CHAPTER 6

CONCLUSION AND SUGGESTION

6.1. Conclusion

From the results of research that has been carried out in measuring the service

quality of Asoka Coffee's performance, the following conclusions:

1. Asoka Coffee's performance on employee needs as a whole has a negative
value for tangibles of -0.89, reliability of -1.09, responsiveness of -0.80,
assurance of -1.18 and empathy of -0.92. This value concludes that the

performance level of Asoka Coffee has not met the needs of employees.

2. Based on the results of the Importance Performance Analysis, the priority
improvements of service quality attributes that should be made by Asoka Coffee

are:

R7 Employees are paid fairly the work they do
A15 Employee's contribution to the company is valued and appreciated
c. A16 Asoka Coffee gives teamwork and collaboration that are
encouraging and supports a healthy work-life balance
d. Al7 The pace of work at Asoka Coffee enables the employee to perform

the best of their capabilities

3. From the priority problems, the solutions to improve the performance of

Asoka Coffee's management are as follows:

Including overtime in salary
Added several new employees to act as kitchen staff and server
Conduct regular evaluations

Revise the working hour

® a0 T oo

Providing anti-mosquito spray/lotion at the cafe for employees or

customers to use

6.2. Suggestion

6.2.1. Suggestion for Asoka Coffee Management
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Based on the results of this study, the recommendation suggested for Asoka

Coffee Management are as follows:

a. Immediately implementing the suggested solution to rise employee
satisfaction.

b. Improve all attributes to increase the employee’s perception.
6.2.2. Suggestion for Further Research

Further research is expected to add respondents to the object of research to

know the general picture.

63



REFERENCES

Al-Ababneh, M. M, Masadeh, M. A., Al-Shakhsheer, F. J. & Habiballah M. A.
(2018). The impact of internal service quality on job satisfaction in the hotel
industry, Research in Hospitality Management, 8:1, 55-62

Basariya, s. R. & Ahmed, R. R. (2019). A Study on Attrition-Turnover Intentions of
Employees.

Belete AK. (2018). Turnover Intention Influencing Factors of Employees: An
Empirical Work Review. Journal of Entreprenership & Organization
Management.

Chen, S., Yang, C., Shiau, J. & Wang, H. (2006). The development of an employee
satisfaction model for higher education. The TQM Magazine. 18. 484-500.

Cox, S.J., Cheyne, A.J.T., Oliver, A., Tomas, J.M. 1998. Modelling safety climate
in the prediction of levels of safety activity. Work & Stress, Vol 12 No 3, 255-
271.

Creswell, J. W. 2014. Research Design: Qualitative, Quantitative and Mixed
Methods Approaches, 4th Edition. London: Sage

Ferdinand. (2006). Metode Penelitian Manajemen. Semarang: Badan Penerbit
Universitas Diponegoro.

Heydari, Mohammad & Lai, Kin Keung. (2019). The Effect Employee Commitment
on Service Performance through a Mediating Function of Organizational
Citizenship Behaviour Using SERVQUAL and Collaborative Filtering Modeling:
Evidence from China’s Hospitality Industry. 08. 2167-0269.

llie G. dan Ciocoiu C.N., (2010) Application of Fishbone Diagram to Determine the
Risk of an Event with Multiple Cause Management Research and Practice,Vol.2
issue 1, p:1-20.

Issa, A. R., Ahmad, F., & Gelaidan, H. M. (2013). Job Satisfaction and Turnover
Intention Based on Sales Person Standpoint. Middle-East Journal of Scientific
Research, 14(4), 525-531.

Latino RJ, Kenneth CL. 2006. Root Cause Analysis: Improving Performance for
Bottom — Line Results. Florida: CRC Press.

Massoudi, Aram & Hamdi, Sameer. (2017). The Consequence of work
environment on Employees Productivity. IOSR Journal of Business and
Management. 19. 35-42.

Midor, Katarzyna & Kucera, Marian. 2018. Improving the Service with The
SERVQUAL Method. Management Systems in Production Engineering. Volume
26, Issue 1, pp 60-65

Mobley, W. H., Griffieth, R. W., Hand, H. H., & Meglino, B. M. (1979). A Review
and Conceptual Analysis of the Employee Turnover Process. Psychological
Bulletin. Vol. 86, No.3, 493-522

Musaba, C. N., Musaba, E. C. & Hoabeb, S I. R. 2014. Employee Perceptions of
Service Quality in the Namibian Hotel Industry: A SERVQUAL Approach.
International Journal of Asian Social Science, 2014, 4(4): 533-543

Nitisemito, A. S. (1992). Manajemen dan Sumber Daya Manusia. Yogyakarta:
BPFE UGM, Yogyakarta

Prodromos C., Dimitrios C., Eftichia V. & Eleni L., (2014). Measuring Citizen
Satisfaction Using the SERVQUAL Approach: The Case of the ‘Hellenic Post'.
Procedia Economics and Finance. Volume 9. Pages 349-360.

Puteh, F., & Arshad, H., (2015). Determinants of Turnover Intention among
Employees. Journal of Administrative Science. Vol 12, Issue 2, 2015.

Ramseook-Munhurrun, Prabha & Naidoo, Perunjodi & Bhiwajee, Soolakshna.

64



(2010). Measuring Service Quality: Perceptions of Employees. Global J Bus
Res. 4.

Robbins, S. & Judge, T. A. (2011). Organizational Behaviour. 14th ed., Global
ed.New Jersey: McGraw-Hill.

Sedarmayanti. 2011. Tata Kerja dan Produktivitas Kerja: Suatu Tinjauan Dari
Aspek Ergonomi Atau Kaitan Antara Manusia Dengan Lingkungan Kerjanya.
Cetakan Ketiga. Bandung: Mandar Maju.

Sekaran, U. and Bougie, R. (2013) Research Methods for Business: A Skill-
Building Approach. 6th Edition, Wiley, New York.

Sihombing, I. H. H., Maharatih, N. M. R., & Sabudi, i. N. S. (2019). The Effect Of
Organizational Commitment To Turnover Intention. Advance in Economics,
Business and Management Research. Vol. 111. Page 25-28.

Slatten, T., Goran, S. & Svari, S. (2011). Service quality and turnover intentions
as perceived by employees: Antecedents and consequences. Personnel
Review. 40. 205-221.

Soetjipto, B. W. (2008). Paradigm Baru Manajemen Sumber Daya Manusia.

Srimindarti, C., Oktaviani, R. M & Hardiningsih, P. (2017). Antecedents of Job
Satisfaction and the Influence on Turnover Intention. Jurnal Dinamika
Manajemen. 8 (2): 177-187.

Stone, R. J. (2017). Human Resource Management 9th Edition. Milton, Qld: John
Wiley & Sons Australia.

Terry, G. R. (2003). Prinsip-prinsip Manajemen. Bandung: PT. Bumi Aksara.
Yogyakarta: Amara Book.

65



