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ABSTRACT

THE IMPACT OF SIX PRINCIPLES OF SERVICE EXCELLENCE TOWARD
GUEST SATISFACTION IN SEPA ISLAND

By
Aditya Hutama

Robert La Are, S.ST, M.Par as Thesis Advisor

SWISS GERMAN UNIVERSITY
Hospitality industry is one of the rapidly growing businesses nowadays. Service
excellence will always take a part in order to make the hospitality industry running
and keep on growing and guest satisfaction is one of the main targets of a hospitality
industry to accomplish and giving the best experience to the guests who visit their
property. Therefore, first impression is very important in order to make the hospitality
business succeed. Guest satisfaction can be reach by maximizing the service quality,
product quality, a good value for money, making sure the condition and situation of
the property is well, and make sure that anything that the guest might need can be
fulfilled inside the property. However, this research only will discuss about the service
quality that the company provide that might affect the guest satisfaction. The main
background of this research is to find out is service excellence impact guest
satisfaction because, according to tripadvisor.com, the guests who visit Sepa Island
were not satisfied with the service provided. Therefore, this research will clarify the
service problem in Sepa Island. The author will use IBM SPSS version 20 software
and simple linear regression method, 85 samples were taken from Sepa Island,
Thousand Island, Indonesia. After conducting all test required; validity test and
reliability test, classical assumption test, simple linear regression test, it is proved that
service excellence does impact the guest satisfaction. The rank of each indicators of
service excellence also being tested by using chi-square test and it is proven that
ability of the employee contribute the most in affecting the guest satisfaction in Sepa
Island. Thus, it is very important for the company in order to maximizing the service
excellence to ensure that the guest who stays at Sepa Island will be satisfied with the
service provided.
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Aditya Hutama



THE IMPACTS OF SIX PRINCIPLES OF SERVICE EXCELLENCE Page 4 of 77
TOWARD GUESTS SATISFACTION IN SEPA ISLAND

SWISS GERMAN UNIVERSITY

Aditya Hutama



THE IMPACTS OF SIX PRINCIPLES OF SERVICE EXCELLENCE Page 5 of 77
TOWARD GUESTS SATISFACTION IN SEPA ISLAND

DEDICATION

I dedicate this this to my parents who always supporting me through their prayers,

motivation, and permission to make this thesis.

I also dedicate this thesis to my friends who always supporting and accompanying me

throughout the whole process of making this thesis.

I also dedicate this thesis for my advisor, Mr. Robert La Are who gave me support,

suggestion, knowledge, and direction on making this thesis.

Lastly I dedicate this thesis to my beloved country, Indonesia.

Aditya Hutama



THE IMPACTS OF SIX PRINCIPLES OF SERVICE EXCELLENCE Page 6 of 77
TOWARD GUESTS SATISFACTION IN SEPA ISLAND

ACKNOWLEDGEMENT

This thesis will have been possible without the participation and assistance of God and
so many people whose names are mentioned or not mentioned. Their contribution are
deeply appreciated and gratefully acknowledged. Therefore, I would like to express
immeasurable and deepest gratitude for the help and support, particularly to the

following:

1. To Jesus Christ, who gave me precious opportunity to study at Swiss German
University, gave me strength to be able to accomplish this thesis, and making
my university life was such a pleasure and allowing me to receive the

knowledge about everything [ know now.

2. To my family who support me in their prayers throughout the making of this

thesis from the start until the end of this research.

3. To my advisor, Mr. Robert La Are, S.ST, M. Par, for the time he spend to guide
me making this thesis, for his presence, time, knowledge and motivation that

helped me in completion of this thesis.

4. To my friends who has accompanied and supporting me during the making
of this thesis, Sebastian Gustanto, Hudi Setiono, Calvin Tjiputra, Nikolas
Aryaputra, Stephanie Danella Dwianthy, Amanda Nabila, Andini Triharayu,
Elza Wijaya, Sarah Septiana, Maria Kusumaningrum Panuli, Injani Nadyah,
Prilla Estherina, Catherine Caroline, Amir Hidayat, Steven Adiprana, Osiano
Paskah. Thank you for supporting and become a good company for me

throughout the making of this thesis.

5. To all my friends and lecturer at Swiss German University, thank you for the
memories for the amazing four years of study. I will not forget every memory

made in this beloved university.

