TABLE OF CONTENTS

page

COVER PAGE
TITLE PAGE

DECLARATION OF AUTHENTICITY OF FINAL PAPER AND UPLOAD

AGREEMENTIE =0 o 1000000 . N . o e . ......................... i
APPROVAL PAGE BY FINAL PAPER ADVISOR.......c.ccoceiumivniriiienesiennnns iv
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE.............. \Y
ABSTRACT S .. ...........coeeeeeeneeeeeneeeen s ATRNRIRIARTRRROE e il e oMo eee o Vi
ABSTRAK. XEESuEmmmm. ..................... (SO R ... 0........ vii
PREFACE.&.. KERISRENE ................. Sy Aoy, ., ., ... viii
TRBEEOF CORGERERIESE ................. S S . ..odiend. ... X
ST OREIGUREEEENEE. ................. S S——............ S« .. Xiv
IHSTOFEABLESTENNSY..........00.... S SR ... SO S XV
LIST-OF APPENDICESULEGEN........ By ... L.l Xviii
CHIAPTERN ....................... R0 E— . S W 1
INTROBDUCHRON...................cc;cnf S e, 6D 1
1.1 Bagkgroundief the-Studyis...ax:. /. SN Wi, W STl .. 1
1.2 Problem Bmnitation. —mnm... 1. Lo S . . ............ 12
1.3 Problem FOrmulation ..........ccccoviiiiiiiiciiesreie e 13
1.4 Objective of the RESEAICN .........c.cooiiiiiiiiici e 14
1.5 Benefit of The RESEAICN.......coiiiiiiiiiicce e 15
1.5.1 Theoretical Benefit ..o 15
1.5.2 Practical BENEFit........cccoiveiiiieiice e 15

(O o 1 S I = 1 PR 16
LITERATURE REVIEW AND HYPOTHESIS DEVELOPMENT.............. 16
2.1 Theoretical Background...........cccooiiiiiiiiieiiee e 16
2. 1.1 HOSPITAIITY ..o 16
2.1.1.1 History of HOSPItalItY ........cccoviiiiiiiiicceeeee e 16



2.1.1.2 Definition of HOSPItAlItY ........cccoeiiiiiiiiiiiieieccce e 18

2.1.2 Food and Beverage INAUSTIY ..........ccoouiiiiiiiiinereseeeee e 19
2.1.2.1 Classification of ReStaurant ............ccooeoevreneiinieneneese e 20
2. 1.3 CAFE ..o e 22
2.1.3.1 Cafe DefiNItioN .......ccoviiiriiiiieeiie s 22
2.1.4. FOOd QUATILY ..c.veeeieiieie ettt 23
2.1.4.1 Food Quality Definition .........c.ccceveiiiiiiienieieeee e 23
2.1.4.2 Food Quality INICALON ........coeveieieiiiiiiicsesieee e 24
2.1.5 AINOSPREIEREER. ...................oovvcerrrernrnnrnenneen o e ... 26
2.1.5.1 Atmosphere Definition...........ccccoeviiieiieni i 26
2.1.5.2 Atmosphere INAICALOr .........cccvveiveiiiciece e 28
2:1.6 " CUStOMEISEISTEACTIDN. ... .. &l 31
2.1.6.1 Customer Satisfaction Definition ............ccccoeevreneniincicicienn 31
2.1.6.2 Customer Satisfaction INAiCAtOr .............covvireeieeiieiciescc e 33

2.1.7 The Importance of Food Quality, Atmosphere toward Customer

BatiSfActiGn ...................... Souuh OO . ................. .l 34
2.2 Previous RESEAICH ..........ccciiiniiieseestsssesie s s sessesssssssssessessesesssessessessesvens 34
2.3 Hypothesis Development ............co o 36
2.4 ResearchMedelr v, L N i B amit: . £ s staan st e 38
2.5 TheoretiCal FrameworkK ..... i i wiivaisesssessesssesssessesssesssessessseesees 39
CHAPTER IT . T . ot e aa st et eee s e 40
RESEARCH METHODOLOGY .....cooiiiiiiiiiieeieseeee e 40
3.1 RESEAICN DESIGN ...ttt 40
3.2 Population and SAMPIE ...t 44
3.3 Data Collection Method...........ccooiiiiiiiiiie e 46
3.4 Operational Variable Definition and Variable Measurement.................. 48

3.5.1 Descriptive Analysis Method ... 50

3.5.2 Research INStrumMeNnt TESt ......ccviieiieieereee e 52

3.5.3 Classical ASSUMPLION TESE ....ccvveiiiiiieiieeciee e 55

Xi



3.5.4 Multiple Regression ANAIYSIS ... 56

3.5.5 Determination TSt (I2).......coceeverireereieesee et esste et 57
3.5.6 HYPOtheSIS TESHING .....cveiieiieeiecie e 57
CHAPTER TV .ottt 60
RESEARCH RESULT AND DISCUSSION .....cccoiviiiiiiieieiesee e 60
4.1 General View of “Research Object”..............c.ccccoiiiiiiiie 60
4.1.1 Brief History of Thirteen Eleven Café Medan ............ccccocevvievveriecnnenn, 60
4.1.2 VisiongEucaiSsiorsy, e Tets R Sy, s D . ..................... 62
4.1.3 Organizational STIUCLUIE...........cccviiiieiiieie e 63
4.2 RESEAICN RESUIL.......coveiiicei et e s s s e 66
4.2.1 DeSCriptive SatiStiC.........ccevieeviiiieieere e 66
4.2.1.1 Respondent CharacCteriStiC.........cocovvveveiiieieeie e 66
4.2.1.2 Explanation of Respondent on Research Variables ...................... 67
4.2.1.3 Mean Median and MOGE ..........ccccoviveiiiiieniein e 83

