TABLE OF CONTENTS

COVER PAGE page

TITLE PAGE

FINAL ASSIGNMENT STATEMENT AND UPLOAD AGREEMENT

APPROVAL PAGE BY FINAL PAPER ADVISOR................ I
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE............. II
NN e T A R I
ABSTRAK ..ucoueriiinisninsnisonisarssntssissssssssosssassasssssssssssassssssasssssssssssssssssssssasssssssssas v
BREEAGHE.............. 00000 ...oocovre o S Y. . ...........co ee0et) tesatentll ocer \%
TABLE OF CONTENTS.....ccoviniinuicstnsessnissasssnssanssssssssssssssssassssssssssssssassssssasses VIl
LIST'OF FIGURES .z 25t o0 o {5000 gae Ritn: *olirnasadss 3=y snsotssntosnsbhossesossase XII
LIST OE-TABEES i e eecessovessimmisres sesiivvecss npéiisoioinsensssnessaatbbossasssassesssssssase XII
LIST OF APPENDICES........cccceevevvurrenruccrurcccnces XV
CHAPTERI1 1
INTRODUCTION 1
1.1 Background of the Study ........ccceeviiieiiieiiieeeeeee e 1
1.2 Problem Hmitation...........coooiiiiiiiiiiiiiieeie e 6

vii



1.3 Problem fOrmUIAION .. ..cooeeeeeeeeee e e e e e e e eeeeaaeas 6

1.4 Objective of the 1€Search.........cceeviiieiiiieiieeeeece e 7
1.5 Benefit of the Research ... 8
1.5.1 Theoretical Benefit .........cocoiiiiiiiiiiiiiieee e 8
1.5.2 Practical Benefit .........coooooiiiiiiiiiie e 8
CHAP T E R I i on. < atts Fepen Ol B e se i, 9
LITERATURE REVIEW AND HYPOTHESIS DEVELOPMENT......cccec0eeuet 9
2.1  Theoretical Background...........ccccoecuvieriieiiiiieiiecee e 9
281 I""HospifaltGaManagement .............. 00 Cg ... ..o B ... 9
2.1.1.1 Definition of Hospitality Management .............ccceeeveeervieerieecrnreennne. 9
22, FStore atmQSPRETEN . ................. [T SR—— ... WL . 10
2.1.2.1 Definition of store atmosSphere...........ccccceeerieerrieeerieeeiee e 10
2.1.2.2 Store AtmoSphere Factors .......ccccveecuiieriiieeeiieecieeceiee e 13
2.1.2.3 Store Atmosphere Elements..........ccccveevciiiieiierncieeniiee e 14
2.1.2.4 Indicator of store atmOSPhETe........cccveevviieeiieeriieeeiie e 15

2. 83 #Definition of product quality . Y., S8 T 16
2.1.3.1 Factors influencing the quality of food products ...........c..cccveu....... 18
2.1.3.2  Indicator of product qUality..........ccccoeiiieiieieieieeeieeeeete e 20
2.1.4 { DR mton- o eV Y s . e e et el ... eteeeeinennennans 21
2.1.4.1 Basic skills N SEIVICE .......ceiuiiiiiiiiiiiiiiietee e 22
2.1.4.2 Indicator of service qUality........cccceeviieriiiieriiieeeiie e 23
2.1.5 Definition of Customer Satisfaction...........coecueevieniiiniiniiiinieniceeeees 25
2.1.5.1 Factors influencing customer satisfaction...........cccecveeeeveeeeieernnnenne 26
2.1.5.2 Indicator of Customer Satisfaction..............coceeviiiiiiniiininniceneene 27

2.1.6 Relationship between Store Atmosphere toward Customer Satisfaction 28
2.1.7 Relationship between Product Quality toward Customer Satisfaction....29

2.1.8 Relationship between Service Quality towards Customer Satisfaction ..30

viii



2.1.9 Relationship between Store Atmosphere, Product Quality and Service

Quality towards Customer Satisfaction ...........cccceveeeriieeriiieeiiie e 31
2.2 Previous ReS€arch........ccccoooiiiiiiiiiiiiiccie e 32
2.3 Hypothesis Development ............coccvieiiieeiiieeiiie e 33
2.4 Research Model.........ooouiiiiiiiiiiiiciiiecce et 34
2.5 Frameyoil®i Thinking ™ WEL TS0 SO0 SRUTNNUTI ... ...................... 36
CHAPTER IHL.....c.cuciuinurnnnnnnsnnssnissnssansssissssssssssssssssssssssssssssssssssssssssssssssssssssssssss 37
RESEARCH METHODOLOGY .aucccveisuicsursrensuessanssessansssssessssssasssesssssssssssssssses 37
30N REScAarcIplICHIGHINY. . ............. SSSSS—ty WL SNUR 37
3.2 Population and Sample...........ccceeeeiiiiiiiiiiiiieeie e 38
38 S Datd Collectioni¥IEthdl a,.......... xTIes SN . ........... Bl ... 40
3.4  Operational Definition and Variable Measurement ...............c.cccccveeeneennee. 41

