TABLE OF CONTENT

COVER
PERNYATAAN BEBAS DARI PLAGIAT .....uuuciiieieeceereceresesessssssssssssssssssssssssssssnne 1
ACKNOWLEDGMENT ...ociiiiieieinncsesssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssss 11
ABSTRAK ..uouuccicccrccinerieesesessssssssssssssssssssssssssssssssssssssssssssssssssss LIV
ABSTRACT ...uueciiiiiiicenenereressssssssssssssssssssssssssssssssssssssssssssssssssssss Y
RINGIEKASAN SKRIPSI ....oeceiieieiirsreresesesssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssss VI
SUMMARY ouveevveereeeeeeeeessssssssssssssssssssssssssssssssssssssssssssssssssssssssssss X
TABLE OF CONTENT ....uuuuueeeeeeeeeeeeeeeeeeeeesesssssssssssssssssssssssssssssssssssssssssssssssssssssssss X1V
LIST OF TABLE.....ieiiiiiiiieeeereresesesssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssss XVII
TABLE OF FIGURE ......uuuuueeeeeeeeeeeeeeeeeneneeneeneeeseonsesesssssesssssssssssssssssssssssssssssssassse XVIII
LIST OF APPENDIX ...cceieietererecereresssessssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssses XIX
CHAPTER L..aaaaaaeeeeeeeeeeeeeneenenneeeeenessssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssse 1
INTRODUCGCTION ...cueceeeeerceeecsesessrssesesssssssesssesssssssssssssssssssssssssssssssssssssssssssssssssssssse 1
1.1 BACKGIrOUNd ....cuueeieiniininrininncnsnncssnnncssssncssssecssssssssssssssssessssssssssssssssssssssssssses 1
1.2 Problem FOrmulation ........cccceeeeeeeneeeeceeceeeeeeeneeeeccccssseeees .7
1.2.1 ProbDIem STAtEIMENT «....ueee et e e e e e eeeeaeeeeeeees 7
1.2.2 Research QUESTION.........eeeevieeiiieeciiie et e e e et et et eree e ereeeereeeeanee s 7
1.3 ReSearch PUIPOSE....uccccueiecrrenicsnicssnncssnncsssnicsssssssssssssssssssssessssssssssssssssssssnases 8
1.4 ReSearch CoONtriDULION c...ceveeeeieeeeeneceeeeeeeccreeseecceressecsssssesssssssssosssssssossassssossases 8
1.4.1 Theoretical CoONtrIDULION «....cevveeeeeeeee e eee e e e aeaeeeaeeees 8
1.4.2 Practical COontrIDULION ...coeeeeeeeeeeeeeee e e e e e e e e e e eeeeeeeeaeaeas 8
1.5 Research ConteXtual OVEIVIEW .....cceeeeeeeereeeeceeeeeeeccssessescssessssssssssssssssssssosssses 9
CHAPTER TL......uuuueeeeeeeeeeeeeeeeeeeeeeeessesesssesssssssssessssssssssssssssssssssssssssssssssssssssssssssssssssssse 11
LITERATURE REVIEW .....uuiiriiiiieirererssssesssesssssssssssssssssssssssssssssssssssssssssssssssssse 11
2.1 Theoretical Back@round...........cccccceevereccrencssercssercsssnnessenssssssssssasssssasssssses 11
211 N ATCISSISITL . ettt et e e e e et e e e e e e e e e e e e e e e e e e e e eeaaaaeeeeeeeeaannnas 11
2.1.2 Food and Beverage Quality..........cccoovveeriiiniieiiieniieiieeieeieeeee e 12
2.1.3 CUStOMEr SaAtISTACTION eeeeeretieee et e e ee e e e e eeeeeeaenas 13
2.1.4 REVISIE INTEITION cevtee e e e e e e e e e e e e e e e e e e e eeaaean 14
2.2 EMPIrical StUAY ....ccooveeevvriiivnenisnnisssnnisssnnissssnesssssesssssesssssssssssssssssssssssssssses 15
2.3. Relationship Among Variable............cueiinnverinirnicssnncsssencsssanssssassssasssssanes 20
2.3.1 Narcissism and Customer SatiSTaCtION ... .cceeeeeveeeeeeeeeee e 20
2.3.2 Narcissism and Revisit INtention ..........oooovviiiiiiiiiiii 20
2.3.3 Food and Beverage Quality and Customer Satisfaction ...........c...c...c..... 21
2.3.4 Food Quality and Revisit Intention ..........cccceeceervieenieniieniiienieeieeneeee, 21

