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ABSTRACT

Dewi, Putu Karmenita Sintia. (2025). The Effect of Service Quality on Customer
Satisfaction at Jalapeno Sanur Restaurant. Undergraduate Thesis: Tourism
Business Management, Tourism Department, Politeknik Negeri Bali.

This undergraduate thesis has been supervised and approved by Supervisor 1: I
Nyoman Rajin Aryana, S.Pd., M.Hum., and Supervisor II: Putu Tika Virginiya,
S.Pd., M.Pd.

Keywords: Tangible, Reliability, Responsiveness, Assurance, Empathy, Customer
Satisfaction.

Abstract: This research analyzes how service quality has a significant and positive
effect on customer satisfaction, both partially and simultaneously at the Jalapeno
Sanur Restaurant, and analyzes the most impacted dimensions of service quality on
customer satisfaction at Jalapeno Sanur Restaurant. The data of this research were
collected through a questionnaire, observation, and interview. The questionnaire
was distributed online in the form of a Google Form. The sampling technique
employed is convenience sampling, with 88 respondents. This research was
conducted in mixed-methods analysis, which combines qualitative descriptive and
Multiple Linear Regression Analysis by IBM SPSS version 29. The result of this
research indicates that four of the five dimensions of service quality partially have
a positive significant effect on customer satisfaction, except for the tangible
dimension. Service quality simultaneously have a positive significant effect on
customer satisfaction. The assurance dimension has the most effect on customer
satisfaction.
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ABSTRAK

Dewi, Putu Karmenita Sintia. (2025). The Effect of Service Quality on Customer
Satisfaction at Jalapeno Sanur Restaurant. Skripsi: Manajemen Bisnis Pariwisata,
Jurusan Pariwisata, Politeknik Negeri Bali.

Skripsi ini telah disetujui dan diperiksa oleh Pembimbing I: I Nyoman Rajin Aryana,
S.Pd., M.Hum., dan Pembimbing II: Putu Tika Virginiya, S.Pd., M.Pd.

Kata Kunci: Tangible, Reliability, Responsiveness, Assurance, Emphaty, Customer
Satisfaction.

Abstrak: Penelitian ini menganalisis bagaimana kualitas pelayanan memiliki
pengaruh yang signifikan dan positif terhadap kepuasan pelanggan baik secara
parsial maupun simultan di Jalapeno Sanur Restaurant, serta menganalisis dimensi
kualitas pelayanan yang paling berpengaruh terhadap kepuasan pelanggan di
Restoran Jalapeno Sanur. Data dalam penelitian ini dikumpulkan melalui kuesioner,
observasi, dan wawancara. Kuesioner disebarkan secara daring dalam bentuk
Google Form. Teknik pengambilan sampel yang digunakan adalah convenience
sampling dengan jumlah responden sebanyak 88 orang. Penelitian ini dilakukan
dengan metode campuran (mixed-methods), yang menggabungkan analisis
deskriptif kualitatif dan Analisis Regresi Linier Berganda menggunakan IBM SPSS
versi 29. Hasil penelitian menunjukkan bahwa empat dari lima dimensi kualitas
pelayanan secara parsial berpengaruh positif dan signifikan terhadap kepuasan
pelanggan, kecuali dimensi tangible. Secara simultan, kualitas pelayanan
berpengaruh positif dan signifikan terhadap kepuasan pelanggan. Dimensi
assurance merupakan dimensi yang paling berpengaruh terhadap kepuasan
pelanggan.
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CHAPTER I

INTRODUCTION

1.1 Research Background

In the tourism business world besides hotel, restaurants are one of the
supporting aspects that contribute to economic growth and employment provision.
However, at this time, competition in the restaurant industry is getting tighter,
triggered by the many new competitors that have appeared in the same industry
(Apriyani, 2017; Sari & Marlius, 2023). This becomes a challenge for restaurants
when running their business. Therefore, in facing fierce business competition,
maintaining customer satisfaction becomes crucial ensuring the business remains
competitive. In every competition, businesspeople implement various strategies
that are more effective in fulfilling customer needs and providing optimal
satisfaction because a business’ main goal is to create satisfaction for customers
(Tandra et al., 2021).

Customer satisfaction is the perception of customers that their expectations
have been met or exceeded through the purchase or use of the product (Novia et al.,
2024). The more customer expectations are fulfilled, the more satisfied customers
will be, and it will have a good effect on customers; then, they will visit the
restaurant and create sustainable loyalty. If customers are not satisfied and
disappointed, it will result in potential customers changing their decisions and
shifting to other restaurant competitors. To create customer satisfaction when
buying the products that we are selling, one of the strategies that can be carried out

by companies, especially in restaurants, is to provide optimal service quality to



customers (Rahman & Hendarwan, 2023).