4.2.2 Result of Quality Data TeStING ........cccervereieiirineeieieee e 87
429 1 ValiditlICEL a7 ... S S . ......... R0 87
4.2.2.2 Reliability TeST....cooiiiiiiiiiiiiee e 89
4.2.2.3 NOrMAlity TESt....cccviiiciicieceeie et eas 90
4.2.2:4 Multicothmearity—Fest ..ol 1. . W M. v e aatasnlh. ... 92
4.2.2.5 HeteroscedastiCity TeSE .......cciiiivenrieiicsriieeie e e e ee e ee e 93

4.2.3 Result of Hypothesis TeStiNG ......cccccevviviiriieiiiie e 95
4.2.3.1. Multiple Linear Regression ANalysis.........c.ccooeeieneneneniennnnnns 95
4.2.3.2 Coefficient of Determination TeSt.........ccccvevviirviverenieseere e 97
4.2.3.4 Partial Hypothesis Testing (T-teSt) ......cccvvervririnieieie e 97
4.2.3.4 Simultaneous Hypothesis Testing (F-Test) ......cccccoovreneneninnnnnns 99

4.3 DISCUSSION.....ceeuvieuiestiesieesiesieesteaseesteesteeseesteeteaseesseeseeseesseesseaseesseeeeaseesseansens 100
CHAPTER V ettt sttt 105
CONGCLUSION ..ottt ettt sbe b ene e 105

Xii



5.1 Conclusion...........
5.2 Recommendation

References.................

Xiii



LIST OF FIGURES

page
Figure 1.1 Thirteen Eleven Cafeé ... 8
Figure 1.2 GOOQIE REVIBWS.........cviiiiiiiisiisiieieeeee et 9
Figure 1.3 G00GIE REVIEWS........cviiiieiieeie et 9
Figure 2.1 Research Model ... 38
Figure 2.2 Framework of Thinking........cccccooiiieiiiii i 39
Figure 3.1 ReSearch MOodel ...........ccoooviiieiiii e 41
Figure 4.1 Organization SrUCTUIE..........cooeiirieieiee e 63
Figure 4.2 Figure Normality Test HiStogram...........cccoovevviiieiecie e 91
Figure 4.3 Normality TeSt P-plot.........cccooiiiiiiiiiiiiiese e 92
Figure 4.4 HeteroscedasticCity SCatterplot ...........cccvevveiieieiiieiicse e 94

Xiv


file:///C:/Users/rudi/Documents/skripshit/Revisi%200303180095%20Michelle%20Darmawan.docx%23_Toc105694935

LIST OF TABLES

Table 1.1 Number of Food & Beverage Establishment in Medan..............c.c.c....... 4
Table 1.2 Possible Competitors of T1311 Café Medan .........cccccovevevereinirinnnnn, 7
Table 1.3 T1311 G0O0GIE REVIEWS......cceeiiieiiiiieiieeie et 9
Table 2.1 Safe CooKIiNG TEMPEIALUIE ........covveveirieieeie e 26
Table 2.2 Previous Research Table.........ccocooiiiiiiiiiee e 36
Table 3.1 Definition of Operational Variable ............c.ccccocoveveiiieieecr e 49
Table 3.2 LilBRrisssal COmes, F ottty (00 (SN . ....................... 49
Table 4.1 Characteristic of Respondents by Gender............ccccooeiveeieiieieeieennenn, 66
Table 4.2 Characteristic of Respondents by Age ........cccovviiiiiiiiineiiice e 67

Table 4.3 Pretest Questionnaire Result about Food Quality (X1): Question 1..... 68
Table 4.4 Pretest Questionnaire Result about Food Quality (X1): Question 2..... 69
Table 4.5 Pretest Questionnaire Result about Food Quality (X1): Question 3..... 69
Table 4.6 Questionnaire Result about Food Quality (X1): Question 4................. 70
Table 4.7 Questionnaire Result about Food Quality (X1): Question 5................. 70
Table 4.8 Pretest Questionnaire Result about Food Quality (X1): Question 6..... 71
Table 4.9 Questionnaire Result about Food Quality (X1): Question 7................. 71
Table 4.10 Questionnaire Result about Food Quality (X1): Question 8............... 72
Table 4.11 Pretest Questionnaire Result about Atmosphere (X2): Question 1 .... 72
Table 4.12 Pretest Questionnaire Result about Atmosphere (X2): Question 2 .... 73
Table 4.13 Pretest Questionnaire Result about Atmosphere (X2): Question 3 .... 73
Table 4.14 Pretest Questionnaire Result about Atmosphere (X2): Question 4 .... 74
Table 4.15 Pretest Questionnaire Result about Atmosphere (X2): Question 5 .... 74
Table 4.16 Pretest Questionnaire Result about Atmosphere (X2): Question 6 .... 75
Table 4.17 Pretest Questionnaire Result about Atmosphere (X2): Question 7 .... 75
Table 4.18 Pretest Questionnaire Result about Atmosphere (X2): Question 8 .... 76
Table 4.19 Questionnaire Result about Atmosphere (X2): Question 9 ................ 76
Table 4.20 Pretest Questionnaire Result about Atmosphere (X2): Question 10 .. 77

