TABLE OF CONTENTS

COVER PAGE

page
TITLE PAGE

DECLARATION OF AUTHENTICITY OF FINAL PAPER AND

UPLOAD AGREEMENT .....ccciiiiiiiiiiiiiiiiiiiiiiiiiieiececntiecacciecacnces ii
APPROVAL PAGE BY FINAL PAPER ADVISOR ......ccccccvvuinenennee. iv
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE ...... v
ABSTRACT SRR, .....cooeieerinenreseses flBNORCatanY. ... 0. ..... vi
ABSTRAK: 555 YRIINe. . .. ............... .0 SCCCOORONOOE . . ... e . vii
PREFACE & .. NSNSt .. .. ...... . . A S e g W, . .. 5. .. 8, viii
TABLE OF CONTENTS ..cuiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiieieieieciieiecncnenns X
LIST OF FIGURES ...cccitiitiiiiiiiiiiiiiiiiiiiiiiiiiiiiiinieieiecieiecaeenenes xiv
TASELOF TABLES TSN .. ........00 CO000ns, SRR . . ......... . Bk s 00l XV
LIST OF APPENDICES .....couitiiiiiiiiiiiiiiiiiiiiiiiiiiiiieieieeiecncnenns xvii
CHAPTERI  INTRODUCTION. ...cccttitiuinirininiieinincneiecninecncnn 1
1.1 SBackground-ofStudy jemy . < o8 T S N SR L N . 1
1.2 Prgblem-Eitation—........ el o O ... ..... 13
1.3 Pfeblem Eoffudation .. ~m—r swmmrre A0 .. ......... 13
1.4 Objective ofithe:-R e eartl o mmt e oot e e eeeeeeneennns 14
1.5 Benefit of the Research ................... o 14
1.5.1 Theoretical Benefit ... 14
1.5.2  Practical Benefit ..o 14

CHAPTER 11 LITERATURE REVIEW AND HYPOTHESIS
DEVELOPMENT ...cciiiiiiiiiiniiiiinnicscnnsecsensscscnnns 16
2.1 Theoretical Background ..................oooii 16



20

23
2.4

2.5

2.1.1 Hospitality Industry ...........ccoooiiiiiiiiiiiie,

_2.1.2 Foodand Beverages ...........cccevuiiiiiiiiiniiiiiniiiianannnns
2.1.3 Food Quality ......ooviiniiiiiiiiii e

2.1.3.1 Definition of Food Quality .........................e.
2.1.3.2 Indicators of Food Quality ................cceevinnenn..

2.1.4.1 Definition of Price ..........ccccoiiiiiiiiiiiiiiiinn.n,
2842 Indicators;ofiPrice .. .0 .o 0o .o S ...
2.1.5 Customer Satisfaction .............ccoooiiiiiiiiiiiiiiii i,
2.1.5.1 Definition of Customer Satisfaction ..................
2.1.5.2 Indicators of Customer Satisfaction ..................
2.1.6 The Relationship Between the Variables .......................
2.1.6.1 Food Quality Influences Customer Satisfaction .....
2.1.6.2 Price Influences Customer Satisfaction ..............
2.1.6.3 Food Quality and Price Influences Customer
SHISIAEHON . RS ... g
Previous Research ...

HypothSsis Development-. £, . [/ S w0 ...
Redearch Model—_ "=~ afl & % e S - .. ...

FraoWork-ol-ERIEIKING ... oo o TN ...

CHAPTER III RESEARCH METHODOLOGY.....ccccevierineennnnnns

3.1
3.2

33
3.4

Research Design .......oo.oiiiiiiii e
Population and Sample ...
32,1 Population .......o.oieiiiiiii e
322 Sample ..o
Data Collection Method ............oooiiiiiiiiiiiiiii

Operational Variable Definition and Variable Measurement ..........

25
26

26
26

27



3.5

3.4.1 Blueprint of the Questionnaire ...............ceeeeiviiiienienn.ns
3.4.1.1 Blueprint of Food Quality Variable Questionnaire ...
3.4.1.2 Blueprint of Price Variable Questionnaire .............
3.4.1.3 Blueprint of Customer Satisfaction Variable

QUESLIONNAITE ....uvtiitti ettt eeee e

Data Analysis Method ..........ccoooiiiiiiiiiii e

CHAPTER IV  RESEARCH RESULT AND DISCUSSION ...........