Service quality in restaurants is very influential on customer satisfaction
because in the business world, especially restaurants, not only product quality that
determines customer satisfaction but also how the service is provided when
customers buy the products. Service quality can be measured through five main
dimensions, namely tangibles (physical evidence of restaurant services for
customers such as physical appearance, equipment, and facilities), reliability (the
ability to provide satisfying services in accordance with customers’ expectations),
responsiveness (the ability of staff to provide fast and appropriate service),
assurance (knowledge and ability of staff to the products to provide a safe
environment for the customers), and empathy (having attention and concern for
customer needs and understanding customer needs) (Zeithaml et al., 2018).
Fulfilling all of these dimensions can encourage consumers to build a stronger
relationship with the restaurant. This strong relationship allows the restaurant to
gain a better understand of customer expectations and needs so they can be properly
satisfied (Anggoro & Baskoro, 2022).

Jalapeno is the first Mexican restaurant in Sanur area; this restaurant is quite
popular with its special Mexican food that attracts tourists to come and try their
products. The restaurant is also located strategically, making it easily accessed by
tourists. Jalapeno Sanur is currently faced with fierce competition in the restaurant
industry because several restaurants, such as Taqisa Mexican Food and Motel
Mexicola also focus on Mexican food.

In this fierce competition, customer satisfaction which is expressed in online



review platforms such as Google Review is one of the important factors in
improving product and service quality (Liu et al., 2021). Online Customer Review
(OCR) is an activity that allows customers to freely and easily write comments and
opinions on their experiences with products or services that the restaurant provided
(Safitri & Widiati, 2022), which is directly reflected in customer satisfaction.
Customers can leave several types of reviews, such as star ratings and text reviews
about the products and the services that customers receive. Star ratings indicate
customer satisfaction on a scale of 1 (low score, low satisfaction) to 5 (high score,
high satisfaction). Text reviews show customer opinions and more information
about the products and services that customers receive (Liu et al., 2021). The
reviews from customers about the quality of service should be a serious concern for
Jalapeno Sanur because positive reviews from customers can help companies build
the trust and confidence of potential customers to buy the products or services
offered, which can increase satisfaction. Otherwise, a negative review can harm the
company because it can ruin the customers’ view and decrease the level of
satisfaction (Ardianti & Widiartanto, 2019). To demonstrate customer perceptions
of service quality at Jalapeno Sanur, the following reviews from the Google review
platform illustrate customer satisfaction.

% ° Baus Mathsenon X ° Holy M

Great place and everything
about it was awesome, great
service and food. Dog was so
gentle and calm

Makaran: § | Layanans § | Suasana: §

Makanan: 3 | Layanan: 1 | Sussany: &

Figure 1. 1 Customer Review on Service Quality at Jalapeno Sanur Restaurant
Source: Google review Jalapeno Sanur Restaurant

Based on Figure 1.1, data from online review platforms showed a variety of



responses from Jalapeno Sanur customers. Some customers gave positive reviews
highlighting customer satisfaction, especially with the service provided. These
positive reviews show that Jalapeno Sanur has managed to meet customer
expectations through quality service and this needs to be maintained to maintain
customer loyalty. However, there are also negative reviews that reveal problems in
the quality of service provided. In addition to the online reviews, information
gathered from interviews with the management also reveals service-related
concerns. Some customers have directly expressed their dissatisfaction to the
manager regarding the quality of service. Specific complaints included remarks
such as "the staff are not friendly" and "the staff seem to be in a bad mood, which
is reflected in their facial expressions and affects the service provided”. These
negative reviews became a concern that there are still aspects of the service that
need to be improved and increased in order to meet customer expectations
comprehensively. Therefore, it is important for Jalapeno Sanur to consistently
provide good service and improve the quality of service that is provided to
customers amid increasing customer expectations who want to buy the product.
This combination of positive and negative reviews highlights the importance
of service quality in creating customer satisfaction overall. Therefore, the writer is
interested in conducting further research entitled “The Effect of Service Quality

on Customer Satisfaction at Jalapeno Sanur Restaurant.”

1.2 Research Questions
Based on the research background described above, the questions of this

research are:



1.3

How does service quality have a partially significant positive effect on
customer satisfaction at Jalapeno Sanur Restaurant?
How does service quality have a simultaneously significant positive effect on
customer satisfaction at Jalapeno Sanur Restaurant?
Which dimensions of service quality does have the most effect on customer

satisfaction at Jalapeno Sanur Restaurant?