Xiv



2.3.5 Customer Satisfaction and Revisit Intention..........ceeeeeeeeeeeeeeeeeeeeeeeenennn. 22

2.3.6 Customer Satisfaction as a mediation variable ..........c.ccceceeviieieenieenen. 22

2.4 Conceptual FrameworK......cciceveccssricssnnissssnessssnsssssnessssnsssssssssssssssssssssssss 23
2.5 HYPOLRESES cuuueriierinnriinssnnricsssnnicsssssnssssssssssessssssssssssssssssssssssssssssssssssssssssssssss 23
CHAPTER LI .....uuiouiiinninnnicrensnssansssssssssssssssssssssssssssssssssssssssssasssssssssssssssssssssassssssss 25
RESEARCH METHOD .....uucouiiiininnuinrnicsensecssecssisesssesssssssssssssssssssssessssssssssssssess 25
3.1 Type of ReSearch.....eiicciccsniccsisnnicssssnricssssssnscsssssssssssssssssssssssssssssssssssses 25
3.2 Place and Time of ReSeArch ......uiicveeicvcnriiscnricssnnicssnecnsnnccssnnccssnnecssnecsssnee 25
3.3 DALA ccneeenniiiiiniinnnicieinnisitesaesssessssessssssstsssessstssssessstsssatsssassssasssssessssssasnn 26
3.3.1 Data Collecting Method ..........ccceeeviiieiiiieiiieeieece e 26
3.3.2 Source 0f Data.......cueeeiuiiieiie et 26

3.4 Population and Sample...........ciceiicivericiseninsnnncsssnnissssnessssnesssssssssesssssessssses 27
3.4.1 POPUIALION ...oeiiniiiiiiiieciceeeeeee e e 27
3.4.2 SAMPIC....eiiiiieiie e e 27

3.5 Research Variable......ienneinnenniinsennnncnnnennnnennennnennecnsecnsecsessese 28
3.5.1 Independent Variable............cooveeiieiiieiiiiiiecie e 28
3.5.2 Dependent Variable ...........ccoooviiiiiiieiiie e 28
3.5.3 Mediating Variable ..........cocceiiiiiiiiiiieie e 29
3.6 Operational Dimension cesseessnssessnnssssnnsssnnsssananes 29
3.8 Measuring Variable ........ceeiiccnisnnicsissnnnecsssssnsecsssssssessssssssesssssssssssssssssssans 32
3.8 Analysis Method........ccueeeenneennennsnennsnnnsnenssnensnecsssessnssssessecsssessssesssssssasssns 32
3.8.1 Evaluation of Measurement (Outer) Model ...........cccoovveeiiieniicciiennnnnen. 33
3.8.1.1 Validity TSt ...eeeieuieiieieeiiesieee ettt 33
3.8.1.1.2 Convergent Validity .......cccccoeriirieneriiiniieeienecceeesceeeeeeene 33
3.8.1.1.3 Discriminant Validity .........cccceeeierieeriienieeiienieeieecee e 33
3.8.1.2 Reliability TeSt ....evieiiieiiieeiie ettt 33

3.8.2 Structural Model (Inner Model) .........cccoeeviiieiiiiiciiieeeeeece e, 34

3.8. 2.1 RoSQUATE ...ttt et e tee e saee e eaee e 34

3.8.3 Hypothesis TeStING......cc.eeeriieeiiieeiiieeiiee et eeeeeeiee e ereeesaee e e 35
3.8.4 Mediation Effect ANalysis........ccoooieiieiiiiiiiiiieieeeeeeee e 35
CHAPTER IV..uuuuiiiiiininnicinnesssicsessssssissssssssssssssssssssssssssssssssssssssssssssssssssssssssssssns 37
RESULT AND DISCUSSION ...uccoviiiuinsuisrensessanssenssesssnsssssssssssssssssessssssassssssssssssss 37
4.1 Research FINAINGS.......ccoueiiiiveiiiiseiicssnnicisnnicisnninssseissssnessssnessssesssssssssssessssene 37
4.1.1 Respondent CharacteriStiCs .........eeeueeruierieeriierieeiiieniieereesieeevee e e 37
4.1.1.1 Respondent’s AZE......cc.ceecueeeruieeiiiieeiiieesieeeieee e e eaeeesaeeesreeesnnee s 37
4.1.1.2 Respondent’s OCCUPALION .......eeeuvierieieiieniieeiieeieeiee et eaeees 37

