TABLE OF CONTENT

page
COVER PAGE
TITLE PAGE
STATEMENT OF AUTHENTICITY AND APPROVAL OF FINAL
ASSIGNMENT UPLOAD ...ttt i
APPROVAL PAGE BY SKRIPSI ADVISOR.........cccooiiiiiiiiiie i \Y]
APPROVAL PAGE BY SKRIPSI DEFENSE COMMITTEE..........c.cccocu...... Vv
ABSTRACTREEEERINEL ................cccooevvveenenrerreccene s SOTRCARI AL W ................ Vi
PASTOR P A o PO < S R, N vii
PREFAGE. T 3. .. (SOOI R o0 Dl ... viii
TABLE OF CONTENTS ..ottt X
LISTEOE BIGURESHESNS ................. S Sesssssmey,.... B0l Xiv
INST OFWABLEGESS—— ... ... TS S B W XV
ST GEAPPENDEGESE = . ... ... K. . S Sl XVi
CHAPTER | INTRODUCTION
1.1 Background of the StUdY ..........ccooiiiiiiiie e 1
1.2 Ricblem EiMitatiOnsm .. .5 . I T Wi, .. o000 Sya it dolias sl .. .o 7
1.3 ProflemsFormulationrr.. . . Lo e et 2 Y . 8
1.4 Objective of The RESEArCh......cccocvi i 8
1.5 Benefit of The RESEAICN........cccii vt 9
1.5.1 Theoretical BENEFit.........ccooiiiiiiiiiiiee s 9
1.5.2 Practical Benefit.........ccoooeiiiiie e 9
CHAPTER Il LITERATURE REVIEW AND HYPOTHESIS
DEVELOPMENT
2.1 Theoretical Background..........ccccceoiiiiiiiiiiiii e 11
2.1 1 MArKELING ....ccueeiiieiecte e e 11
2.1.1.1 Definition of Marketing ........cccccovririnreneninenesseee, 11
2.1.1.2 The Scope of Marketing Management Functions............... 12

X



2.2
2.3
2.4
2.5

2.1.2  Marketing MiX ......ccooiiiiiiiiiiieec e 14

2.1.3  Consumer BEhaVIOU..........ccuiiieieni e 14
2.1.4 Operational Management ............cccooeieririninienene s 16
2.1.4.1 LAYOUL...oiiiiiiieiiiie ittt 16
2.1.4.2 AIMOSPNEIE ....vveeieieee sttt 17
2.1.4.2.1 Definition of Atmosphere.........cccoovvvviiiiennn. 17

2.1.4.2.3 Indicators of AtmoSphere ..........c.ccoovvvrveeeinennen. 18

2.1.5  PrOMOION....cciiiiieiieiiesitsie ettt 19
2.1.5.1 Definition of Promotion............ccocuvvviirenenineneseseeiee, 19
2.1.5.2 The Importance of Promotion............ccccceeeiiieninininene, 19
2.1.5.3 Objectives of Promotion ...........ccocuvvirieieienenenencseeeenen, 19
2.1.5.4 Factors influencing Promotion.............ccccceeveveeiicineseenenn, 20
2.1.5.5 Indicators of Promotion ..........c.ccccuvvrierieneiniennsienieeen, 21

2.1.6  CUStOMEr EXPEIIENCE .....ccuviiieiieieieite ettt 22
2.1.6.1 Definition of Customer EXPEerience ...........cccvvvrvrvrnreennnn, 22
2.1.6.2 Types of Customer EXPerienCe..........ccovevvevveivevieeieiviennaen, 22
2.1.6.3 Indicators of Customer EXPerience. .........ccccccevvevvvervesveennnnn, 24

2.1.7 Repurchase INENTIONS .........ccoiieiieiiiiiesiesi e 24
2.1.7.1 Definition of Repurchase INtentions ............ccoceoevvvvveiiennn. 24
2.1.7.2 Factors Affecting Repurchase Intention ................ccccue....... 25
2.1.7.3 Indicators of Repurchase Intentions...............cccceevevveiveenenn, 26

2.1.8 The Effect of Atmosphere on Repurchase Intentions ....................... 26
2.1.9 The Effect of Promotion on Repurchase Intentions..............cccceee.. 27
2.1.10 The Effect of Customer Experience on Repurchase Intentions......... 27
PrevioUS RESEAICN ........coiiiiiiieie e 28
Hypothesis DevelOpmMENTt ..o, 30
RESEArCH IMOGEL........ooiiee e 30
Framework of ThINKING ........ccooviiiiiiic e 32

CHAPTER Il RESEARCH METHODOLOGY

3.1
3.2

RESEAICN DESIGN ...ttt bbb 33
Population and SamPIle ..........coviiiiiiic i 34
3.2.1 ReSearch ODJECT ..o s 34
3.2.2 POPUIALION ...t 34



3.2.3 SAMPIES ... e 34

3.3 Data Collection Method............couiiriiiiiiniiiiinieee e 35
3.4 Operational Definition and Variable Measurement............c.ccccooeivereinennnn, 36
3.5 Data Analysis MEthod...........coouiiiiiiiiiiee s 40