4.1

4.2

General View of Ayam Penyet Cabe Hijau Medan ......................
4.1.1 Vision and MiSSION ........cooueiuiiiiiiiiiiiii i,
4.1.2 Organizational Structure ............ccovveiiiiiiiiiiiiiinnnn,
Research Result......... ...
4.2.1 Descriptive StatiStiC ....vvuueeirieeire e eiiiiieeiieeeieenneannn.
4.2.1.1 Respondent Characteristics.............coevvvrveennennn..
4.2.1.2 Descriptive Statistics of Respondent Characteristics .
4.2.1.3 Explanation of Respondent on Research ...............

4.2.1.4 Descriptive Statistics of Research Variables ...........

422—Result-efDataOuality-TFestifig . 2o .. ...

4.2.2.1 Validity Test ....c.oiuiiiiii e
4.2.2.2 Reliability Test .....oouiiniiii e

4.2.2.3 Normality Test .......ooeiitiiiiii e
4.2.2.4 HeteroscedastiCity ........ovuevuieieinniiiiiiiieieeiieaeeeanes
4.2.2.5 Multicollinearity Test .........coceviiiiiiiiiiiiiiiiiieen,
4.2.2.6 Multiple Regression Analysis ...........coeveiieiiniiniiiennenn.

4.2.3 Result of Hypothesis Testing ...........coceveviiiiiiiiiinien..

4.2.3.1 Coefficient of Determination (Adjusted R2) ..........
X

43
43

44
44

54
54
56
57

61
61

61
62

64
72

74
75
76
77



4.2.3.2 Hypothesis Testing: F-Test ............c.coovveiinnn.. 82

4.2.3.3 Hypothesis Testing: t-Test ..........ccoovvviiiiiniinn.. 83

4.3 DISCUSSION .. vvveettet ettt e 84
CHAPTER V CONCLUSION .uuttttteeieinnsseeeccesssssssesccssssnnnses 88
5.1 CONCIUSION ..ottt e e 88
5.2 RecoOmMMENAAtiON .....ounneee ettt e e e 90
REFERENCES ..utttttiiiiiiieetttteeeeeeensssseeesssssesssssssesssssssssssssscssnnns 91

Xi



Figure 1.1
Figure 1.2
Figure 1.3
Figure 1.4
Figure 1.5
Figure 1.6
Figure 1.7
Figure 2.1
Figure 2.2
Figure 4.1
Figure 4.2
Figure 4.3
Figure 4.4
Figure 4.5
Figure 4.6

LIST OF FIGURES

page
Google Trends "Ayam Penyet" ...........ccoovviiiiiiiiiiiiiinn.n.
Ayam Penyet Cabe Hijau Google Reviews ........................
Preliminary Interview Form ...,
Preliminary Interview Form ...................ccoiiiiiiinae,
Preliminary Interview Form ....................coooiiial,
Preliminary Interview Form ....................cooiiiiiinl,
Preliminary Interview Form ....................coiiiinn,
Researchtviadelly . .. .. ... ... Ay ...
Framework of Thinking ...
Ayam Penyet Cabe Hijau’s Indoor ..................ccoeiiinianl.
Ayam Penyet Cabe Hijau’s Outdoor ................ccoiviinnnnnn.
Organizational Structure ..............ocoviiiiiiiiiiiiieieiienns
Normality Test ......... [ SSSSSuui—— ... .... e W
Norimiality FestPzRIO -4~ o . AN N, i ol

Heteroscedasticity Test Scatterplot ............cccoviviiiiniiinn..n.

