TABLE OF CONTENTS

page
COVER PAGE
TITLE PAGE
DECLARATION OF AUTHENTICITY OF FINAL PAPER AND
UPLOAD AGREEMENT.......ccociinininnniisinsinsanssessanssssssesssssssssssssassssssssssssssassssssas i
APPROVAL PAGE BY FINAL PAPER ADVISOR ....cccceveninsecsecsarsessoncsnses ii
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE ............ iii
AB ST R A e it e.veecrrrccrssanssnnssossanssnssseoss s iansdbensnanbaientodth e thscesssecsenssrssans iv
ABSTRAK ..uauuanannennnennvnsensnnsnisnssanssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssasssss v
PREE A CE e etth s e svcessssasssssassorossouiisesaseResssstaste st atadbadssosossssesshnessssass vi
TABLE OF CONTENTS.........ccccceececassenssossossssassossesssassassssassnsssassesssssosssssasssssss viii
LIST OF FIGURES .....ccocevieiieuisenisnssassssssossssssosssassssssossssssssssssssassassssssssssssssssssas xiii
LIST OF TABLES ......ccooviiiiuinnnisrnsarsssssanssssssssasssssssssssssssssssassssssssssssssssssssses Xiv
LIST OF APPENDICES .......uuconuiiviinecsricsnissncssnsssisnsssesssesssssssssssssssssssssssssssnce xvii
CHAPTERI INTRODUCTION
1.1  Background of the StudY .......ccccccuieiiiiiiiiiiiiiiieeeceee e 1
1.2 PreblemiEfmitation o, Lo - e, L AN . 9
1.3 PreblenitEornimatron o S A W B e 9
1.4 ObjectiveofTheResearch.. .o ot s et e e tase et s e voeeveenvenanns 10
1.5 BencfitrofEReReseatth e T et e eeneenerneeanaonnes 10
1.5.1 Theoretical Benefit ...........cccoiiiiiiiiiiiiieeee e, 10
1.5.2 Practical Benefit.........ccooouiiiiiiiiiiiiiiee e 11
CHAPTERII LITERATURE REVIEW AND HYPOTHESIS
DEVELOPMENT
2.1  Theoretical Background............ccooiieiiiiiiiiieiiecee e 12
2,11 MaArKEEING ..eevieiieeiieeiie ettt ettt ettt 12
2.1.1.1 Definition of Marketing .............cccceevvievieniienienieeieee 12

viii



2.2
23
24
2.5

2.1.2 Service QUALILY ...cccueeieiieiieiieeieeeee ettt 13

2.1.2.1 Definition of Service Quality........ccccceevvierviienieniiieiiennene 13
2.1.2.2  Characteristics of Service Quality .......c.ccccevveevcvveerveeennnn. 14
2.1.2.3 Measurement or indicators of Service Quality .................. 17
2.1.2.4 Importance of Service Quality.........cccooeeerviierieeiiieninennnne. 19
2.1.3  FOOd QUALILY ..coveieiiieiieeiteeeeeee ettt st 19
2.1.3.1 Definition of Food Quality .........ccccoveveiieriiienniieeieeeenn, 19
285 2¢" Indicator ofiService Quality.......i% A ......................... 20
2.1.3.3 Ways to Maintain Quality of Food ...........ccccevvieniniincnnnen. 21
2.1.3.4 Importance of Food Quality..........ccccoeiiiiiiiiniiniiiiiennene, 23
2.1.4  Customers EXPErience ........ccceevvurerciiieniiieeniieenieeeniieeeraeeeereeeseneeeans 23
2.1.4.1 Definition of Customers Experience..........ccccceevveerveennnnenn. 23
2.1.4.2 Indicator of Customers Experience...........cccccceevveeieennnnnne. 24
2.1.4.3 Advantages of Customers EXperience ............cc.c.ceeueenenne. 26
2.1.5 Customers SatiSfaction .........cocceerieeriieiiieiiieiie e 27
2.1.5.1 Definition of Customers Satisfaction.............cccccceveeneennne. 27
2.1.5.2 Elements of Customers Satisfaction .............cccccueevurennnne. 28
2.1.5.3 Measurement or indicators of Customers Satisfaction ......29
2.1.5.4 Advantages of Customers Satisfaction.............c..cccceeeeuneen. 30
2.1.6 Relationship of Service Quality and Customers Satisfaction............ 31
2.1.7 Relationship of Food Quality and Customers Satisfaction............... 31

2.1.8 Relationship of Customers Experience and Customers Satisfaction 32

2.1.9 Relationship of Service Quality, Food Quality, Customer

Experience, and Customers Satisfaction...........cccccceeeeveeecveeeceveennnen. 32
Previous ReSearch........c..oooiiiiiiiiiiiiiiiie e 33
Hypothesis Development............ccceeiieiiiiiieniienieeiieeie et 35
Research Model .........oooiiiiiiii e 36
Framework of Thinking...........ccccveeeiiiiiiiiiiie e 37

