TABLE OF CONTENTS

Page

COVER PAGE

TITLE PAGE

DECLARATION OF AUTHENTICITY OF FINAL PAPER AND UPLOAD
AGREEMENT ..ottt ettt i
APPROVAL PAGE BY FINAL PAPER ADVISOR.......c.ccoceiiiiiiiniesesieenns iv
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE............... \Y
ABSTRACT .[ .. i, au . HR . e o A . ....................cc.. Vi
ABSTRAK [ e e et e toTh (e it e e IS .. ..................... vii
B RS SFANO = 08 (0 (T o S OF s viil
TABLE OF CONTENTS......ooiiiiitrieise sttt X
LISTOEFIGURESERNS, ............................ ;e ... ... Xiii
LIST OF TAEIRECHN..................... SR A, 0 ... Xiv
LIST°OF APPENDRICESERY. ... ........... A S e . B ......occocn ... XVi
GHABTNEIR |.......... R o S S . B st 1
INNFRODUE TION......." S . DSURS— & e W 1
1.1 Background Of The StUdY .......cccoviieiieiicecece e 1
1. ZProblEm M It ati ONrrrrrrrerreg ot o R oy fPali sV a1 e 5
1.3 Pioblem FOrMUaHEN skl i . M N i (et st sl o 5
1.4 Objective Of The RESEAICN .......ccccoovieiieiirii it 5
1.5 Benefit Of The-ReSeaICN...... . i s it s estt e 6
1.5.1 Theoretical BENefiL.............cci i 6
1.5.2 Practical BENEFit........cccooiiiiieiiee e 6
(O o 1 e I Y S 1 RSP 8
LITERATURE REVIEW AND HYPOTHESIS DEVELOPMENT................. 8
2.1 Theoretical BaCKgroUuNd ...........cccueiviiiieiiii e 8
2.1.1 Hospitality INAUSEIY......coviiiiiiiece e 8
2.1.2 RESTAUIANT. ....eeeiii et 10
2.1.3 FOOd QUAIILY ....vveeiieciie et 11
2.1.4 Indicators of FOOd QUAlITY .......ccoveiiiiiiiiisireee 12



2.1.5Service QUANITY .......oceiiiiiieee e 15

2.1.6 Effective Service DEIIVEIY .......c.cociiiiiiiiieeee e 16
2.1.7 Indicators of Service QUAlILY ........ccccoiiiiniiiiiiiee 17
2.1.8 Customer SatiSTACTION ..........cccveiiieieie e 20
2.1.9 Indicators of Customer Satisfaction ............c.ccocevviiviernne i 21

2.2 Previous RESEAICH ........oviiiiiiiiiceee s 24
2.3 Hypothesis DeVEIOPMENT .........ccviiiiiieieiic e 25
2.4 Research Model.........cooiiiiiiiiiiii it st s e e 28
2.5 Framework of Thinking .......cccooiiiiiiiii s 29
CHAP T E R R e ... eeen 0 o ot RN B e eeemeenes 30
RESEARCH METHODOLOGY ....coocieiie s 30
3.3 . RescaiChiDesIgni. ............................ ik Ses e s aauMonnss el oo Bl ... 30
312 " PopulatgniandiSariple. ............... e . ... .o, ... .. 31
3.3 Data Collection Method ...........ccoouiiiinieiine i 34
3.4  Operational Variable Definition and Variable Measurement ............... 36
3.5  Data Analysis Method...........cccciiiiiiiiiiiieieee e 39
3.5.1 Descriptive Statistical ANalYSIS .......cccooiiiiiiinirineece s 40
o2Vl idity TestEm .. . NS .............. e . 42
3.5.3 REHADIILY TEST....ccuiciiieieie e 43
3.5.4 Classical ASSUMPLION TESt.....ccccieiiiiieiiecice e 44
3.5.5 Multiple Linear Regression TeSt........ccccceiirvenieeiirsieeseesiesseeseeesee e 45
3.5.6 Coefficient Determination TeSt (72)........ccceveiiciiiciecee e 46

3.5., 6 HYPOESISTESL....... o rrreres e A naa st aanaa st e e e eeeeeaeeans 46
CHAPTER IV W, ot ianaaatan oo veceeenreseeennees 49
RESEARCH RESULT AND DISCUSSION .....coccoviiiiiiiiienieeseseese e 49
4.1 General View of Research ODJect.........ccocovviiiiiiiiiici e 49
4.1.1 History of Brothers Café ..........ccocviriiieneie e 49
4.1.2 Vision and Mission of Brothers Café............cccccvvvieiieiiiin i, 51
4.1.3 Organization STFUCTUIE ..........coiiirieieierie e 51
4.1.4 JOD DESCIIPLION ..oveeiieiieiecte sttt bbb 52
4.1.5 ReStAUraNt IMEBNU ....cocuiiiiiiiieeee e 54

4.2 Research Result and DISCUSSION..........ccoviirieeiiiiie e 55

Xi



4.2.1 DESCrIPLIVE SEALISTICS ........eiviieiiiiiiieieiee e 55

4.2.1.1 Respondents CharacteristiCs..........cooevereieriiinieieee e 56
4.2.1.2 Explanation of Respondents on Research Variables..................... 58