Xii

11

11
12

12
33
34
55

56
57
77
78
79



Table 1.1

Table 2.1
Table 3.1
Table 3.2

Table 3.3
Table 3.4

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

LIST OF TABLES

page

Customer Reviews and Comments about Ayam Penyet Cabe

Hijau Medan .........ooiiiiiii e 5
Previous Research .............ooooiiiiiiiiiiiiiiiiiiieeeen, 28
Operational Variables and Variable Measurement ................ 41

Operational Variables and Variable Measurement of Food
OUalitylOCI . ..........covenveneenennn... JRRRERIEAY . . ..... 43
Operational Variables and Variable Measurement of Price (X2) 43

Operational Variables and Variable Measurement of Customer

SatiSHACHONNEE . ........... VRSN S, | W 07 44
Characteristics of Respondents by Age .............ccooeviiiiinnn. 61
Characteristics of Respondents by Gender ......................... 62
Characteristics of Respondents by Times of Visit ................ 62
Descriptive Statistics of Respondents’ Age ........................ 63
Descriptive Statistics of Respondents’ Gender .................... 63
Descriptive Statistics of Respondents’ Times of Visit ........... 63
LotertScales=" ... .. .o sy A . ... ... 64
Questionnaire Result about Food Quality (X1): Question 1 ..... 64
Questionnaire Result about Food Quality (X1): Question 2 ..... 65
Questionnaire Result about Food Quality (X1): Question 3 ..... 65
Questionnaire Result about Food Quality (X1): Question 4 ..... 66
Questionnaire Result about Food Quality (X1): Question 5 ..... 66
Questionnaire Result about Food Quality (X1): Question 6 ..... 67
Questionnaire Result about Food Quality (X1): Question 7 ..... 67
Questionnaire Result about Price (X2): Question 1 .............. 68

xiii



Table 4.16
Table 4.17
Table 4.18
Table 4.19

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

Table 4.29
Table 4.30
Table 4.31
Table 4.32
Table 4.33
Table 4.34
Table 4.35

Questionnaire Result about Price (X2): Question 2 .............. 68
Questionnaire Result about Price (X2): Question 3 .............. 69
Questionnaire Result about Price (X2): Question 4 .............. 69
Questionnaire Result about Customer Satisfaction (Y):

QUESHION 1 ..ot 70
Questionnaire Result about Customer Satisfaction (Y):

R i O . . . ... ... 71

Questionnaire Result about Customer Satisfaction (Y):

ONestion o™ ............................0m OUEFAE AN ........ 71
Descriptive Statistic of Food Quality (X1) ......................... 72
Descriptive Statistic of Price (X2) ...ocovviviiiiiiiiiiiiiiinnn.. 73
Descriptive Statistic of Customer Satisfaction (Y) ............... 74
Validity Test of Food Quality (X1) ......ccoooviiiiiiiiiiiian... 75
Validity Test of Price (X2) ..oovviiiiiiiiiiiiiiiiiieee e 75
Validity Test of Customer Satisfaction (Y) ........................ 76

Reliability Test of Food Quality (X1), Price (X2), and Customer

Satisfaction (Y) ..oo.eeiiiii 76
Normality Test with Kolmogorov Smirnov ........................ 78
Hetcroscedastieity-T ¢stugiis. GloiRer S <ot 8. ... 79
Muakticelngarity Testerr . o A2, . ... ........ 80
Multiple Regression Analysis ............coooiiiiiiiiiiiniiii. 81
Adjusted Coefficient of Determination (Adjusted R2) ........... 82
Results Of F-Test ..o.oineiiii 83
Results Of T-Test ....oineiiiii e 83

Xiv



LIST OF APPENDICES

page

APPENDIX A: RESEARCH QUESTIONNAIRE ...........ccccovvvniiiiinnnnn..., A-1
APPENDIX B: PRETEST DATA TABULATION ..........cccciiiiiiiinainnn... B-1
APPENDIX C: VALIDITY AND RELIABILITY .....ooovviiiiiiiiiiiiieeenn . C-1
APPENDIX D: SAMPLE DATA .....ooouuiiiiiiiie i D-1
APPENDIX E: SPSS OUTPUT RESULT ......ooiiiiiiiiiiiiiiiiieieeeeeen E-1
APPENDIX F: STATISTIC TABLE .......cccovuiiiiiiiiieiiiiie e F-1
APPENDIX G: COMPANY APPROVAL LETTER ..........ocoviiiiieaiinn.... G-1
APPENDIX H: GOOGLE REVIEWS OF COMPETITOR........................ H-1

XV



