TABLE OF CONTENT

T S ] 1
SKRIPSTcuuuuiiiiiiiitiiiciinieeicninteeiisssnneeessssnneescsssssesssssssssssssssssessssssssssssssssassssssssases ii
APPROVAL PAGE BY FINAL PAPER ADVISOR......ccccciiiiiiiiriisssssssssssssssons v
APPROVAL PAGE BY FINAL PAPER DEFENSE.....ccccccotiiiiiiiiiinnnicnnns vi
ABSTACT ... B, . 2o, TN IEU, it o, . .................... vii
ABSTRAK.ESEEEEN, o ....cociieeeeessonzsaemsmnannsanaancssessnseissessnsaltuebitell o eseenssrossoonsones viii
PREF A B et e vevrvnssscsssccsrsorsennsssessoos s Pikadinesosatasestutdes Bhsesessoornsoreans ix
LIST OF APPENDICES......cccccctttiiiiiininiimmmmmmimmmmimmiiiiiiiiiiiiiissmsssssssssssssssssssses Xvi
CH AP TE R B et v vooeeescccsrsoreennoscsssiliBeestrtsssssetbennybodhthossssessossfarennsssess 1
1)l Background of StUAY........cccueeiieiiiieiiiiee et 1
12, Probleti, [Fimitationiese. . ............... o s et ... 11
1.3 Problem FOrmulation ..........cccceiiiiiiiiiiiiiie et 12
1.4  Objective of the ReSearch...........cccceeeiiiiiiiniiiie e 13
185, Benefit of the)RESearch.............0x., Ol SN .. ........... a0 .. 13
1. SHIE BT heoritical Benelit A s ......... ¢ e eeeeereerveres (i O 13
1mSE N BPractical Benc i e . . .....eeeenere o O, 14
CHAPTER L ........co00ceececersoreeitses Heeesstttstttttttteetty  vvveenssssesssossaffornsssssssssssthossens 15
2.1 Theoritical Background..............ccccoeeviiiiiiiniiiiic e 15
AL i Hospitality Managements”, [ . SN, S e oo .. 15
2. 182 Restanrant-Imdustry . Jmmmmny. . . 1o . S e et 16
2. 1.3 Bacilifief—rar, . e B L O M W, L et il e 18
2.1.4 RCUStOMETEXPEHEIICE........... soromiaer - - romse st - A Ao ot e st e s seneenenesaananane 20
P O Pl 0L ey e OO sy s gl 2200 A0 e ANOUOSUOUNORURIN 22
P W ST TSR [T G PR 3 FATSIE 8] e ey I e LR 24
2.2 Previous ReSEarch..........coouiiiiiiiiiiiiiiic e 27
2.3 Hypothesis Development............ccccuveriiriiireeriiiee e e eeiieeeesreeeeseieeee e 30
2.3.1 The Effect of Facilities on Customer Satisfaction at Dan’s Meater Marelan.............. 31
2.3.2 The Effect of Customer Experience on Customer Satisfaction.............ccceceeeveueereeennne 32
233 The Effect of Taste on Customer Satisfaction.............cccceeeeenieenieerieenneeenne. 32

2.3.4  The Effect of Facilities, Customer Experience and Taste on Customer Satisfaction 33
2.4 Research Model .......ooouiiiiiiiiiiieic e 34
2.5 Framework of Thinking............cccovevviriiriiireiniiee et 36
CHAPTER IHL.....cccoiiiiiiiinnnnnnniiiicisssssssnnnrnseccsssssssssssssssssssssssssssssssssssssssssssssssns 37
3.1 RESCAICh DIESIGN ...vvveeiiiiiieiiiie ettt ettt e e e e e e e e e e e seneeeeenenes 37