CHAPTERIII RESEARCH METHODOLOGY

3.1

Research DESI@N ....c.uviieiiiiiiiieciieceeee et 38

X



3.2 Population and Sample .........cceeeuieiiiiiiiiniieieee e 38

3.2.1  POPUIAtION ...ttt 38

3.2.2 SAMPIC .eviiiiiiieiie et e e 39

3.3 Data Collection Method...........coceiiiiiiiiniiiiee e 40
3.4 Operational Definition and Variable Measurement................ccceecvervreneennee. 42
3.4.1 Operational Definition ..........cccueeviieriieiiienieeieeie e 42

3.4.2 Variable Measurement..............coccuiiueenienieenienieeiee e 44

3.5 Data Angi¥SisdVIcthads, "2 SV N BNy NN, B ... ............. 44
3.5.1 | IDESERiPti Ve StatiStiCs mmmmmmmmucs o -oteoe.seeereeo IR ......c0orveeerreeerens 45
SEORRBIEIIIVIEAT] ........ocoeerenreeerneameroenenn. TR S 45
SIONIEIRNIVICEIAN ..........ccconeareneennen.. RO o W ... 45
POSIRVIOACH, ......................... S0 G ..o e 46

3.5.1.4 Standard Deviation .........c.cceceererienieniiiienieneeieeieseeens 46

3. 59BSRNEATIGTICE ............ (SRR S—— W TN 46

3.5.2 Research Instrument Test..........ccceeriiiiiiiiiiiiiiniiieie e 47
3.5.2. NG Test ... [ S ............ S S .. 47

3.5.2.2 "Rélabilitfh Test . pummt SN ............. ol ... 48

3.5.3 Classical AsSumption TeSt ........ccceeriieiiiirieeriienieeiieeie e 49
3.5.3.1 Normality Test ....cceeeiiieiiiiiiiiiiecieeeeiee e 49

3:9:3] - TeStofEeterasCodas B M, ..t L sl ... 50

39 33 —Multicoltindarity s tiadh, .. it ..o 50

3.5.4 Multiple Regression ANalysis.......cccueecvieriieeiienieeniienieeieesie e 51

3.5.5 Coefficient of Determination Test (R Square/R?).........cccocvvveveunne.e. 51

3.5.6  Hypothesis TeStING .....cccoeevuiieiiiiieiiieeciee et 52
3.5.6.1 t-test/ partial significance test.........cccevvueevurereeerieenieeieennen. 52

3.5.6.2 F test/ simultaneous significance test ..........cccccceevcureuennen. 53

CHAPTER 1V RESEARCH RESULT AND DISCUSSION

4.1 General View of Koki Sunda Medan..........cooovvveeeeiieeiiieiieieeeeeeeeeeeee, 54
4.2 Research RESUIL ..ocooviiiiiiiiieeeee e, 55
4.2.1  DeSCriptive StatiStICS....cccuurerrieeiiieeiiieeiieeeseeeesieeesreeesaeeesereeeneneeenns 55



43

4.2.1.1 The Characteristics of participants ............c.ccceeevercveerueennen. 55

4.2.1.2 Gender Category of Participants ............cccceevveevieenirennnnne. 56
4.2.1.3 Age Group of Participants ..........cccceeeeveercieencnieenieeenneens 56
4.2.1.4 Status/Occupation of Participants ............cccceeeveeecreernnennns 57
4.2.2 Responses from Participants in each Variables ..........ccccccevvenennene. 58
4.2.2.1 Distribution Frequency in Service Quality ....................... 59
4.2.2.2 Distribution Frequency in Food Quality ........ccccceevvvennnnns 68
4.2.2.3 Distribution Frequency in Customers Experience ............ 76
4.2.2.4 Distribution Frequency in Customers Satisfaction ............ 84
4.2.3 Testing of Research Instrument.............ccooceeiiiiiiiiiiiniieniecieee 92
4.23.1 Test of Validity ...cccceevveiieeeiiieiiieeieeecieeeie e 92
4.2.3.2 Test of Reliability Gender Category of Participants ......... 96
4.2.4 Classical AssSumption TeSt.........ccccueerieriiieriiniiieiienie e 97
4.2.4.1 Normality Test Result.........ccccooeviieniiiiiinieiiieieeieeeee, 97
4.2.4.2 Heteroscedasticity Test Result .........cccceeveviiiciiincieeenen. 100
4.2.4.3 Multicollinearity Test Result .........c.ccccovveveiiiniienniieennen. 103
4.2.5 Multiple Linear Regression ..........ccceceerierciieniencieeneeeieenieesieennens 104
4.2.6 Coefficient of Determination............ceceeeeerersieneeneriienieneeieseenees 106
4.2.7 HypOthesis TeSt......ccccviieiiieeiiieeiiee et eeee e ereeeereeesereeeaeeas 106
420 A i o G, Wi 106
i T Tt v A g N, W W gl S 108
DIiSOUSSIORT. ... v e v oo e s cmierTrrons e ST ey A Ao Aottt o e oovevveaneoonas 108
4.3.1 Effect of Service Quality Towards Customers Satisfaction at Koki

