Table of Content

APPROVAL PAGE BY FINAL PAPER ADVISOR ........iiiiiinnensencsnensnnenns i
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE ..................... ii
ABSTRACT ...uuuiiiiiniineeinensnesssnnsssecssnssssesssessssessssssssesssasssssssssssssssssasssssssssssssssssassssee iii
ABSTRAK .uiiriiitiitinniitcsnicstnssissssssssssssiessssssssesssessssessssssssessssssssesase iv
PREFACE ....... 0 gty . 20, i e N n SRt . .........cccooneencnsoncens \4
Table Of CONLENT .....cccueeiiiiiiiiiiniiiniiiisnninssnnicssnnicssnnesssnessseesssseessssssssssssssssessassassassase vii
LIST OF FIGURE.......uuuutiitennniinnnsnnnsnenssicssnssssesssessssesssnssssssssassssesssassssssssassssssssse xi
LIST OF TABLE ......cuuuiiiiiiiiiniisninsnicnssissnnessssssssssisssssssssssssssssssssssssssessssssssesess xii
CH A R T E R O T ttst. o e sscernssassesnassondieREseRRTSeRRSteRns RO TS el sosonnsessnscthosessssnnsses 1
1.1  Background of Study......ccccviiiiiiiiiiiiiiiiiiiiiiiin, 1
1.2 Problem Limitaton .......cccciiiiiiiiiiiiiiiiiiiiiiiiiiiitniiicinnnnensnencsseneene 9
1.3 Problem Formulation ...........coeveeeuiiiiiiiiiiininnisiiiiinninnnneeennnnnneeeneee. 10
14 Objective of Research...........ccooviiiriveniiiiiiiiiiiinneiciiiininnnnnnnn, 11
1.5 Benefit of Research...........ccovviiiiiiiiiiiiiiiiiiinmciiiiiinnineeeecccnne e 11
1.5.1 Theoritical Benefit ..........ccoovvviiiiiiiiiiiiiiiiiiiiiiii, 12
1%:2 Practical Benefit.... /.. . . . ... . Pt abe e s aadiss s e sthasssnennsss 12
CHAPTERIN . 2R e srvioa it ok B, . B . T o S /il e e e el e e seeennsanses 13
2.1 Theoritical Background...........ccovvueiiiireniiiiinniiiiinnniiiiinen. 13
2.1.1 Hospitality Management............coeevueeniiiiiiiinnnnnnessisinnnnnnesssessses 13
2.1.2 Hotel INdUSEIY .....covviiiiimmueeiiiiiniiiinemeiiiniiieenmesmmees. 15
2.1.3 Customer EXperiences........cccceevirirenniiiinnniiiiinniiinimeniim. 16
2.1.3.1 Definition of Customer Experiences............ccoeevviiiiisisssssssssssnnnnns 16
2.1.3.2 Indicator of Customer EXperiences..........cccccevevuueeiiiiiiirnnnnnnnnnnnnns 17
2.14 FacCilities ..ccevveuunniiiiiiiiiiiiicicininrrrrr e 18
2.1.4.1 Definition of FAcCilities .......ccceeeeeererrreiiiieieeiiieiiiieiiieeieeieeeieeeneeeneen. 18
2.1.4.2 Indicator of Facilities ..........ccccvuuuuriiiiiiiiiimmeiiiiiiiiiirrneeccieneee 19

Vii



2.1.5 DN 8 11 111 0] 1 <) 20

2.1.5.1 Definition of Atmosphere ..........cccoeevviiiiiiiissinsiisiisnnnan, 20
2.1.5.2 Indicator of AtMOSPhEre .....ccccccerrrvuriiiiirnniiiiiinnniiiiiiniiinnnnnnnen. 21
2.1.6 Decision t0 Stay......ccceveiiiiiiiiiiiiiiiiiiiiiiiiiieieeeeeeeen 22
2.1.6.1 Definition of Decision to Stay .......cccccerrrruniiiirirniiiiinnnciiinnnnniinnnn. 22
2.1.6.2 Indicator of Decision to Stay .........ccccevvvvinnnninnnnnnnisssssssnnnnnen. 23
2.2 Previous Research ...........oeueeeeeieieiiiiiiiiniiiiiiiiiiiiiiiiiiiiiieiieieieeie. 23
2.3  Hypothesis Development .........cccoooevvviiiiiiiiisiiiisssiissssissnnnsnnnsnnens 27