3.4.1 -Operational Definition.... £« FEENEE . el ficraesseasllc e 41

3.4.2% Variable Measuremeitamy .. /\aitl B . W - N e Lol 43
3.5 Data ARalysisMethod..... .o womme i e 44

3.5.1 ~Testof Teagareh [N R e et el .....eecevececreeesrenas 44

3.5.2 DeSCrIPtive STAtISTICS .uvveeerieeeiieeiiieeeiieeeieeesteeeseteeeeereeeseaeesereesseneeennneas 46

3.5.3 Classical ASSUMPLION TSt ....ccueeeviieeriieeiiie et 49

3.5.4 Multiple Linear Regression Analysis .......cccccecveerieeeiieeeiieeeiieeeeeesnnenn 50

3.5.5 Coefficient of Determination...........ccccueeeeieeirieeerieeeriee e 51

3.5.6  Hypothesis TeSt....uuieeiiieiiiieeiieeciie et e 51
CHAPTER 1V 53

X



RESEARCH RESULT AND DISCUSSION 53

4.1  General view of Gampoeng Geutanyoe Medan............c.cceecveeevveencieennnens 53
4.1.1 Organization structure of Gampoeng Geutanyoe Medan........................ 54
4.2 Research ReSUlt......cc.ccouiiiiiiiiiiiiecie et 56
4.2.1 Test of Research Instrument............cccccveeiiiiniiieniie e 56
4.2.1.1  Valdity TSt .eocuieiiiieiiieie ettt e 56
4.2.1.2 ReNABMIYATESt, 5. 00 o000 RS S AP ........................ 58
4.2.2 DeSCIIPLIVE STAtISTICS .eeuvrreerieeetieerieeerieeesieeesreeesaeeesareeesreesssreessneesssseenns 59
4.2.2.1 Respondents’ CharacteriStiCS........cuvurrrrireerreeriieeniieeerieeenreessreesneens 59
4.2.2.2 Explanation of Respondents on Research Variables ..............c........... 60
4.2.2.3 Mean, Median, Mode and Standard Deviation and Variance.............. 69
4.2.3 Classical ASSUMPLION TESt.....cccuveeriiiieiiiieeiiieeriie e etee e 79
GHAPTER V ....... WL .coonvoneiivess (RSO, NN . ............ Sheeaisscsorsaatsees 92
CONCLIUSLON ...coonecrercrssedorm g b e e « s veevosenssrsssaonlfisssssnositiesstionsssns 92
5.1 QEONCIISIO......... oo frrc - T Lo e ... 92
5.2 Reeommendation o rr......... L . ....eveeeeeveee 93
REFERENCES "W inermrerveamnisid tanseesasssssd 96
APPENDICES A-1




LIST OF FIGURES

Page
Figure 2.1 Research Model ..........ocooiiiiiiiiiiiiee e 35
Figure 2.2 Frame of ThinkKing ..........ccccooiiiiiiiiiiiiieeeeeeee e 36
Figure 4.1 Organizational Structure of Gampoeng Geutanyoe Medan...................... 54
Figure 4.2 Histogram Graph .........cccoeciiieiiiiniiieeciieeee et 80
Figure 4.3 Normal P — P Plot Graph .........ccccooiiiiiiiiiiiieeceeeeeen 80
Figure 4.4 Séatieiplot Graphes ol e 000 D00 SUNIRTUEN ... ... 83

