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Abstract. The level of customer satisfaction was very imponant to be calculate, customer
satisfaction was the level ofcomumers feeling after comparing between what was received and
thewr desires Quality of service was a variety of efforts made to meet the needs and expectations
of costumers  This study aimed to determine the level of consumer sausfaction with the quality
ol processed duck products and service quality at Begos Restauramt This research was
conducted in November to December 2019 and the type of research used was quantitative
descripuive The sample m this study was 100 consumers who cime to eat at Begos Restaurant
Data collection was carmied out by using consumers who came o cat at Begos Restaurants
Analysis ol the data used n this research was dc‘lplnc statistics using the Customer
Satisfaction Index (CSI) calculation formula The results of this study mdicated that the
satisfaction inde x of service quality was 83.56%

1 Introduction

The restaurant 1s serving tood to the public and providuf§a place to enjoy the meal, as well as setting
certun rates for tood and service Quality of service (service quality) can be known by comparing
consumer perceptions of the service that they actually receive or obtain with the service they actually
expect or want to service attnibutes provided by a company [1]

Quality of service is one thing that cannot be taken lightly by the company If the quality of service
from a company 15 good then consumers will get the satisfaction that s worth the costs they mcur but
conversely 1f the quality of service 1s low then consumers will be disappomted with the costs that
consumers sacrifice The quality of service companies must be maintained and improved because
customers expect to get a good service even exceeding what they expect so that customers will feel
satisfied with the service company [2] 8

The objective of this research was to know the level of customer satisfaction with the quality of
service at Begos Restaurant Tamalanrea Makassar City

pumcnl from this work may be used under the terms of the Creative Commons Attrbution 3 0 licence Any further distribution
~ o of this work must maintain attribution to the author(s) and the titke of the work, jJournal citation and DO1
Pubhished under licence by TOP Publishing Ltd i
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(4]
2 Research methods

21 Tme and place of research
This research was conducted in November-December 2019 at Begos restaurant in Makassar

2.2 Tpes of research
The type of research was descriptive quantitative which described a research phenomenon by survey

method Data were obtained from a sample of the study and were analyzed according to statistical
methods

2.3 Data tvpes and sources
The type of dati used i this study were qualitative and quantitative data: Source of data used n this
study were primary data and secondary data

2 4 Population and sample

The population m this study were all consumers who came to eat at Begos restaurant. Approximately
100 people/day and 3 000 people per month  The sample was a portion of the population that was used
as 2 source of data or information. Sampling i this study was accidental sampling Total sample taken
from the Slovin formula was 100 sample

25  Data analysis

Analysis of the data used in this study was the Customer Satistaction Index (CS1) which determine the
level of overall customd@latisfaction by looking at the level of importance ot the attributes  The scale
reterred to in this study can be seen in table 1,

Table 1 Respondent response weight

Wl Answer
eight =
8 Level of performance  Level of important
5 \Ttr) satisfied W\'étj’ h'nportmt ' N
4 Satistied Urgent
3 Enough Enough
2 Dissausfied Unimportant
| Very dissatisfied ~ Very ummportant

Source Widpoyo eral (2013) [3)

3 Results and discussion

Importance Performance Analysis (IPA) analysis was denved from the value of the attributes of
importance and performance level The assessment of the level of importance attributes as in table 2
Based on table 2 1t can be seen that the consumer's assessment of the average level of service attributes
above average were the speed of time employees serve orders Begos has a comfortable room and toilet
facilities  parking tacilities and employee appearance And vice versa there were attributes below
average This showed that attributes above the average were considered important in consumer ratings
and were decistve 1n meeting consumer satisfaction 1n Begos restaurants. This was i accordance with
the opmion of Simamora (2002) that consumers pretered products that have quality where service
quality was an overall feature of the ability to satisty expressed or implied needs. the existence of good
quality made consumers feel satisfied and trust |4]
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T'able 2 Consumer ratings of the importance of service quality attributes in Begos Restaurant

. Level of 1mpori.mt
Description | o 34 5 Weight Y.
" Reliabuliny - - - - -
Ability of employees giving
mformation to customers or well explanation
Employee ability to serve
customer orders
Responsiveness
Employee speed n helping
timely customers
Asswrance
Timeliness of serving employees
the order
The accuracy of the type ot product given
employee
Accuracy 1h nurnber of products provided by
employees
Emphan
Employees give serious attention to customers
when the place s full
Employees provide additional service needs
(spilled products tissues. spoons and more
Tangible
Begos restaurant has room faciliies