432

433

434

Sunda Hasanuddin Medan ............ccccooiiiiiniiiniiniieeceee 109
Effect of Food Quality Towards Customers Satisfaction at Koki
Sunda Hasanuddin Medan .........ccccocveveriinieninienieneneceeeeee 111
Effect of Customers Experience Towards Customers Satisfaction at
Koki Sunda Hasanuddin Medan ..........cccccoooieniiiiiniiniiniccceee, 113
Effect of Service Quality, Food Quality, and Customers Experience

Toward Customers Satisfaction at Koki Sunda Hasanuddin Medan

xi



CHAPTER V

5.1 Conclusion

5.2 Recommendation

REFERENCES

CONCLUSION

xii



Figure 1.1
Figure 1.2

Figure 2.1
Figure 2.2

Figure 4.1
Figure 4.2
Figure 4.3
Figure 4.4

LIST OF FIGURES

page
The Growth of Household Consumption 2021 ...........cccceevvveennennnee. 2
Total Number of Food Establishment in Indonesia 2020 .................. 3
Research Model ..........ooiiiiiiiiiie e 36
Framework of Thinking ...........ccccccoevviiiniiiiniiiiee e, 37
Histogram for Testing Normality .........ccccccceevieniierciieniiencieeieenieene, 99
Chart of Normal Probability P-Plot ............ccccceiiviiiiiiiiiiieee, 100
Scatterplot Research Graph ........ccccceeeviiieiiiiiiiiiccecce e, 102
Scatterplot with Dependent LNU2I ........c.coocviiiiiiiiiiiiiieeiee, 103

Xiii



Table 3.2
Table 3.3
Table 3.4
Table 3.5
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
Table 4.20
Table 4.21

LIST OF TABLES

page
Operational Definition ..........cccoeevveieiiieeiiieeee e 42
LIKert Scale ....oc.ooviiiiniieiiiieccceeee s 44
Categorization for Validity Description ..........cccceeeveercieeenieennnenn. 48
Categorization for Reliability Description ...........ccccceeeeeeieenieennnnnne. 49
Geiider Cat€Bory oo i e .o e 56
A SCMGEOUD . e e BT U 57
StatusS/OCCUPALION .....eevuvieriiiieeiieriieeieeiie et esieeeteesaeeeeeesaeesaseesaens 57
Frequency of Service Quality 1 .......cccoeviiiiiiiiiiiiiiciee e, 59
Frequency of Service Quality 2 .......ccceeviiieiiieiniiiecie e, 60
Frequency of Service Quality 3 .......ccooovieiiiiiiiiieiieeeeee 61
Frequency of Service Quality 4 .......cccovviiiiiiiiieeeee e, 62
Frequency of Service Quality 5 .....cccoviiiiiiiiiiiieeiieiecee, 63
Frequency of Service Quality 6 .......ccoecvveviiriiienienieeieeieeee, 63
Frequency of Service Quality 7 .......cccouvveviieecieeeieecieccee e, 64
Frequency of Service Quality 8 .......ccoooieviiiiiiiiiiiee, 65
Frequency-of-Servies QualTtyRONSE Mm%t ... 66
Frequency-of .Service Qualiti Bl W, .. e ccm . ... 67
Frequenev-of-Food QUaltfy1 o i e ssseatieeeneeeeeeivecsreeenne 68
Frequencey-ol FoadrOualityeder et i e, 69
Frequency of Food Quality 3 .....cccoooiiiiiiiiieieieeeee e 70
Frequency of Food Quality 4 .........cooiieiieiiiiiieieeeeeeeeee 70
Frequency of Food Quality 5 ......cccoeoiiieiiiieiieeeeeee e, 71
Frequency of Food Quality 6 .........cccceeviieiiieiiiinieeiieee e 72
Frequency of Food Quality 7 ......cccceevvieeiiiieiieeeeceeeee e 72
Frequency of Food Quality 8..........cccveiiieniiiiiiieeiieeeeee 73

X1V



Table 4.22
Table 4.23
Table 4.24
Table 4.25
Table 4.26
Table 4.27
Table 4.28
Table 4.29
Table 4.30
Table 4.31
Table 4.32
Table 4.33
Table 4.34
Table 4.35
Table 4.36
Table 4.37
Table 4.38
Table 4.39
Table 4.40
Table 4.41
Table 4.42
Table 4.43
Table 4.44
Table 4.45
Table 4.46
Table 4.47
Table 4.48