2.3.1 The Effect of Customer Experience toward Decision to Stay at
Hotel Danau Toba International Medan ..........cccooeveeeeeniiiiiiiiiiineneniiiiiinenes 28

g2 The Effect of Facilities toward Decision to Stay at Hotel Danau
Toba international Medan.........cceeuuueiiiiiiiiiimeiiiiiiiiiiiiiiinicieneeeeeeees 29

233 The Effect of Atmosphere toward Decision to Stay at Hotel Danau

Toba International Medan .........cceuuueiiiiiiiiiiiniiiiiiiiiniiieeeniciineeee. 29
2.34 The Effect of Customer Experience, Facilities and Atmosphere
toward Decision to Stay at Hotel Danau Toba International Medan.......... 30
2.4  Research Model..........ccccoviuuuriniiiniinniiiiiiaees 31
2.5  Framework of ThinKing .........cccevueiiiiiiiiniiiiiiiiiiiinnnniniiniicciininnnnnennne. 32
CHAPRERTEL S0, .- mmrer 2iase A ¥5eo e o PR e R M0 a0 e 3438 08 ESinasse il 00 0nsosssnse 34
3.1 ResearCh-IIcsign—un..... Vot e et . . £l e steataaath e s eeeaansnannnes 34
3.2 Population and Sample............cceeiiiimiiiiiiiiiiiiiiiiiiiiiiiiieie. 35
3.21 Popul . o e s e e s e e e nrnans s seserananarnnanenan 35
3.2.2 SAMPIE c.coerii 36
33 Data Collection Method..........cceeuueeiiiiiiiiiiiiinnniiiiiiiiiinineniiiie. 38
34 Operational Definition and Variable Measurement.........ccccccccceeeinnnnns 39
34.1 Definition of Operational ...........cceevvueiiiiiiiiiiiienniniiiiinnninnnnne. 39
3.5  Data Analysis Method..........ccoovvviiiiiiinnnen, 43
3.5.1 Descriptive StatisticC......cuuuvieiiiiiiiiiirmnniiiiiiiiiiiinne. 44

viii



3.5.2 Data Quality Test .....cccuceiiiimniiiiiieniiiiiiiiiiiniiiieneneaes 47

353 Classical Assumption Testing .......cccccvvviiiiiiiiiiiiiiiin. 49
354 Multiple Linear Regression ........cccceeerieueiiiirinniiiinnniiinineniininnnane. 51
3.5.5 Hypothesis Test .......cccveveuueiiiiiiiiiiiiiiiiiiiinnrrre s 51
CHAPTER DV.uuiiitiiiiciiinnicninsnicnniississsssssisssssssssssssssssssssssssssssssssssssssssssssss 55
4.1 General View of “Object Research” ........ccccceveeiiiiiiiiieieieieneneneeenenenenen 55
4.1.1 Brief Overview of Hotel Danau Toba International Medan ........ 55

4.1.2 Vision and Mission of Hotel Danau Toba International Medan .. 55

4.2 Research Result.......ccuuuueiiiiiiiiiiieniiiiiiiiiiiiiiiiiciinnnenreecccnneeeeeneees 56
4.2.1 Test of Research Instrument ...........cceeveeeiiiiiiiiniinnnenesisiiiiinnnnenene. 56
4.2.1.1' NalGityRLestinml.................. . 00 L. ... B e 56
4.2.1.2 Reliability Test .......cccoovvvuuniiniiiaes 58
4.2.2 Descriptive StatistiC.....cceeerieuiiiiiinniiiiiiiniinninnciiiin. 59
4.2.2.1 Characteristic of Respondents .............cccceeveueniiiiiiiiiinnnnniiiciinenes 59
4.2.2.2 Explanation of Respondents on Research Variable..................... 60
4.2.2.3 Mean, Median, Mode, Variance, and Standard Deviation........... 74
4.2.3 Result Data Quality Testing ........ccceuuiciiiiiiiiiieennciiiciinniinnnnnennnne. 78
4.2.3.1 Classical Assumption Testing Result ............cccccoeurnnnnnnnnnnnnnnnnnnn. 78
4.2.3.2 Regression Analysis........ccoovirimmmmnniiiiiiiiiinmeniiii. 83
4.2.3.2.1 Multiple Linear Regression Analysis..........ccccoevivinnnnnnnnnnnnnnnna. 83
4.2.3.2.2 Coefficient of Determination............cccoeeveviiiiiviiississsisssssssssnnnnnnn. 84
4.2.4 Result of Hypothesis Testing .......cccceeeeeeeeiereeeineeieieneieieieneienenenenen 85
4.2.4.1  T-TeSt auuunnnnniiiiiiiiiiiiii e 85
T 2 By Z (el 1 86