CHAPTER IV RESEARCH RESULT AND DISCUSSION

4.1 General View of Sari Laut Mbak Sri restaurant ...........ccccooceviviniiniiniinninnnn, 46
4.1.1 History of Sari Laut Mbak Sri restaurant............cccccooevovivniniiicnenn 46
4.1.2  Organization SrUCTUIE ..........cceierierierinieieie e 47
4.2 Pre-Test ReSearch RESUILS.........cccoviiiiiiie e 50
4.3 ReSEArCN RESUILS .......eoiieiiiiie e 53
4.3.1 Characteristics of the Respondents ...........cccocvevveveiiieieciesie e 53
4.3.2 DeSCriptive StatiStiC ........cccccveiieiiiiiie e 55
4.4  Result of Data Quality TeSHING ....ccccovieiiiiiiiiiieieee e 59
4.5 Multiple Linear REGIESSION. ........coiiiieiirieii ittt 63
4.6 Result of Hypothesis TeStING........ccccivieiiiieiiciecec e 64
ASGHIN T-TesNENEN.......... 0. S SRR ............. ESE 0. ... 64
4. 6:20 F-Test ...l . ... ySSSEL R .............. ... 66
4.6.3 Coefficient of Determination TSt ..........cccevververeiiieneere e 66
4.7 WDABCUSSIORL.........oceeeeneeeeeenrensyhnest [ENATRERR D, A o1 - o sl e 67
4.7.1 Effect Of Atmosphere On Repurchase Intentions............cccccccvennenne. 67
4.7.2 Effect Of Promotion On Repurchase INtentions ...........c.ccocvveivennne 68
4.7.3 Effect Of Customer Experience On Repurchase Intentions.............. 69

4.7.4 Effect Of Atmosphere, Promotion And Customer Experience On

Repurchase INENTIONS .........cocveiiieiie i 69

CHAPTERYV CONCLUSION

D1 CONCIUSION ettt e et e et eeeeeeeeeeeeeeeeeeeenens 71
5.2 RECOMMENUALION ..oeeeeeeeeeeeeeeeeeieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeereeeesseseeseseeeeeeeeeeeeeeees 72
REFERENCES ... 74

xi



Figure 1.1

Figure 1.2
Figure 1.3
Figure 2.1
Figure 2.2
Figure 4.1
Figure 4.2
Figure 4.3
Figure 4.4

LIST OF FIGURES

page
Number Of Restaurants In The Province Of North Sumatra In
202072022 ... s 2
Atmosphere in Sari Laut Mbak Sri restaurant .............ccccooeveneneen. 4

Customer Experience when eating at Sari Laut Mbak Sri restaurant 6

Research Model .........c..cccveiiiciniinenec i sesnsessssesssnsens 31
Framework of Thinking..........ccccocoveiiiiiic e 32
Organization StIUCLUIE.........cccoveveierieie e 47
HIStOgram Graph ... 60
P-Plot of Normality TesSt..........coveiiriinriiieiriee e 60
Scatterplot Graph .........ccccovvevcieie i 62

Xiii



Table 1.2
Table 1.3
Table 1.4
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
Table 4.16
Table 4.17
Table 4.18
Table 4.19

LIST OF TABLES

page

Table 1.1 Number of visitors to Sari Laut Mbak Sri restaurant in 2019-2023 3
Price OF PrOTUCE........oceeieiie e 3
Product Quality for Year 2020-2022.............cccovieieeieiencienenesenes 5
Service Quality Before and After Sales.........c.ccooevviiiiicicninine 7
The Result of Previous ReSearch ..........c.ccoovvvviiieneniiieniiesisienns 28
AIMOSPNEIE (K1) .veivirreeiriiiireeese e s es 37
PrOMOTION (X2) ..vveveveieeiieie st 38
CuStOMEr EXPEIIENCE (X3) ..vvveeveereeeeiesiesiesiesiesieie e 39
Repurchase INtENTIONS (Y) . .voieiiieie e 39
Validity Test Result on AtMOSPNEre.........ccccovevveiieieeie e 50
Validity Test Result on Promotion...........ccocuveeinieieiencncninesee 51
Validity Test Result on Customer EXperience.............ccoveevvrvninnne. 51
Validity Test Result on Repurchase Intentions............c..ccccevevveenee. 52
Reliability Test RESUIt...........cooiiiiii e 52
Characteristics of Respondents by Gender ..............cccvvveveiiieieennnne 53
Characteristics of Respondents by Age .......cocoeveveiveieevecieceeee 54
Characteristics of Respondents by Do you live in Medan?.............. 54
The Interval Class AtMOSPhEre..........ccceivveiieieiieieeie e 55
The Interval Class Promotion...........cccoeoiiiinnnnnene e 56
The Interval Class Customer EXpPerience........cccocvevvevveveeieecvesnnene. 56
The Interval Class Repurchase Intentions.............cccccevveviveiiievnenn, 57
DeSCrIPLIVE SEALISTIC ....c.veviieiisceieeeee e 57
Normality Test with One - Sample Kolmogorov-Smirnov.............. 59
MUulticOIlINEArTLY TESE........oieiiiieiieee e 61
GIEJSEI TS ...ttt 63
Multiple Regression Testing Result............ccccveviiiiiiie e 63
RESUIL T-tESTING ...t 65
RESUIE OF F-EeSt ... 66
Coefficient of Determination ..........ccccocevivereeiesieene e 67

Table 4.20

Xiv



APPENDIX A
APPENDIX B

APPENDIX C

APPENDIX D

APPENDIX E

APPENDIX F

APPENDIX G

APPENDIX H
APPENDIX |

LIST OF APPENDICES

RESEARCH QUESTIONNAIRE.........cccooviiiiiiiiiciee
DATA OF RESPONDENT ANSWER FROM
ATMOSPHERE VARIABLE ...
DATA OF RESPONDENT ANSWER FROM
PROMOTION VARIABLE ......ccocoiiiiiii
DATA OF RESPONDENT ANSWER FROM
CUSTOMER EXPERIENCE VARIABLE ..........ccccoovennn.
DATA OF RESPONDENT ANSWER FROM
REPURCHASE INTENTIONS VARIABLE .....................
PRETEST DATA .o
SPSS OUTPUT RESULT ..o
STATISTICAL TABLE .....coiiiiececeeeee
TURNITIN REPORT

XV

D-1



	TABLE OF CONTENT