Xi



3.2 Population and Sample............oeeeriiiiriiriiire e 38

0 B oo} o111 -1 10 o SRS 38
322 SAMPIC...eiiiiiiiii ettt e et e et e e et e e e enraeeeennaeeeannee 39
33 Data Collection Method ...........ccoovviiiiiiciiire et 40
3.4 Operational Definition and Variable Measurement...............cccceeeerevveeennnnen.. 42
3.4.1  Operational Definition ............cceeruiieeeiiiee e eiiee et et e e e ee e eeeeeeenenee 42
3.5 Data Analysis Method..........cuvviiiiiiieiiiiiee et 44
3.5.1  DeSCrIPtiVe StAtISEIC....euuvereeeiiieeeeiiieeecitieeeeiete e et eeeeteeessereeeesnereeessnraeeesnneeesnnnns 45
3.52  Data QUality TeSt.....ceceeiiieeriiieeeiiiie e et e eeeee et e e et e e st e e e sereeesenraeeeenneeeennnee 48
3.5.3  Classical ASSUMPLION TESHING ...cccuvvreeririreeriiieeeiiieeeieeeeeiiieeeeireeeeeraeeeeeneee e e 50
3.54  Multiple Linear REgreSSION .........ccueiiieiuiireeriiieeeieieeeiiteeeiieeeeiveeeeeneeeeeneee e 52
3.5.5 HYPOhESIS TESt.....uiiieiiiiieieiiiee ettt et e et e e et e e e ennaee e eeneeeennnee 52
4.1 General View of “Research Object” ........ccccuviiiiiiiieeiiiiiieieniieeeeiieeesiiee e 55
4.1.1 Brief Overview of Dan’s Meater, Marelan.............ccccceeeeiiieiiiiiieeee e, 55
4.1.2 Vision and Mission of Dan’s Meater, Marelan.............c.cccccoeeeeeeeiiivveeeeeeeecnnnns 55
4.2 ReSCArChIRICSUITI. ................cccvveeeennnene... ARSI LT ... 56
4.2.1 Test of Research InStrument.............c..eeeiiiiiiiiiiiieiiiiee e 56
ANl ValiditygIICSTImmees: ... L. 56
4212 REabiliGyAllecsumss . . . .. JSSSSSSSSsesReeeer At S s, 58
422 BESCHPHIVEISTANISTICS. ............. [ SRRSO AN W e ... 59
4221 Characteristics 0f ReSpondents..............coovvviiiiiiiieiniiiieiiiee e 59
4222 Explanation of Respondents on Research Variable............c.ccccooviiiiiiniiniene 60
4.2.2.3 Mean, Median, Mode, Variance, and Standard Deviation................cccccvvveiieieinennnnes 70
423 Result of Data Quality TeStNG .......cccvvvieriiiieeeiiiee e 74
423.1 Classical Assumption Testing ReSults .........c.cccceviiiniiiniiinieiiiiiiiiicniccece 74
4232 Regression ANALYSIS........ccueiiieiiiieieiiieeeeiiee et e et e e e e e e eaae e 78
4.2.3.2.1 Multiple Linear Regression ANALYSIS .......c.ccvvveerriiieniienieenieenieeeieeneesiee e 78
4.2.3.2.2 Coefficient of DetermMination..............ceeueeeeriurieerniieeeesreeeesreeeesreeeeeeneeeseneeeenns 79
424 Result of Hypothesis Testing.........ccccvviieiiuiieeiiiiieeeiiiee e 80
42.4.1 IE-TESt o.vverveereeriaernerneefors s SRR, . A SOOI 80
4242 EESLESL. ... covrrrmmsmmmgts e . o TR TR .. SRS R ..oeeee. 82
4.3 DiSCUSSIONY, e oo it s o] s B, i e 83
CHAPTER V................ Treeiitessoserses cvesseiiet o R AU . 1 |
5.1 CONCIUSION oo e Torrrreeeas v Trreamir e oo s e e e s e B R s 100 e eesvvnassassvnnsssnny 87
5.2 RecommeNdation . s e et s e s st 10 eeeenvvnesssvvnessesssnnessans 88
REFERENCES .....coottiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiieiiiiimisiiiisissssesssssssssssssssssees 39

Xii



LIST OF FIGURE

Figure 1.
Figure 1.
Figure 1.
Figure 2.
Figure 4.
Figure 4.
Figure 4.
Figure 4.

1 CuStOmMETr REVIEW .......iiiiiiiiiiiieeiiiiee ettt e 4
2 Dan’s Meater Marelan Customer EXperience..........cccceeevvvieeeennieeeenns 8
3 Dan’s Meater Marelan ReVIew ..........cccceeeviiiiiieiiiiiiieeiiee e 10
I Research Model ..........oooeeiiiiiiiiiiiiieceie e 35
1 Normality HiStrogram ...........ceeeeevieieeniiiieeeeiiiee e e 75
2 PPlot.eiiieeee e e 75
3 Result of Kolmogorov-Smirnov Test..........ccceeeeeriiiiieiniiiieeiiiiieeene, 75
4 Result of Heteroscedasticity Test........cccuviieeeruiereeiiiiieeeniieeeeeieeennn 77

