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PREFACE 
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blessings, love, and grace that always abound in preparing  this final report. Only 
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Diploma III at the English Department Study Program of State Polytechnic of 

Sriwijaya. 

In addition, the writer would like to thank all those who helped complete 

this final report. The writer realizes that mistakes always exist in writing this final 

report due to the writer’s limited experience, ability, and knowledge. The writer 

hopes that readers and future researchers can provide suggestions and criticism for 

this final report. Finally, the writer hopes that this report can be useful for future 

researchers as a reference or idea, especially for students of the Language and 

Tourism Department who will write the final report.  
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ABSTRACT 

 

This study explores customer satisfaction at Kopi 16 Pro in Palembang using the 

SERVQUAL model, which includes tangibles, reliability, responsiveness, assurance, and 
empathy. A qualitative approach was used through interviews, observations, and 

documentation. Results show that customers are satisfied with the ambiance and product 

quality, but improvements are needed in service speed and consistency. Tangibles and 
empathy were the most positively perceived dimensions. The findings aim to help Kopi 

16 Pro enhance service quality and customer loyalty.  

Keywords: customer satisfaction, service quality, SERVQUAL 

 



 

vii 
 

ACKNOWLEDGMENT 

 

I would like to begin by expressing my deepest gratitude to Allah SWT for 

granting me strength, patience, and guidance throughout the process of 

completing this research. 

I would also like to extend my sincere appreciation to my academic 

supervisors, Dra. Tiur Simanjuntak, M.Ed.M. and Eli Yeny, S.Pd., M.Pd., for their 

continuous support, valuable insights, and constructive feedback that have guided 

me throughout this study. Their encouragement and expertise have been essential 

to the completion of this research. 

1. I would like to express my special thanks to the management and staff of 

Kopi 16 Pro for allowing me to conduct this research in their 

establishment and for their kind cooperation. 

2. I am equally grateful to all the customers and informants who willingly 

participated and shared their experiences. 

3. I would like to thank all my lecturers and fellow students at Politeknik 

Negeri Sriwijaya for their help and encouragement throughout my 

academic journey. 

4. I would like to give my heartfelt thanks to my dearest friends Perumdos 

for always being there to motivate, support, and lift my spirits, especially 

during challenging times. Your presence has made this journey more 

meaningful and enjoyable. 

5. Lastly, I would like to thank my beloved family. Your unwavering love, 

prayers, and endless support have been the foundation of my strength. This 

achievement would not have been possible without you. 

 

 



 

viii 
 

TABLE OF CONTENTS 

COVER PAGE…………………………………………………………………... i 

APPROVAL PAGE……………………………………………………………... ii 

VALIDATION PAGE………………………………………………………….. iii 

PLAGIARISM-FREE DECLARATION……………………………………... iv 

PREFACE .......................................................................................................... v 

ABSTRACT ...................................................................................................... vi 

ACKNOWLEDGMENT .................................................................................. vii 

TABLE OF CONTENTS ................................................................................ viii 

LIST OF TABLE ................................................................................................ x 

LIST OF FIGURES……………………………………………………………. xi 

LIST OF APPENDICES………………………………………………………. 

xii 
 

CHAPTER I INTRODUCTION ....................................................................... 1 

1.1 Background of Research ......................................................................... 1 

1.2 Focus of the Research............................................................................. 2 

1.3 Research Question .................................................................................. 2 

1.4 Research Objectives ............................................................................... 3 

1.5 Research Significance ............................................................................ 4 

 

CHAPTER II LITERATURE REVIEW .......................................................... 5 

2.1 Theory of Perception .............................................................................. 5 

2.1.1 Definition of Perception ................................................................ 5 

2.1.2 Theories of Perception in the Food and Beverage Industry ............. 6 

2.1.3 Factors Influencing Perception....................................................... 7 

2.2  Customer Satisfaction............................................................................. 8 

2.2.1 Definition of Customer Satisfaction ............................................... 8 

2.2.2 Factors Influencing Customer Satisfaction ..................................... 9 

2.3  Service Quality ..................................................................................... 10 

2.3.1 Definition of Service Quality ....................................................... 10 

2.3.2 Dimension of Service Quality ...................................................... 12 

   2.3.3 Previous Research and Research Gap………………………….... 13 



 

ix 
 

   2.3.4 Benchmark………………………………………………………. 13  

2.4  Model SERVQUAL ............................................................................. 14 

2.4.1 Background and Development of the SERVQUAL Model ........... 14 

2.4.2 The Five SERVQUAL Dimensions .............................................. 15 

 

CHAPTER III METHODOLOGY ................................................................. 16 

3.1  Research Location and Time................................................................. 16 

3.2  Subject of The Research ....................................................................... 16 

3.3  Data Collection Techniques .................................................................. 17 

3.4  Data Validity and Reliability ................................................................. 18 

3.5  Data Processing Techniques ................................................................. 19 

 

CHAPTER IV RESULT AND DISCUSSION…………………………….… 21 

4.1  Finding…………………………………………………………………. 21 

4.2  Discussion……………………………………………………………… 27 

 

CHAPTER V CONCLUSION………………………………………………... 32 

5.1  Conclusion…………………………………………………………….... 32 

5.2  Recommendations for Future Research………………………………... 34 
 

REFERENCES ................................................................................................ 35 

APPENDICES 
 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 



 

x 
 

LIST OF TABLE 
 

Table 4.1 Raw Interview Data……………………………………………. 21 



 

xi 
 

LIST OF FIGURES 
 

Figure 4.1 Assurance……………………………………………. 21 

Figure 4.2 Responsiveness…………………………………….... 21 

Figure 4.3 Tangible……………………………………………... 21 

Figure 4.4 Reliability…………………………………………… 21 

Figure 4.5 Empathy……………………………………………... 22 

 



 

xii 
 

LIST OF APPENDICES 

 

Appendix 1: Final Report Supervision Agreement (Advisor 1) 

Appendix 2: Final Report Supervision Agreement (Advisor 2) 

Appendix 3: Final Report Supervision Form 

Appendix 4: Recommendation for Final Report Examination 

Appendix 5: Final Report Exam Revision 

Appendix 6: Implementation of Final Report Supervision 


	ABSTRACT
	ACKNOWLEDGMENT
	TABLE OF CONTENTS