Aditya Hutama



THE IMPACTS OF SIX PRINCIPLES OF SERVICE EXCELLENCE Page 7 of 77
TOWARD GUESTS SATISFACTION IN SEPA ISLAND

TABLE OF CONTENTS

STATEMENT BY THE AUTHOR ... s sssssssssssssssaens

ABSTRACT ...t s s

DEDICATION ....ooiiiiiiesismsnssssssssssssssssssssssssssssssssssssssssssssssssssssasssssssssssssssssssasssssssesssssasssensssens

ACKNOWLEDGEMENT .....cociiimimmmmmissmmsmssssssssssssssssssssssssssssssssssssssssssssssssssssssssssans

TABLE OF CONTENTS......ciiiimnmnmmsmmsmmssssssssssssssssssssssssssssssssssssssssssssssssssasssssssssasas

| I 0 V2V 23 0
LIST OF FIGURE ......ccoiiinimnmnmsssmsssmsssnsssssssssssssssssssssssssssssssssssssssssssssssssssssasssssssans 10
CHAPTER 1 - INTRODUCTION ...cccisiimsamssmsemssssssssssssssssssssssssnssassasssssssssssssssssssnssnssssssssens 11
1.1 BacKground i oo mmteey, . . e aassasasi st eesessse s s snsnesesmssusus s e seiiaanan 11
1.2 Research Problems ... 12
1.3 ReSearch ObjeCtiVesS......iiummmmsmsssmsmssmsmssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssasanass 12
1.4 BTy T L VL 0 T ST e rrroroococooooooroo S T O R —— 12
1.5 Research QUESTIONS ...oeeieiecccscmmmsmssssssssssssssssssssssssssssmsssasssssssssssssssssssssssssssssssnsnsnns 12
1.6 HYPOtNESIS witirmsmsnssnsisessssnssisnsmssssssnsssssssssssssssssssssssssssssssassssssssssssssssssnssssnssssssssassssennsnnns 12
1.7 Scope of Study .....cvererrecssssnsnsnnns o T T, 5 13
CHAPTER 2 - LITERATURE REVIEW .....iiiisssmssssmssssssssssssesssssssssssssssssssssssssssnnsss 14
2.1 Framework of ThinKing ... 14
2.2 Concept of service and service EXcellence.........coummriinssnsnsnsssnsnsnsnsssssassssnss 15
2.3 Six principles of Service Excellence ... 15
2.4 Importance of Service excellence in hospitality industry ........ccoonninienenns 18
2.5 Guest Satisfaction B —— 20
2.6 Indicators of Guest SatiSfaction.......cummsmsssmnmssmm e ————— 20
2.7 Correlation between service excellence and guest satisfaction................. 21
2.8 Previous StUuAIes ... 22
2.9 Difference of StUAY ..o ———————— 24
2.10 Research Model.............cccuusrrerusmsssasnsensans T NN OO, SN N, NN, . B, 26
CHAPTER 3 - RESEARCH METHODS...........ccocossimmimsnsnmsessmsnsscsmssesssssnssss dnsssmssesassssnsse 27
31 TypetorFeSedrch . e N T e e . m -, 27
3.2 Y o0 0 T30 ) 11T 2, 27
3.3 Time Frame of Study........cocunmnmimmmmmsmsssssssssssssssssssssssss 27
3.4 Research ProcCess.. .. 28
3.5 Population and SAMPliNG ... 29
3.5.1  POPUIALION oottt 29
352 SAIMNPIE ettt 29
3.6 Operational Variable ... 31
3.7 Data SOUICES. .. ————— 32
3.7.1  PriMAry data..occceeeeeseesseesssesssesssesssessssssssssssssessssssssssssesssesssessssssssssssasssassssssssesss 32
I ZINTTol0) o Ue =1 oy E- = PP 32
3.8 Data COllECHION ... s 32
3.9 Pre-Test and POSt-Test ... 33
3.9.1  Pre-teStiNg . s s 33
3.9.2  POSE-TESTING it s 33
3.10 Classical ASSUMPLION TSt .....ccoummnmsmsinssmmsmsmsmsssssssmsmssssssss s ssssssess 34
3.10.1 NOTMALIEY TEST ettt es et bbb st 34
3.10.2 HeteroSCedastiCity TESt....urereerseersersesssessseesssesssessseessesssesssesssssssesssssssssssseens 34

Aditya Hutama



THE IMPACTS OF SIX PRINCIPLES OF SERVICE EXCELLENCE Page 8 of 77
TOWARD GUESTS SATISFACTION IN SEPA ISLAND

3.11 Simple Linear Regression.....umisssssssssssssssssssssssssssssssssssssssssssns 34
3.12  Chi SQUATe TSt s assnsass 34
CHAPTER 4 - DATA ANALYSIS....oooismimsmssmsessessnsssssssssssssssssssssssssssssssssssssssssssssassnssasssssens 35
4.1 LD E T 01 o, 35
4.1.1  Destination Profile ... ssssssssssesssssssssssssssssssssssesns 35
4.1.2 Location of Sepa ISIand ... 36
4.1.3  DEMOGIAPIIC .ceuieceeieecereeeetseesee et sssessss e s ssse bbb sa bbb 38

o Gender of the RESPONAENTS....ciemineinsnessse s ssssssssssssssssssssses 38

®  AGE Of the TESPONENLS ...ttt s bbb 39

e  Education Background of the ReSPONAENtS........cnereneereemeereeneeneesneessesseesesseesseeseenns 40