4.1.2 Respondent’s Responses to Each Variables...........cccccoeeveeiiiiiieninanenne, 38
4.1.2.1 NATCISSISITL .ttt ettt ettt ettt ettt ettt et e e esaeeeaeees 39
4.1.2.2 Food and Beverage Quality.........cccceeciieeiiieeiiieeieeeeeece e 40
4.1.2.3 Customer SatiSTaction..........coovereevierieniiierieneeeceeee e 41
4.1.2.4 ReVisit INteNntion .........ccoceeiiiieriiiiiiieeeerecee e 42

XV



4.2 Data ANALYSIS..cccrrvrerierissrricssssannessssnsecsssssssesssssssssssssssssssssssssssssssssssssssssssssss 43

4.2.1 Evaluation of Measurement (Outer) Model ...........ccccoeiiiiiiniinniniene 43
4.2.1.1 Convergent Validity ........ccceevuierieeiiieiieeieecie et 43
4.2.1.2 Discriminant Validity ......c..cccceeeriiieeiiieeiiieeieeceeeee e 44

4.2.2 Relability TSt ..c..eeeiiiiieeiieiieie et 46

4.2.3 Structure Model (INNET).......covieiiiiiiiiieeieeieee e 47
4.2.3.1 R-SQUATE....ooiiiiiieiieece e 47
4.2.3.2 Hypothesis TeStING ........ceeruieriiiiiieiieeiieeie et 48

4.2.3.2.1 Hypothesis 1 ...cccueiviiiiiiiiieiiecieeiteee e 49
4.2.3.2.2 HYPOLNESIS 2 ..oeeeiiieeiiieeiiee ettt e e s 50
4.2.3.2.3 HYPOthESIS 3 ..oiieeiiieiiieciee ettt 50

4.2.3. 2.4 HYPOthESIS 4 ...ceviiiiieiieiieeieeee et 50
4.2.3.2.5 HYPOLHESIS 5 ..eeeeiiieeiiieeeeeeeeeee ettt 50
4.2.3.3 Mediation Effect ANalysiS.......cccccveeriiieniieeiieeecieeee e 51
4.2.3.3.1 HYPOthESIS 6 ...ocuvieiiieiiieiieeiieiie ettt 52
4.2.3.3.2 HYPONESIS 7 .eveevvieiiieiieeieeeiteee ettt 53
4.2.3.4 Hypothesis Testing SUMMATY .........cccvveeerieeerieeererreeieeeereeesreeesneens 53

4.3 DiISCUSSION couueerrueeisueesnnssannssnessaecssansssesssnssssessssssssassssssssssssassssassssasssssssassssasssns 54

4.3.1 Narcissism to Customer SatiSfaction ...........cccceeververiniienieninienieneenee. 54

4.3.2 Food and Beverage Quality to Customer Satisfaction ..............cceeevuveennn. 55

4.3.3 Narcissism to Revisit INtention ...........cceceeviieiieniiiiniiiienieceeeeee 55

4.3.4 Food and Beverage Quality to Revisit Intention.............cccceeevverveennennne. 55

4.3.5 Customer Satisfaction to Revisit Intention ............coceeveeniiniiinennennn 56

4.3.6 Customer Satisfaction as Mediating Variable..........c..ccccceeeviriincnennne. 56

CHAPTER YV ..uuoitiiiininnicensnssnisssssssssisssissesssisssssssssssssssssssssssssssssssssssssssssssssssssns 57
CONCLUSION AND RECOMMENDATION .....ucovierensessunssensanssessesssnssasssasans 57
5.1, CONCIUSION cuuueriunriirsunieisnricssnnicssnncsssnecsssnesssssesssssessssssssssessssssssssssssssssssssssses 57

5.2. RecOmMmEeNdation ........coeeiveeisneiseecsnnssnenssnccssecssesssansssecsssessssssssssssassssasssss 58
5.2.1 FOT FIMM ciiiiiiiiie e 58

5.2.2 For Future Research ...........c.ccooiiieiiiieiiieceeeeeee e 58

5.3. LIMItationS..ccuciiseeisseniseecsenssecisecssnecsenssaccssessssecssessssssssassssesssssssssssssssssasssse 59
133039 B L0 1€ 272N g & I ¥/ 60
APPENDIX ccueiiiiniinnineniaissnnssenssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssassssssssssssss 65

XVi