4.3 DiSCUSSION....uuuuiii e 88

CHAPTERYYV ciitinticntinninnninnesnneenniissessscssessssssssssssssssssssssssssssssassssasssssssases 91

5.1 L @01) 1 T4 L1 11 £ 91



5.2 Recommendation

REFERENCES



LIST OF FIGURE

Figurel. 1 GOOGle REVIEW .....cccviiiiiiiiiiieee ettt s 3
Figurel. 2 Customer EXPETICNCES ......ccueeevieriieeiieriieeiierieeieeeiee et eseeesveeseeeeseeseneenseens 4
FigUIel. 3 FACIIIES ..oeeeviiiiiiieciie ettt ettt e e aee e e e e enneeennaeeens 6
Figurel. 4 AtMOSPRETE......cc.eiiiiiiiieiieiieeieeeie ettt et ettt e e staeebeesseeenseens 7
Figure2. 1 Research Model ...........ooouiiiiiiiiiiiicccee e 31
Figure4. 1 Mean, Median, Mode, Std Deviation and Variance of X .........ccccven.eee. 75
Figure4. 2 Mean, Median, Mode, Std Deviation and Variance of Xo ........cccceeeuneeeee. 76
Figure4. 3 Mean, Median, Mode, Std Deviation and Variance of X3........cc.ccceuueeee. 77
Figure4. 4 Mean, Median, Mode, Std Deviation and Variance of Y..........cccceeeunennee. 78
Figure4. 5 Normality HiStOZram..........cooouieiiiniiiiiiiiiieiiesie e 79
Figure4. 6 Normal P-Plot.........ccooiiiiiiiiiieiee e 80
Figure4. 7 Kolmogorov - SmMirnov TeSt.........cccvieriieriiieniienieeiieeie e siee e 80
Figure4. 8 Multicollinearity Test Result ...........ccooioiiiiiiiiiiiiiiieeee, 81
Figure4. 9 Heteroscedasticity Test Result..........ccccvevviieiiiiiiiiieniieieciececeeeeeee, 82
Figure4. 10 Heteroscedasticity Test Result............oocoeiiiiiiiiinniiiieee, 82
Figlire4 =L 18- Test RGSTMSME- - ....... S0 S ............. Bl 0 85
Figlired. 120 -Test RESIIEMET -........... 0. S e e B L 87

Xi



LIST OF TABLE

Table 2.
Table 3.
Table 3.
Table 3.
Table 3.
Table 3.
Table 3.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.