®  LeNGEh Of STAY ettt 41

®  NUMDET Of REVISIE..riuuieeeeeeereeeeseessessssessess st et sssss s sssess s ss st sss s sssesssssssseses 42

° Travel COMPANIOI. s s ssssss s ssssnsnes 43

e  Source of Information about Sepa I[SIand......oonenennennneeseeeeseeseeens 44

T4 N D F= Y= T I U0 U1 E= (o ) o LTSRS 45

4.2 Data ANALYSIS .iuummesesmsmususmsssssssssssssssssssssssssssssasasessssssssssssssssssssssssssssssasssssssssssssssssansnaes 46
4.2 1 ValiAITY TEST.ruuieueeseerrersreessensseessseessesssessseesssesssessseesseesssssssesssesssessssesssesssesssessasssssesssesssssssseses 46
42,2 RelIADILY TOSTuuuuieuierrerreessemseeeeerserssessseessesssessseessessssesssessses s ssssss s s sssssssessssssssesas 52

4.3 Classical ASSUMPLION TeSt .......occocvcrmnmnmrmnmsmsmsssssssssesesssms s 54
4.3.1 Normality TeSt RESUIL ...t esens s ssennnas 54
4.3.2 HeteroscedastiCity TESt RESUIL...ccumeuriiinersseesseeeseemsemssessseessessseesseesseessesssesssessssssssesns 55

4.4 Hypothesis TeSt RESULL ........c.coucimmmmmmmsmsmsmsmsmsssssssssssssssssmssssssssssssssssssssssssssssssasasssssas 55
4.5 Variable RelationShip .........ccciomnmmimsmsmsmsmsmsssssssssssssssssssssssssssssssasassssssssssssssssssnsasas 56
4.6 Rank of The INAiCAtOrs .......ccooiuimnmcsmsmssmssmsmssssssssssssssssssssssssssssssssssssssssssssssassssss 56
4.6.1  ATHEUAE creeeeeeeeseesssesssetiesoeresseeeseesssesssessessses s sssessseesssesssesssssssnssssssssesssnsssesssnssasssssesssstsssssssnsas 56
4.6, 20 A TTCTI IO s SO 00 ..., oot 57
TS T Vo (0 ) o VOO 57
Y N o) UL OO 58
4.0.5  ADPDEATAIICE ..cvureerersersresssenssessseessseassesssessssesssesssesssessseesssesssessses s ssesssesssesssessssesssesssessnsssnnssneses 58
4.6.6  ACCOUNTADIIILY coovvvuiececireirctse ettt bbb s bbbt 59

4.7 Result and DiSCUSSION c.couuumieisisismsmssssssssesssmsssssssssssssssssssssssssssssssssssssssssssssssssssssasasssss 60
CHAPTER 5 - CONCLUSION AND RECOMMENDATION .....ccccuneemmmmesmassssessesansesnnse 62
5.1 COIIGILISTO T, B0, IS A 00 wee N0, O, S0 N o M . R NN 62
5.2 ReCOMMENAATION ....cuuresesesrsesmscssasssesssesesissssasasessssssssssssasasassansssisinsasssassss sessassssnasasannaes 62
5.2.1 Recommendation for Future ReSearch ... 62
5.2.2 Recommendation for Managerial Implication ... 63
REFERENCES.......oooitismnninmsmssnsssnssnssasssssssssssssssssssssssasssssssssasssssssssssssssssssssssassssssnssasssnsnnsss 64
GLOSSARY ..ceiitimismssmssmssmsssssssnsssssssssssssssssssssssssssssssssssssssssssssssasssnssnssnsssssssssssssssssssnssnssnsssnsens 67
APPENDIX 1 ..oiciicmissisenssnsssmsssssssssssssssasssssssssssssssssssssssssssssssssasssssssssssssssssssssssassnsssnssasssnssnssans 69
APPENDIX 2 ...coiiiisnnsmsmssssssssssesssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssasssssnssnssassnnss 72
APPENDIX 3 ...iioiistiiemssnissmsssssssssssssssasssssssssssssssssssssssssssssssssasssssssssssssssssssnsssassns snssasssnssnssnes 75
APPENDIX 4 ....oiioiistiiemsnissmsssssssssssssesasssssssssssssssssssssssssssssssssassssssssssssssssnssnsssassns nssasssnssnsnns 76
CURRICULLUM VITAE ......coiiiersmmsnmsmssmssmsssssssasssssssssssssssssssssssssassassssssssssssssssssssssnssnssssssasess 77

Aditya Hutama