XV



Table 4.21 Questionnaire Result about Atmosphere (X2): Question 11 .............. 77

Table 4.22 Result about Atmosphere (X2): QUeStion 12..........ccccceevvvvevvereennenn, 78
Table 4.23 Result about Atmosphere (X2): Question 13..........cccccevviiveveerieennenn, 78
Table 4.24 Questionnaire Result about Atmosphere (X2): Question 14 .............. 79

Table 4.25 Questionnaire Result about Customer Satisfaction (Y1): Question 1. 79
Table 4.26 Questionnaire Result about Customer Satisfaction (Y1): Question 2. 80

Table 4.27 Pretest Questionnaire Result about Customer Satisfaction (Y1):
Question 3 ... SNSRI . ottt R IR ... .................... 80

Table 4.28 Pretest Questionnaire Result about Customer Satisfaction (Y1):
QuestiQifZ NSRRI ......................c.oonernenne e NIRRT, ... 81

Table 4.29 Questionnaire Result about Customer Satisfaction (Y1): Question 5. 81

Table 4.30 Pretest Questionnaire Result about Customer Satisfaction (X2):

QUESHENIGH. ... W SNNEREGNY................. A TR ... 000 2 ... 82
Table 4.31 Pretest Questionnaire Result about Customer Satisfaction (X2):
CESLIONSTR ............ (. - - ... S ... SEUGSEE 82
Table 4.32 Mean, Median Mode Calculation of Food Quality (X1) .................... 83
Table 4.33 Interval Class of FOod QUality ..........cccocoiiiiiinininieice e 84
Table 4.34 Mean, Median and Mode Calculation for Food Quality (X1) ............ 84
Table 4.35 Mean, Median and Mode Calculation for Atmosphere (X2)............... 85
Table 4.36 Interval Class of Atmosphere (X2) .......coociviinienininieiene e 85
Table 4.37 Interval Class of Service Quality ..........cccocevveiieiiiiiesecce e 86

Table 4.38 Mean, Median Mode Calculation of Customer Satisfaction (Y) ........ 86
Table 4.39 Mean, Median, Mode, Std. Deviation and Variance Calculation of X1,

X2, AN YL ettt ettt r et 86
Table 4.40 Validity Test of Food Quality (X1) ....cooviiiiiieiiieiiecee e 88
Table 4.41 Validity Test of Atmosphere (X2) ......cccooiiiiiininiieiee e 88
Table 4.42 Validity Test of Customer Satisfaction (Y1) ......ccccoceeviviviiiiienieiinns 89
Table 4.43 Reliability Test for X1, X2 and Y1......cccooiieiiieieiiieieece e 89
Table 4.44 Kolmogrov Smirnov Normality TeSt........cccvvviiieiiieiiic v 90

XVi



Table 4.45 MUltiCOHNEArTLY TeST.......ccvviiieiieie e e 93

Table 4.46 HeteroscedaSiCity TeSE ......cvviieiieie e 94
Table 4.47 Multiple Regression TeSt.......cccveeiieiicecee e 95
Table 4.48 Coefficient of Determination TeSt ...........ccocvviriiiiniiiieiese e 97
Table 4.49 Partial Hypothesis Testing (T-teSt) .......ccccvvveviveriiiese e 98
Table 4.50 Simultaneous Hypothesis Testing (F-test) .......ccccvvviieereiiniieienene 99

xvii



LIST OF APPENDICES

page
APPENDIX A: QUESTIONNAIRE .......coiiie e A-1
APPENDIX B: PRETEST TABULATION DATA ....c.cooiiiii, B-1
APPENDIX C: MAIN TEST TABULATION DATA ..o C-1
APPENDIX D: SPSS CALCULATION..... .cit. conseessmnneeilinbaneescecsnensinsensnenens D-1
APPEND X ESSIATKIS TIC TAB By 5o v R .. E-1
APPENDIX F: THIRTEEN ELEVEN CAFE .......oooveieereeeeeeteceeee e F-1
APPENDIX G: GOOGLE REVIEWS. ... G-1
APPENDIX H: INTERNAL SURVEY .....oooiiiiiiiiiieie s H-1
APPENDIX I: THIRTEEN ELEVEN APPROVAL LETTER ......ccoocoviiiiiinn I-1

Xviii