Frequency of Food Quality 9........cccooiiiiiiiiiiiiieieeeeceee 74
Frequency of Food Quality 10.......ccccoovieiiiiieniieeieeeeeeee e 75
Frequency of Customers Experience 1 .........cccocevviieniieiiieninennnne. 76
Frequency of Customers EXperience 2 ..........cccooceeeeieenieeieenieennenne. 76
Frequency of Customers Experience 3 ..........cccceevveevcieenciieenveeenen. 77
Frequency of Customers Experience 4 .........ccccoevveveivenieeieenieennenne. 78
Frequency of Customers EXperience 5........ccccceevveevcveencieeenveeennen. 79
Frequency of Customers EXperience 6 ..........cccceeevveevcveereieeeeveeennen. 80
Frequency of Customers EXperience 7 ........ccccccovveeeiiienienieenieennnnne. 81
Frequency of Customers Experience 8 ..........ccccoeevvvviiieiiciiienieeenen. 82
Frequency of Customers Experience 9 ...........ccccoceeeviievieniieniiennnne. 83
Frequency of Customers Experience 10 ...........ccccceeevieviiniieniiennnnne. 84
Frequency of Customers Satisfaction 1 ..........cccoeeevveeiiiieeiiieenieeenen, 84
Frequency of Customers Satisfaction 2 ...........cccceevevvenieeieeneennnne. 85
Frequency of Customers Satisfaction 3 ..........cccceeevvvvivieeeniieecneeenen. 86
Frequency of Customers Satisfaction 4 ............ccceeveeviiveeniieenveeennen. 87
Frequency of Customers Satisfaction 5 .........cccceeeeeeeiieiieeiieniiennnne, 87
Frequency of Customers Satisfaction 6 ...........cccccveevvveeriieenveennnenn. 88
Independent Variables Interval Ranges ............cccccovvvieiinienieennnnne. 89
Mean, Median, Mode, SD, Variance of Service Quality ................. 89
Mean, Median, Mode, SD, Variance of Food Quality...................... 90

Mean, Median, Mode, SD, Variance of Customers Experience ...... 91

Mean, Median, Mode, SD, Variance of Customers Satisfaction .....92

Validity Testing Result of Service Quality (X1)..ccooovvevveeieeniiennnnne. 94
Validity Testing Result of Food Quality (X2) ...cccceeevieviiiiiiiiennne. 94
Validity Testing Result of Customers Experience (X3) ......cccveeeneee. 95
Validity Testing Result of Customers Satisfaction (Y) ......cccceeueeee. 96

XV



Table 4.49
Table 4.50
Table 4.51
Table 4.52
Table 4.53
Table 4.54
Table 4.55
Table 4.56
Table 4.57

Result of Reliability TeSting ........cccevieeeiienieeiiiniecieeeeeie e 97
Normality Testing with K-S Method Result ...........cccccvveeiiennnennne. 98
Results of Testing Heteroscedasticity Glesjer .........ccoovvevveenenne. 101
Heteroscedasticity Result with LNU2I ......c.cccocoeiiiiiniininiinieene 101
Result of Testing Multicollinearity .........c.cccecveevciieercieeeniieeieenee, 103
Results of Multiple Linear Regression ..........ccccecceeceeveenenieneennens 104
Output of Coefficient Determination ............ccceceeeveeeieeencveeseneennne. 106
ReSUItS, of t-testimg ... i e i eoeenen o O . ................. 107
Output Of F-tESting .........cccccceerveeerreenesitunssbuesssnisbossodaossboerseesseesssases 108

XVi



LIST OF APPENDICES

APPENDIX A: QUESTIONNAIRE ......coooiiiiiiiiieieeceeeeeeee e A-1
APPENDIX B: TABULATION OF PRE-TEST DATA .....ccoooiiiiiiiiieeen. B-1
APPENDIX C: VALIDITY AND RELIABILITY OUTPUTS .......cccccoiienenee. C-1
APPENDIX D: TABULATION OF SAMPLE DATA ..o D-1
APPENDIX E: DESCRIPTIVE STATISTICS AND FREQUENCY ................. E-1
APPENDIX F: OUTPUT OF SPSS 26TH VERSION ......cccccooiviiiiiiiieen. F-1
APPENDIX G: GOOGLE REVIEWS OF KOKI SUNDA MEDAN................. G-1
APPENDIX H: TTABLE AND FTABLE (DF=96 AND K-1=3) ......cccceuneee. H-1
APPENDIX I: EXAMPLES OF KOKI SUNDA MENU .......cccccoociiiiiiiiinnnnen. I-1
APPENDIX J: SEVERAL PROOFS OF SURVEYS SENT .......ccccoooiiiiiininnen. J-1

Xvil



