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ABSTRACT 
 

THE IMPACT OF SERVICE ENVIRONMENT AND RESTAURANT PRODUCTS 

TOWARDS BRAND LOYALTY IN ERIC KAYSER ARTISAN BOULANGER, 

PLAZA SENAYAN 

 

By: 

Everline Yonathan 

Irma Martlani Nawangwulan, B.Sc., MBA, Advisor 

 

SWISS GERMAN UNIVERSITY 

 

The outbreaks of restaurant industry in Indonesia make the competition is getting 

tighten. Building brand loyalty is considered to be the key factor for business 

success. Hence, specifying the factors that affect brand loyalty is crucial. This study 

was made to determine the influence of service environment and restaurant product 

on brand loyalty. Servicescape and human service in the service environment has 

effected on consumer’s perception. The uniqueness of restaurant as an attractiveness 

for people to dine in. The data were collected from 100 customers of Eric Kayser 

Artisan Boulanger Plaza Senayan, Indonesia. The collected data were analyzed using 

SPSS 23 software and multiple linear regression. The findings indicated that service 

environment has significant positive influence towards brand loyalty, as well as 

restaurant product which also has positive influence towards brand loyalty. 

Therefore, it is advisable for the company to maintain the variables that affecting 

brand loyalty and improve the indicators that has less impact on brand loyalty to 

keep the business more developed. 

 

Keywords:Service Environment, Restaurant Products, Servicescape, Human Service, 

Brand Loyalty.  



The Impact of Service Environment and Restaurant Products             Page 4 of 140 
towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan 
 

Everline Yonathan 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

© Copyright 2017 

by Everline Yonathan 

All rights reserved 

 

  



The Impact of Service Environment and Restaurant Products             Page 5 of 140 
towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan 
 

Everline Yonathan 

DEDICATION 
 

I dedicate this thesis to my parents, teachers and lecturers, friends, Eric Kayser 

Indonesia, restaurant industry, and all readers in the world. 

  



The Impact of Service Environment and Restaurant Products             Page 6 of 140 
towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan 
 

Everline Yonathan 

ACKNOWLEDGEMENTS 
 

In the first place, I would like to thank God for giving me strength and opportunity to 

finish this work on time.  He given me the power to strengthen me when I am down 

and by His grace for me to believe in that I am capable to pass all obstacles in my life 

so I could accomplish this thesis. This achievement would not have been possible 

without His blessings. In this opportunity, I also would like to pass my gratitude and 

appreciation to these special people: 

 

1. To my number one supporters, my father and mother who work hard to afford all 

my needs and I could finish my study. Thank you for the motivation and support 

thru everything that I am done. I know I will always get my parents back. I love 

you so so much! 

 

2. To my beloved sister, Erline Yonathan who always listening about my complain, 

grumbled about my thesis, and for always supporting me in every circumstances. 

Thank you for the support until now.  

 

3. To my advisor, Mrs. Irma Martlani Nawangwulan for your guidance, support, and 

time from the very first day until the defense day. Thank you for checking my 

work so carefully, making sure that I submit my thesis on time, and be a good also 

wise advisor for me. Thank you for the food in our meeting time. You are the 

kindness and sweetest advisor. I could not complete my thesis without you. 

 

4. To Eric Kayser Plaza Senayan, thank you for giving me permission and 

opportunity to do my research in this restaurant, for giving me all the information 

which I needed for my research and for the cooperation during my thesis work. My 

thesis would not have been completed without the further information about the 

restaurant. 

 



The Impact of Service Environment and Restaurant Products             Page 7 of 140 
towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan 
 

Everline Yonathan 

5. To all SGU lecturers, thank you for all the knowledge from first semester until 

eighth semester. For the support and guidance in the past four years so I could 

finish my thesis with all the knowledge I got from you. 

 

6. To English advisor, James Hunt. Thank you for patiently checking, evaluating, and 

correcting the errors on my work. 