1. Descriptive Analysis of Variable X1 (Food Quality) .........c.ccccu.... 58

2. Descriptive Analysis of Variable X2 (Service Quality).................... 65

3. Descriptive Analysis of Variable Y (Customer Satisfaction) ........... 72

4.2.2 Result of Data Quality TeStiNg........cccvivveviireiieie e 77
4.2.2.1 Pre-TeSt RESUIL.....c.cocvivvinieiiiiniiiien s sin e e see e seeseesresse s 77

1. [Restlieof Validity Test. Bl i it o L. ... 77

2. Result of Reliability TeSt .......ccovveieiiiiii e 79

4.2.3 Result of Data Quality TeStING.........ccceveriiiriiiirisiiieee e 79
4.2.3.1 Classical Assumption Testing Result............ccccooviveeiiiieiiieinenne 79

1. Result of Normality TeSt.......cccciiiiiiieiiiicce e 79

2. Result of HeteroscedastiCity.........ccoeiveieiiieieeiicic e 81

3. Result of Linearity TeSt........ccceiieiiiiieiieie e s 83

4. Result of Multicollinearity TeSt .........cccooiiiiiriiniinieieec e 84

4:2188.2 RegreSlGMiEGUation ... SN S .. ............ SV 85

4.2.4 Result of Hypothesis TESTING ......ceviieiiiiiiiesesesieeeeeeie e 87
4.2.4.1 Coefficient of Determination (72) ........ccocevvererieninieneiese e 87
4.2.4.2 HypOthesis TESL.......ccccibmmieressessnaanesesesnsesssbnsssssesasesesssessessnsaes 87

L AP TES N e i o o (PG, it a0 ORI SR ... 87

e e e e R e 89

4.3 DiSCUSSION. .. oo e e s TiaTrrees e T rmemairs s ol Ao e a e g e et nensresnnans 90
CHAPTER V . M. oo rrain et s atataon oo receenreseeennenes 96
CONCLUSION. ..ottt sttt sttt ne e 96
T8 A 0] o] 1115 o] o ST S 96
5.2 RECOMMENUALION. ......eiveeeieiieiieeie et eie s ee e sae e ste e e sta e esreeneesneeeas 98
REFERENCGES. ...ttt 101

Xii



LIST OF FIGURES

Page
Figure 2.1 Research MOodel ...........ccoooiiiiiiiiiiee e 28
Figure 2.2 Framework of ThinKing ........c.ccooviiiiiiniiecccc s 29
Figure 4.1 Organization Structure of Brothers Café Medan........................... 51
Figure 4.2 Gender of Respondents...........coviuiiriiiiiiiie e, 56
Figure 4.3 Age of RespONdentsS.........c.ooviriirii i, 57
Figure 4.4 Histogram of Normality Test..............ooiiiiiiiiiiiiiieeas 80
Figure 4.5 P-P Plot of Normality Test............coiiiiiiiiiiiiiiieeeae 80
Figure 4.6 Scatterplot of Heteroscedasticity Test............cccoeiiiiiiiiiiiiiinnnn... 82

Xiii



LIST OF TABLES

Page
Tablel.1 Customer Reviews about Brothers Cafe Medan...........cccocvvveveiieneennns 4
Table 2.1 Previous RESEAICN .......ccviiiiiiiiie e 24
Table 3.1 Definition of Operational Variables...............cccooveviiieiieieiie e, 37
Table 3.2 Likert Scale. ..o 39
Table 4.1 Likert Scale. .. ..o 55
Table 4.2 Respondent’s Identity Based on Gender...........ccococvvveviviieiniieinienenn, 56
Table 4.3 Respondents Identity Based ON AQe........c.ovviiiiiriiiiiiiiiiiieenns. 57
Table 4.4 Q1: | think the color of Brothers Café's food looks interesting.......... 58

Table 4.5 Q2: | think the color of Vegetables in Brothers Cafe looks Fresh....... 58
Table 4.6 Q3: | like Brothers Café's food appearance because it is pleasing to my

