 

Table 4.30 Mean, Median, Mode for Customer Loyalty (Y)  .........................  58 

Table 4.31 Statistic Scale for Service Quality (X)  ........................................  59 

Table 4.32 Statistic Scale for Customer Loyalty (Y)  .....................................  59 

Table 4.33 Mean, Median, Mode ..................................................................  60 

Table 4.34 Normality Test ............................................................................   61 

Table 4.35 Linearity Test  .............................................................................  61 

Table 4.36 Heteroscedasticity Test ................................................................   62 

Table 4.37 Simple Linear Regression Test  ...................................................  63 

Table 4.38 Determination Coefficient (R2) Test ............................................   63 

Table 4.38 t-Test  ..........................................................................................  63 

 

  


	8e5b9757b2416c35f2feb1671b6f6638ba8718d0b84f144802dde13e9640b08f.pdf
	TABLE OF CONTENTS
	LIST OF FIGURES
	LIST OF TABLES