 

7. To my bests, Michael Tjandra, Stephanie Regina, and Victorine Levana. Thank 

you for always be there through thick and thin, for listening and giving me advice, 

for supporting me through my hard times, for being someone I can always count 

on, and for all jokes to brighten up my day. I am so happy to have you in my life 

and I hope we could rely on each other until we grow old. You are the best. I love 

you from the bottom of my heart, xo! 

 

8. To setupids, Bernardus Andreas, Adrian Tanadi, Julita Japar, Putrie W.H, and 

Nabila Hasyari. To Rumah Senang and Euro hihi, Nicholas Himawan, Ronwilson 

Diardo, Ricky Kartiyanta, Raynaldo, Stanley Adrianto, Carlo Clanchy, Raven 

Adiputra, Andrey Martinus, Matteo Prathama, Kevin Kurniawan, Juan Raymond, 

Chrisya Virginia, Ersha Apriolla Vanessa, and Callista Pranylia. Even though not 

all of you in the same school with me, but thank you for all support during my uni 

life, for all the memories, the sadness and happiness that we share together. Thank 

you for being my 24/7, for driving me from rumah senang to university, and for 

sharing everything in the house. I can feel like I am home when I around you. 

Thank you for the amazing trip that we had in Europe. My uni life would not be 

completed without you. Love you guys. 

 

9. To Sky light family, Eric Stefano, Alberto Fernando, Dfindi Sanjaya, Reyanaldi 

Rifaldo, Philip, Sadrakh Howard, Febby Felicia, and Evelyn Fiorencia. Thank you 

for presence and support during my thesis writing, and for all the receh jokes that 

make me laugh until cry.  

 



The Impact of Service Environment and Restaurant Products             Page 8 of 140 
towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan 
 

Everline Yonathan 

I would like to thank everyone that has a contribution in my life and for this research 

that I could not mention the name one by one. I hope this research could be useful for 

others.  

  



The Impact of Service Environment and Restaurant Products             Page 9 of 140 
towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan 
 

Everline Yonathan 

TABLE OF CONTENT 

 

STATEMENT BY THE AUTHOR ......................................................................... 2 
ABSTRACT ............................................................................................................... 3 

DEDICATION ........................................................................................................... 5 
ACKNOWLEDGEMENTS ...................................................................................... 6 

TABLE OF CONTENT ............................................................................................ 9 
LIST OF FIGURES ................................................................................................. 12 

LIST OF TABLE ..................................................................................................... 13	

	 INTRODUCTION	..........................................................................	14	
1.1 Background ...................................................................................................... 14 
1.2 Research Problem ...................................................................................... 18 
1.3 Research Objective .................................................................................... 19 
1.4 Significant of study .................................................................................... 19 
1.5 Scope and Limitation ................................................................................. 19 
1.6 Research Questions .................................................................................... 20 
1.7 Structure of Thesis ..................................................................................... 20 

	 LITERATURE	REVIEW	..................................................................	22	
2.1. Service .............................................................................................................. 22 
2.1.1 Service Environment .................................................................................... 22 
2.1.2 Dimensions of Service Environment ........................................................... 24 
2.2. Restaurant ....................................................................................................... 25 
2.2.1. Restaurant Product ...................................................................................... 26 
2.2.2.1. Dimensions of Restaurant Products ........................................................ 27 
2.3. Brand ................................................................................................................ 27 
2.4. Brand Loyalty ................................................................................................. 28 

2.4.1 Dimensions of Brand Loyalty .................................................................. 31 
2.5. Previous Studies .............................................................................................. 31 
2.6.  Differences in Studies .................................................................................... 41 
2.7 Research Model ................................................................................................ 42 
2.8 Hypothesis ......................................................................................................... 42 

	 RESEARCH	METHOD	...................................................................	44 
3.1 Research Process ........................................................................................ 44 
3.2 Type of Research ........................................................................................ 45 
3.3 Type of Data ............................................................................................... 46 
3.4 Source of data ............................................................................................. 47 