EVCSIRII. .. ............cc......... Al .. ... ...... 59
Table 4.7 Q4: The presentation of the food at Brothers café is pleasant for me to
SERIINRNN ... .......... Ji SRR . L 59
Table 4.8 Q5: The food portions at Brothers Café are not too small for me........ 60
Table 4.9 Q6: The portion of food at Brothers Café is Normal for me............. 60
Table 4.10 Q7: The ingredients are cut in a way that makes it look more pleasing
and delectable to My €YeS........coviniiriiiiii 61
Table 4.11 Q8: The shape and cuts of the food in Brothers Café are easy to
ConsuMECTINNES . . .. .. NSRRI .. ... ....... SO . .. 61
Table 4.12 Q9: The temperature of the food served is still hot....................... 62
Table 4.13 Q10: The temperature of the food served is safe for consumption...... 62
Table 4.14 Q11: The food | consumed has a good mouthfeel........................ 63
Table 4.15 Q12: The texture of the food served is just right (not too hard, the steak
Isdender) . o e . 63
Table 4.16 Q13: The smell of foods at Brothers Café is delicious and appetizing...64
Table 4.17 Questionnaire Analysis of Food Quality...............ccoeviveiiiinnnn... 64
Table 4.18 Q1: The service response meets my expectation.......................... 65
Table 4.19 Q2: Staffs respond fast towards my inquiry...............ccoceeeeninnnn.n 66
Table 4.20 Q3: Servers are willing to help fulfill my request......................... 66
Table 4.21 Q4: Servers gave clear information of my inquiry forme................ 67
Table 4.22 Q5: Staffs are attentive and friendly withme.............................. 67
Table 4.23 Q6: Waiters put the interests of restaurant visitors first.................. 68
Table 4.24 Q7: Staffs has a clean and tidy appearance......................oeevn 68
Table 4.25 Q8: The table and chair 1 occupy areclean................................ 69
Table 4.26 Q9: The condition of the restaurant looks clean and tidy to me......... 69
Table 4.27 Q10: The Staffs in Brothers Café can handle complaints well.......... 70
Table 4.28 Q11: Staffs are polite and respectful towards visitor..................... 70

Xiv



Table 4.29 Q12: The staff shows a high level of confidence and trust towards

VISIEOIS . .ot e 71
Table 4.30 Questionnaire Analysis of Service Quality.....................ooinii 71
Table 4.31 Q1: | am satisfied with the quality of food in Brothers Cafe............ 72
Table 4.32 Q2: | am satisfied with the excellent and fast service respond from the
Ao ] £ TP 73
Table 4.33 Q3: Brothers Café’s food has an excellent pricing that matches with the
QUANITY . .o 73

Table 4.34 Q4: The food in Brothers café is reasonably priced and satisfactory....74
Table 4.35 Q5: | am satisfied with the location of Brothers Café that is easy to

BRI L e O LT . ... ............. 74
Table 4.36 Q6: The location of Brothers Café can be found with ease.............. 75
Table 4.37 Q7: | think the food hygiene in Brothers Café is well maintained and

SAlISTACIAR, . .......................... dECONSEENARY . ......... 75
Table 4.38 Q8: The serving utensil provided is clean and satisfactory.............. 76
Table 4.39 Questionnaire Analysis of Customer Satisfaction........................ 76
Table 4.40 Validity Test of Variable X1..........coooiiiiiiiiie, 77
Table 4.41 Validity Test of Variable X2............cooiiiiiii, 78
Table 4.42 Validity Testof Variable Y ... 78
Table 4. 43 Reliability test of variable X1 (Food Quality)............................ 79
Table 4. 44 Reliability test of variable X2 (Service Quality)........................... 79
Table 4. 45 Reliability test of variable Y (Customer Satisfaction)................... 79
Table 4.46 Normality TeSt........oviii e 81
Table 4.47 Spearman rho TeSt. .......virii e, 82
Table 4.48 Linearity Test of Food Quality (X1)........ccooiiiiiiiiiiiiieinne, 83
Table 4.49 Linearity Test of Service Quality (X2)......c.ooeviiiiiiiiiiiiin.. 84
Table 4.50 Multicothnearity=Test. (- M B S eat L 85
Table 4.51 Multiple Linear Regression AnalysiS..........cccovvviiiiiiiiiiiiinnannnn.. 86
Table 4.52 Determination TeSt. .. ... .. cviiiie i e eeee et e e eaens 87
Table4.53 T-Test. MBS . e i i, 88
TablEe 4,54 F-TeSt. .ot 89

XV



LIST OF APPENDICES

Page
APPENDIX A: OBSERVATION LIST ..o A-1
APPENDIX B: INTERVIEW INSTRUMENT ......ccoviiiiiiiiiceec, B-1
APPENDIX C: PERMIT LETTER FROM UPH TO BROTHERS CAFE C-1
APPENDIX D: STATEMENT LETTER FROM BROTHERS CAFE ....... D-1
APPENDIX E: R TABLE......cciiii E-1
APPENDIX FERRNESINE" 1 T N, S s St . ....................... F-1
APPENDIX G: F TABLE.......cooiir e G-1
APPENDIX H: VALIDITY TEST RESULT OF VARIABLE X1............... H-1
APPENDIX I: VALIDITY TEST RESULT OF VARIABLE X2 .................. I-1
APPENDIX J: VALIDITY TEST RESULT OF VARIABLE Y ................... J-1
APPENDIX K: QUESTIONNAIRE........ccooiiiiiie e K-1
APPENDIX L: QUESTIONNAIRE DISTRIBUTION THROUGH SOCIAL
MEDIA PLATFORM ...t L-1
APPENDIX M: DATA TABULATION PRE-TEST ..o M-1
APPENDIX N: DATA TABULATION MAIN TEST ... N-1
APPENDIX O: RELIABILITY TEST RESULT FROM PRE-TEST ......... O-1
APPENDIX P: CLASSICAL ASSUMPTION TEST ..o, 101
APPENDIX Q: REGRESSION ANALYSIS ..o Q-1
APPENDBIXCREHY¥POTHE SIS-FE ST NG, M et L e R-1

XVi