1 Summary of Previous Research .........cccceeeviieeiiiieciiicieeee e, 25
I TIMEIING. ..ttt ettt 35
2 Operational Variable (X7).....cccveeeieeriieeeiie et 40
3 Operational Variable (X2).....ccceevierieriieiieeie ettt 40
4 Operational Varable (X3).....ccceeeiiieiiiiiiiie et 41
5 Operational Variable (Y) ...c.ceoooeeeiiiieeiiieecieeeteeete et vee e e e 41
6 LiKSr SR STITCICITE . oonten e 00 e Lot . Joanesan o 4 ............coereennes 43
1 Validnis SIESROT X 1 com®7 ... e nees o e veeevnrenneesonnons 56
2 Validity Test Result 0f Xo....oooviiiciieriiiiieieeiiereeee e 57
3 Validity Test Result 0f X3....ccoeriiiiiiiiieieiieceeceee e 57
4 Validity Test Result 0f Y ...cooiuiiiiieii e, 58
5 Result of Reliability Test of X7, X2,X 3. cccuierieiiiienieeiiienie e eieeseneeieens 58
6 Gender of ReSPONAENtS .........ccccviieeiiieeeiieecieeeee e e e 59
T Ages OFIRESPOIAENLS .............. oo e ... ... il B 59
8 Frequencies Table of X7 7..ccuiiiieieiieecieeeeee e 60
9 Frequencies Table of X/ 2. .ccoveiieieiiieeieeeteeeeeee e 61
10 Frequencies Table of X3 ..c.ovvvoiieriieiiie e e 61
11 Erequencies JEabICRXa .. ... 2 e e eeeeeneeenee el inetansnnea s e eeees 62
12 Frequencies Table of X7 5 cocvveeiiiiriieiiiieeeeee e 62
13 Frequencies Table 0f X7.6 «c.cooveviiriiiiiiiiiiieniieeee e 63
14 Erequicncies Table of X« Wi, e i Wiasnessa it eeeeereenees 63
IS Erequeiigies Fableo GEX K. [ S N, Wi A N e 64
16 Efequeneres=—T able-of X o 5~ M e B e e eeneeenes 64
17 Prequeneics=Fabit of Xodmo0r.. momrrem . . .................... 65
V&P reanenReies-Lable-of o3 . i e eeeerreeerenees 65
19 Frequen CIgE Eab o0l X sy e e aesaatl . ..o eevveeenveeeeraeesnsenaenses 66
20 Frequencies Table of X357 ..oooiiiiiiiiiiiiiecceeeeeeeee e 66
21 Frequencies Table of X352 cc.oooiriiriiiiiiiieeeceeeeeee 67
22 Fequencies Table Of X33, i 67
23 Frequencies Table X3 4. ..o 68
24 Frequencies Table of X35 ..ovvviriieeiiieeiiecie e 68
25 Frequencies Table of X3.6 .ccvveeriieeiiieiiiecieecie e 69
26 Frequencies Table Of Y. /. oo 69
27 Frequencies Table 0f Y 2. .oooiiiiiiiiieeeeeee e 70

xii



Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.

28 Frequencies Table Y 3..ccovooiieeciieeieeeeeeee e 70

29 Frequencies Table 0f Y 4. ..ccoiiiiiiiiiiiiieeieeeeee e 71
30 Frequencies Table of Y 5..ccuieviieciieeieeceeeeeee e 72
31 Frequencies Table of Y 6..ccccveeueieiiieeieeeieeeeeee e 72
32Frequencies Table Of Y 7. 73
33 Frequencies Table of Y g...cccvevciieiiieeiieceeeeeeee e 73

Xiii



LIST OF APPEDICES

APPENDIX A : STATEMENT OF AUTHENTICITY AND APPROVAL OF FINAL
ASSIGNMENT UPLOAD ...ttt A-1
APPENDIX B : APPROVAL PAGE BY FINAL PAPER ADVISOR ........cccccceenene B-1
APPENDIX C : APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE C-
1

APPENDIX D : PREFACE ...ttt tee st e e eseaae s snaeeens D-1
APPENDIX E : QUESTIONNAITES ....ccecvvieeeeiiiiieieiiieeeeeiieeeeessreeeeessseesessssesssssssessesnnns E-1
APPENDIX F : DATA TABULATION ....cccttiiiiiiiiiieeiiiecsiiee et sveeesveessve e F-1
APPENDIX G : DESCRIPTIVE STATISTICAL ANALYSIS.....ccoiiiiiieeieeereeenee, G-1
APPENDIX H : DATA QUALITY TESTING ...coooctiiiiiiiiiieeniieeeiee e H-1
APPENDIX I : CLASSICAL ASSUMPTION TEST ....coooiiiiiiiieiiieiciieeiee e, -1
APPENDIX J : REGRESSION ANALYSIS ...ttt J-1
APPENDIX K : HYPOTHESIS TESTING.......cciiiiieiiiieeeeeeiie et K-1
APPENDIX L : RESEARCH PERMISION LETTER FORM AT HOTEL DANAU

TOBA INTERNATIONAL MEDAN ....ooiiiiiiiiteciie ettt eveesseeeseite e saee e eree e envee s L-1

Xiv