3.4.1 Primary Data .......................................................................................... 47 
3.4.2 Secondary Data ...................................................................................... 47 

3.5 Research Instrument ................................................................................. 48 
3.6 Operational Variable ................................................................................. 48 
3.7 Population and Sample .............................................................................. 50 

3.7.1 Population ............................................................................................... 50 
3.7.2 Sample ..................................................................................................... 50 
3.7.3 Sampling Method ...................................................................................... 51 



The Impact of Service Environment and Restaurant Products             Page 10 of 140 
towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan 
 

Everline Yonathan 

3.8 Method of Data Analysis ........................................................................... 51 
3.8.1 Validity Test ........................................................................................... 51 
3.8.2 Reliability Test ....................................................................................... 52 

3.9 Classical Assumption Test ............................................................................... 52 
3.9.1 Normality ................................................................................................... 53 
3.9.3 Multicollinearity ........................................................................................ 53 
3.9.4 Heteroscedasticity ..................................................................................... 54 
3.9.5 Correlation Test ........................................................................................ 54 

3.10 Multiple Linear Regression ....................................................................... 54 
3.11 Hypothesis Testing ..................................................................................... 56 

3.11.1 T - test ....................................................................................................... 56 
3.11.2 F-test ......................................................................................................... 56 

	 DATA	ANALYSIS	..........................................................................	57	
4.1 Data Source ....................................................................................................... 57 
4.2 Company Profile .............................................................................................. 57 
4.3 Respondent’s Characteristics ......................................................................... 59 

4.3.1 Gender ........................................................................................................ 60 
4.3.2 Age .............................................................................................................. 60 
4.3.3 Monthly Income ........................................................................................ 61 
4.3.4 Time Visited ............................................................................................... 62 
4.3.5 Purpose of Visiting .................................................................................... 62 

4.5 Statistical Analysis ........................................................................................... 63 
4.5.1 Pre Test ...................................................................................................... 63 
4.5.2 Post test ...................................................................................................... 68 
4.6 Descriptive Statistics .................................................................................... 73 

4.7 Regression Analysis ......................................................................................... 73 
4.7.1 Classical Assumption Test ........................................................................ 73 
4.7.2 Hypothesis Testing .................................................................................... 77 

4.8 Hypothesis Result ............................................................................................. 79 
4.8.1 First Hypothesis Result............................................................................. 80 
4.8.2 Second Hypothesis Result ..................................................................... 81 
4.8.3 Third Hypothesis Result ........................................................................ 82 

4.9 Discussion ......................................................................................................... 82 
4.9.1 First Hypothesis Discussion ..................................................................... 82 
4.9.2 Second Hypothesis Discussion ................................................................. 83 
4.9.3 Third Hypothesis Discussion	...............................................................................	83	

	 CONCLUSION	AND	RECOMMENDATION	.....................................	84	
5.1 Conclusion ........................................................................................................ 84 
5.2 Recommendation .............................................................................................. 84 

5.2.1 Recommendation for Eric Kayser ........................................................... 85 
5.2.2 Recommendations for Future Research ................................................. 86 

GLOSSARY ............................................................................................................. 88 
ABBREVIATION .................................................................................................... 91 

REFERENCES ........................................................................................................ 92 
APPENDIX 1 ......................................................................................................... 102 

APPENDIX 2 ......................................................................................................... 107 



The Impact of Service Environment and Restaurant Products             Page 11 of 140 
towards Brand Loyalty in Eric Kayser Artisan Boulanger, Plaza Senayan 
 

Everline Yonathan 

APPENDIX 3 ......................................................................................................... 112 

APPENDIX 4 ......................................................................................................... 122 
APPENDIX 5 ......................................................................................................... 129 

APPENDIX 6 ......................................................................................................... 134 
CURRICULUM VITAE ....................................................................................... 135 