Research Objectives

Based on the research questions described above, the objectives of this

research are:

1.4

To analyze whether service quality has a partially significant positive effect
on customer satisfaction at Jalapeno Sanur restaurant.

To analyze whether service quality has a simultaneously significant positive
effect on customer satisfaction at Jalapeno Sanur restaurant.

To analyze the most impacted dimensions of quality service on customer

satisfaction at Jalapeno Sanur Restaurant.

Research Significance

The benefits of this research can be divided into theoretical benefits and

practical benefits, with the following description:

1.

Theoretical Benefits

This research is expected to provide benefits and knowledge about the

important effect of service quality on customer satisfaction and provide new

insights into service quality improvement strategies that can be applied in various



contexts. This study’s results can also be used as reference material for further
research.
2.  Practical Benefits
a. For Jalapeno Sanur Restaurant

This research is conducted to analyze customer satisfaction in detail, which
can be used to identify strengths and weaknesses in service. This allows restaurants
to plan effective strategies to improve service quality and customer satisfaction.
b.  For Politeknik Negeri Bali

This research can be used as a valuable academic reference in studies related
to service quality and customer satisfaction and can provide a reference for future
research.
c.  For writer

This research is expected to develop skills in conducting research, including
collecting and analyzing data for the writer, and also gain a better understanding of

the concepts of service quality and customer satisfaction.

1.5 Limitations and Scope of Problem
Based on the research topic on the effect of service quality, the material is
quite broad. Therefore, it is important to limit the problem to the focus of this
research so that it is defined by a specific scope, including:
1. The variables in this research are service quality and customer satisfaction.
2. The dimension of service quality variables in this research includes tangibles,
reliability, responsiveness, assurance, and empathy.

3. The research took a sample from the customers at Jalapeno Sanur Restaurant.



CHAPTER V

CONCLUSION AND SUGGESTION

5.1 Conclusion
Based on the study, quantitative data analysis result through questionnaire

distribution, and supported by the results of interviews with restaurant management,

it can be concluded that:

1.  Partially, out of the five measured dimensions of service quality, the
dimensions of reliability, responsiveness, assurance, and empathy are proven
to have a positive and significant effect on customer satisfaction. Meanwhile,
the tangible dimension does not show a significant effect on customer
satisfaction. Based on observations and interviews with management, this
insignificant influence can be explained by the fact that although physical
aspects of the restaurant, such as cleanliness, lighting, and staff appearance,
have met operational standards, several shortcomings such as limited parking
space and noise from the surrounding area do not directly affect guests’
satisfaction levels. This is because customers tend to focus more on the
quality of direct service provided by the staff, such as friendliness,
responsiveness, and professionalism, rather than the restaurant's physical
condition.

2. Simultaneously, all five dimensions of service quality—tangibles, reliability,
responsiveness, assurance, and empathy—have been proven to have a

positive and significant effect on customer satisfaction. In other words,

109



5.2
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overall service quality is a crucial factor in determining customer satisfaction
levels at Jalapeno Sanur Restaurant.

The service quality dimension that has the most dominant effect on customer
satisfaction is the assurance dimension. This indicates that the staff’s
confidence, knowledge, responsiveness, and ability to provide a sense of
safety and comfort to customers are the key aspects in creating customer

satisfaction at Jalapeno Sanur Restaurant.

Suggestion

Referring to the results of the findings and discussion, several suggestions can be

made regarding this research as follows:

1.

Based on the findings of this research, it is recommended that Jalapeno Sanur
Restaurant concentrate on strengthening the four service quality dimensions
are assurance, reliability, responsiveness, and empathy that significantly affect
customer satisfaction. or Jalapeno Sanur Restaurant. Since assurance showed
the most significant effect towards customer satisfaction, therefore it is
recommended to maintain and continue to improve the assurance aspect by
providing regular training to staff on product knowledge, service ethics, and
communication skill. Although the tangible aspect was found to have no
significant effect, maintaining a clean, comfortable, and visually appealing
environment remains important to support the overall perception of quality.
Focusing on these key dimensions will help the restaurant provide consistent
service and build stronger customer loyalty. In addition, the restaurant is

advised to set daily targets for collecting online customer reviews. Monitoring
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and encouraging these reviews can help assess service consistency, understand
customer expectations and improving customer satisfaction over time, also can
identify service gaps that may not be visible through internal evaluation alone.
For further research, it is recommended that the scope of the study be expanded
to include more informants, both from management and customers with more
diverse characteristics, in order to gain a more comprehensive understanding
of their experiences and perceptions of service quality. In addition, adding
other variables such as food quality and price can provide a more
comprehensive picture of the factors that contribute to both local and

international customer satisfaction.
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