Xiii



LIST OF TABLE

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

1 Previous Research ........o.c.eeoviiiiiiiiiiiiiiiiccieccceee e 27
I TIMEINC ..ttt 38
2 Definition of Operational Variable.............ccoceeeniiiiniiiniiiiniceen, 43
3 Likert Measurement SCale ............coooveeeriiieniiiiiniieeniieenieeesieee e 44
1 Validity Test Result of Facilities (X1) .....cccevevvreeerriiiieeeniiiieeeeiiieeeens 56
2 Validity Test Result of Customer Experience (X2)........cccveeerrvreeeens 57
3 Validity Test Result of Taste (X3)....ccuveeeeriiiieeerniiiieieiiiee e 57
4 Validity Test Result of Customer Satisfaction (Y) ........cccceeeeeriveeeenne 58
5 ReliMBMNEVEEESTRE stilt 0. NI SR ST o i . ....................... 58
6 GEnNdeBOARCSPONAEnt .. ..o ommsumuuesses s seiiese sosuesss AANgoRh o eeeereereereeraneas 59
7 Age of ReSpondents............ceccvueeeeriiiiiieiiiiiiee ettt e 59
8 The result of Questionnaire for Variable X .1 60
9 The Result of Questionnaire for Variable X2 60
10 The Result of Questionnaire for Variable Xi3 61
11 The Result of Questionnaire for Variable Xi.4 61
12 The Result of Questionnaire for Variable Xis 61
13 The Result of Questionnaire for Variable Xi.6 62
14 The Result of Questionnaire for Variable X2.1 62
15 The Result of Questionnaire for Variable X2 62
16 The Result of Questionnaire for Variable X23 63
17 The Result of Questionnaire for Variable X2.4 63
18 The Result of Questionnaire for Variable Xz 63
19 The Result of Questionnaire of Variable of Xz 63
20 The Result of Questionnaire for Variable X3.1 64
21 The Result of Questionnaire for Variable X3 64
22 The Result of Questionnaire of Variable X33 65
23 The Result of Questionnaire for Variable X34 65
24 The Result of Questionnaire for Variable X35 65
25 The Result of Questionnaire for Variable X3 65
26 The Result of Questionnaire for Variable Y. 66
27 The Result of Questionnaire for Variable Y 66
28 The Result of Questionnaire for Variable Y 3 66
29 The Result of Questionnaire for Variable Y 4 67
30 The Result of Questionnaire for Variable Y s 67
31 The Result of Questionnaire for Variable Y6 67
32 Interval Table for Likert Scale .........ccoccueeiviiiiniiiiniiiiiiieniceeee, 71
33 The Table of Mean, Median, Mode and Std. Deviation for Xi........... 71
34 The Table of Mean, Median, Mode and Std. Deviation for X2 72
35 The Table of Mean, Median, Mode and Std. Deviation for Xs.......... 73
36 The Table of Mean, Median, Mode and Std. Deviation for Y ........... 74

37 Result of Multicollinearity Test .........c..cceeriuiiieeriiiiieeeniiiieeeeiieee e 77
Xiv



Table 4. 38 Result 0f GlejSer TeSt ........oeieeiiuiiiieiiiiieeeeiiiee et 77

Table 4. 39 Result of Multiple Linear Regression Analysis ...........cccceeevivieeeennne 78
Table 4. 40 Result of Coefficient of Determination...........................ccce. 79
Table 4. 41 Result of T-TeSt.......ccoooiiiiiiiiii 80
Table 4. 42 Result of F-Test ... 82

XV



LIST OF APPENDICES

APPENDIX A : STATEMENT OF AUTHENTICITY AND APPROVAL OF FINAL

ASSIGNMENT UPLOAD ..ottt e A-1
APPENDIX B : APPROVAL PAGE BY FINAL PAPER ADVISOR.........cccccceenn. B-1
APPENDIX C : APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE . C-1
APPENDIX D : PREFACE ......ooiiiiiiiiiiiiiii it D-1
APPENDIX E : QUESTIONNAIRE.......cccoiiiiiiiiiiiiiiiii e E-1
APPENDIX F : : DATA TABULATION .....ccciiiiiiiiiiiiiiiiiniiceeeccie e F-1
APPENDIX G : DESCRIPTIVE STATISTICAL ANALYSIS........ccccoiiiiiiiiiinininn G-1
APPENDIX H : DATA QUALITY TESTING ....cocooiiiiiiiiiiiiiiiicicceeccee e H-1
APPENDIX I: CLASSICAL ASSUMPTION TEST ......ccooviiiiiiiiiniiiiiiciiieeniee e, I-1
APPENDIX J : REGRESSION ANALYSIS. ..ot J-1
APPENDIX K : HYPOTHESIS TESTING.......ccoooiiiiiiiiiiiiiiciiiicniieccee e K-1
APPENDIX L : RESEARCH PERMISSION LETTER FORM......c.cccccceiniiiiiiniecans L-1

XVi