9 43 48 439 439

10 36 53 439 439

6 34 60 454 454

7 6 57 450 4 50

8 34 38 450 450

10 35 55 445 445

8 Al 55 447 447

29 2
and a comfortable torlet A 2 a2 412
Parking facilities 2 26 72 470 470
Employee appearance 4 32 64 460 460

Y Attnbute Rating 74 378 647 49069 452

Notw  (DVery unimportant (2) Not important (3) Quite important () Urgent (5) Very important

After evaluating the attnbutes of importance the consumer's assessment of the quality of service
performance performance at Begos restaurnnt can be assessed 1t can be seen n table 3

Based on table 3 in below 1t can be seen that the consumer’s assessment of the average level of
service quality attributes was 4 27 The attributes below average were the ability of employees to provide
information to customers or explanation well the ability of employees to serve customer orders the
speed of employees in helping customers on time  the timeliness of employees serving orders employees
gave serous attention to customers when the place was tull and employees provided additional service
requirements (spilled products tissues spoons and others) And vice versa there were attributes above
average This shows the attnibutes below the average restaurant performance were considered low
consumer ratings and showed consumers were not satisfied with the performance provided by
restaurant  This was conststent with the opimon of Irine (2009) that customers  satisfaction was the
level of consumers feeling after comparing the perceived performance with the desired and customers’
satisfaction determined by consumer perceptions of services provided nd desired [5]
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Table 3. Consumer ratings of service quality performance at Begos Restaurants

~ Level of performance
1 2 3 4 8 Weight Xt

Serviee of attnbutes

Relabiliny
Ability of emplovees giving
€ 20 5 2]
Information to customers or explanation well 5 0 <3 o A4
Emplovee ability to serve customer ordens 19 46 S 416 416
Responsiveness
Emplovee speed m helping

o

&
Timely customens 20 4 33 AL 413
Assurance
Tumehiness of serving cmplovees the order 13 45 40 425 425
The aceuricy of the type of product given n a6 n 40 412
cniployec
Auur*) }n number ol products provided by 1 N m " a3 PRY
emplovees
Emphan
Employees give serous attention w custoniers when
the place 1s full ! 17 53 R 410 410
Employees provide additional service needs (spilled
s3 i3
products tisue spoons and more H 5 41 419
Tangihie
Begos has room facihities and a comfonable unlet 9 21 64 455 458
Purking lacihiex 6 18 59 451 48
Emplovee appaarmee 9 I8 LR} 444 444
L Auribute ranking 4 151 484 461 4702 427

Note (1) Very Dissatisfied (2) Satsfied (3) Satnsfied (4) Dissatsfied (5) Sausfied

Table 4 Calculation of customer satisfaction index on service quihty at Begos Restaurant

Description MiSi ""*S-&:"M*T;.—“ MSSi *T;FJLLTT“
Relrabthn
Abihity ol employees giving 439 a83 145 404 1569 1797

nformation o custoners or explunation well
Employee abibity to serve
customer orders
Responsiveness
Emplovee speed i helpmg i
tmely customers
Asswrance
Timelmess of serving emplovees 454 914 460 425 18 83 19.55
the order
The accuracy of the type of product given
emplovec
Accuracy in number of products provided by 450
cployees h
Emphaty
Employees give serious attention w customers
when the place » full
Emplovees provide addiional service needs
(spilled products tssues spoons and more

439 BR13 445 416 3673 18.50

892 449 413 -

4350 906 456 4132 39.12 1969

906 4356 431 3901 1963

445 896 451 410 672 18 48

447 900 45 419 769 1897

Tangible
Begos has room lacalities und a comfortuble oilet 472 9.50 478 455§ 4322 2176
Parking Tacilities 470 946 476 451 4285 2197
Employec performance 460 926 4 66 444 4110 069
Sub tatal service of attributes 49 69 100 47 02 42779
Customer satisfaction mdex (CSh 85.56
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Customer Satisfaction Index (CSI) was the value of overall customer satisfaction by calculating the
sum of all Weight Scores (WS) with the maximum scale used in this study  The calculation results can
be seen in table 4

Based on table 4 the value of the consumer satisfaction index on service quality that was 85 56%
meanng that the level of customers satistaction on the quality of service at Begos Restaurants was 1n
very good category because the performance of the restaurant was rated as good by consumers although
there was sull a performance product and service attributes that must be improved This was n
accordance with the opinion of Prasastono and Pradapa (2012) that customers  satisfaction can be seen
in the abihity of restaurants to understand the needs desires and expectations of customers in providing
good service to consumets |6]

4. Conclusion
The customer satisfaction index on service quality was 85 56% and 1t was categorized very satisfied/
very good
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