Xi



LIST OF TABLES

Page
Table 1.1 GOOZIE REVIEWS ......oiiiiiiieiiieciieeee ettt et saa e s 4
Table 2.1 Previous Research ..o, 32
Table 3.1 Indicators of Operational Variables ............cccccveereiieiriiieinieeeiee e 42
Table 3.2 LAKert SCAle .......oouiiiiiiiiiiii e 43
Table 3.3 Reliability Test SCale .......ccceeeiiiieiiiieieeeieeee e 46
Table 4.1 Validity Test for Store Atmosphere (X1) .....ooovveviiiiiiiiiiiiieeiee e 56
Table 4.2 Validity Test for Product Quality (X2) .....cccceevieeiiieiiiiiiiiieiciee e 57
Table 4.3 Validity Test for Service Quality (X3) ...cccceeeviiieiiiiiiiieiciee e 57
Table 4.4 Validity Test for Customer Satisfaction (Y) .....cccooveeevvveeeriieeeniiieiiieeecieene 58
Table4.5 ReliabatyIESTRNN . ... ... A0 . B ceeeceee B, 58
Table 4.6 Characteristics of Respondents Based on Gender.............cccccocveeeeieeennnne. 59
Table 4.7 Characteristics of Respondents Based on Age........cccceeveieeiciieenieeecnnnnn. 60
Table 4.8 Frequency of Respondents for Store Atmosphere (X1)......cccccvveeeveeennnnee 60
Table 4.9 Frequency of Respondents for Product Quality (X2) .....cccceevevveeiveencnnennee 63
Table 4.10 Frequency of Respondents for Service Quality (X3)......ccccoovvveeiieerinnennne 65
Table 4.11 Frequency of Respondents for Customer Satisfaction (Y) .......ccceceeeueeee 68
Table 4.12 Interval Class for Store AtmOSPRETe.........eeevevieeeiiiiiriieeeiee e 70
Table 4.13 Interval Class for Product Quality ........c.ccooviiiiriiiiniiecciee e, 71
Table 4.14 Interval Class for Service QUality .......cccccveviieeriiiiiiieiiee e 71
Table 4.15 Interval Class for Customer Satisfaction .........c.ccoeceeiieniiinienieeniennienn, 72
Table 4.16 Mean, Median, Mode and Standard Deviation ..........ccccccvvvvevieeiiiinnnnnnen. 72
Table 4.17 Mean, Median, Mode, Variance and Standard Deviation of Store
K3 10 (0] o) 1155 (SRS 74
Table 4.18 Mean, Median, Mode, Variance and Standard Deviation of Product
QUALIEY ..ottt ettt ettt e et e et e et e et e teebeenteeneenees 75
Table 4.19 Mean, Median, Mode, Variance and Standard Deviation of Service
QUALIEY ettt ettt ettt sttt et e bt et e ene et et e et e eneenees 77

Table 4.20 Mean, Median, Mode, Variance and Standard Deviation of Customer

Xii



SIS TACTION ettt e e e e e e e e e e e e e e e e e e e e e e aeseeeeeneaenanan 78

Table 4.21 One sample Kolmogorov — Smirnov Test.........cccveevviiiirieeiniieeiieeeiene 80
Table 4.22 Multicollin@arity Test.......c.ccecuiieiiieeiieeeiieeeiee e e 81
Table 4.23 GIEJSer TSt ..uuviieiiieeiieeie ettt re e e e e s aneeenaeeens 83
Table 4.24 Multiple Linear Regression Test.........cccccvieeviieiriieiiiieeiee e 84
Table 4.25 Coefficient of Determination Test ..........cccceriiiiiiiiiiiiiiiiieeeeeeee 85
TabIE 4.26 T — tEST...ceueeeeeeetieee ettt ettt ettt 86
Table 4.27 F — |Gl "s W T8 N SN o SR S e 88

xiii



LIST OF APPENDICES

Page

APPENDIX A: RESEARCH QUESTIONNAIRE .......cccoiiiiiiiiiiiieieeeeeeeee, A-1
APPENDIX B: PRE — TEST DATA TABULATION ....cocoiiiiiiiiiniiiiieeeieee, B-1
APPENDIX C: MAIN TEST DATA TABULATION .....cccooiiiiiiiiiiieeeeeeeeee, C-1
APPENDIX DESBSSTOUTPU ~ 508 Sy S o e e D-1
APPENDIX ESMREABLE .7 ottt oo I ... E-1
APPENDIX F: F TABLE ...ttt F-1
APPENDIX G: R TABLE.............ccoocoiirirenesonciisfinstlond e e cetber e G-1
APPENDIX H: COMPANY LETTER ......ocoiiiiiiiiiiiiceececeeee e H-1
APPENDIX I: DOCUMENTATION ...ccoooiiiiiiiiiiiiiieciieeeteeee e I-1

X1V



