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Foreword

Assalamualaikum w.b.t and warm greetings,

On behalf of the Center for Sustainability Research and Consultancy, it is my great pleasure
to welcome you to this galaxy gathering at 2nd International Research Conference on
Economics Business and Social Sciences - 2IRS 2017-UMI chapter Makassar Indonesia
on this day of November 25-26, 2017.

| want to mention that 2" IRC 2017 has achieved international acclaim by hosting its
chapter meetings in Pakistan, Malaysia, Indonesia and Lebanon in 2017 in collaboration
with esteemed co-host universities there. It has thus helped realize the vision of CSRC to
become a credible platform to discuss and advocate sustainable business and society by
research scholars and practitioners in developing and emerging economies.

In line with the conference themes “Linking Business with People and Planet in
Developing Economies”, this conference will serve as an ideal platform to the
academicians, researchers, practitioners and students to accomplish and further advance
research and practice relevant to theireconomy, businesses and society. The focus of 2™
IRC 2017 is in areas of economics theory and policy, management, human resource,
organizational behavior, marketing, entrepreneurship, finance, accounting, and various sub-
disciplines of social sciences and humanifies.

I am very grateful to our conference patrons at Universitas Muslim Indonesia, collaborating
institutions, keynote speakers, scientific committee, paper presenters and dedicated
organizing committee members as well as to those who have contributed directly or
indirectly to the success of 2™ IRC 2017-UMI chapter Makassar Indonesia.

Thank you.
PROF. DR. HAYAT MUHAMMAD AWAN

President
Center for Sustainability Research and Consultancy
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Conference Leadership

Cn behalf of the organizing and scientific committee, | am honored and
delighted to welcome you to the 2 International Resesrch Conference on
Economics Business and Social Sciences 2017-UMI chapter Makassar
Indonesia. The titie and themes of the conference reflect the shared vision of

CSRC and collaborating institutions to encourage and align research and policy
discussion with issues of sustainability and relevance in developing and
emerging economies. | am grateful to the leadership of co-host institutions, "
earned scientific committee, committed organizing committee and valued )
participants for making this conference a success and keeping the cost to the
participants low. On the technical side, the conference program includes 2
keynote addrasses, and abowt 104 research papers split into 04 parallel
s&s5l0ns in 5 rooms, There are also spedial paraliel sessions on key themes of

the conferance in which relevant papers will be presented. | hope the guests

and participants will enjoy the hospitality of Universititas Muslim Indonesia

and brainstorm ideas for business and spciety

Professor Syahnur Said iz @ man with lots of responsibilities, He has an
important role in ensuring the academic standard of UMI with his position as
Wice Rector 1, Vice Rector for Academnic Affairs. He is also one of assessors of
Indonesia National Accreditation Board for University (BAN PT). BAN PT js a
very important body in Indenesiz to maintain quality of higher
educations.Professor  Syahnur  obtained his  doctorate degree  from
Universitas Airlangga Surabaya in Management. Since then, he has been
giving lectures and supervised students in the area of Strategic management,
Crperational Management and other areas in managemeant in UMI and other
universities far bachelor, master and doctoral students. His research
interasts are in the area of management and Islamic Economics. Professor
Syahnur has also been involved as speakers In many workshops, seminars
and training related to his expertise as professor in management and his
position both as vice rector for academic affairs and BAN PT assessor,
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; CONFERENCE BRIEF

Saturday, November25 (DAY 1)

REGISTRATION AND ARRIVAL OF GUESTS 07:30 am = 08:20 am
SLENARY SESSION o B ) 08:20 am - 10:30am
Mational Anthem of Indonesia 08:20 am — 08:25 am
Recitation of Holy Quran by H. Syuaib Arifin, 551 08:25 am — 08:300m
Welcome Note By Conference Chair 08:30 om — 08:45 am

Prof. Dr. H Syahnur Said, SE, M5!, Umiversitas Muslim indonesia

Briefing By Conference Choir 08:45 am — 09:000m
Assoc. Prof. Dr. Abdul Halim Abdul Mafid, Universiti Utare Malaysia

Keynote gddress 09:00 am - 09:50am
Prof. Dr. Rosna Aweng Hashim, Ex Deputy Vice Chancellor, {25 Minutes)
Uiniversiti Utara Melaysia
Prof. Dr. Jomal Bin All, UniversitiUtara Malavsia {25 Minutes)

Mol Signing between UMI and CSRC 08:50am = 10:00am

Souvenir Distribution and Photo Session 10:00am — 10:30 am

TEA AND NETWORKING BREAK 10:30 am — 11:00 am

PARALLEL SESSION 1 11:00 am—12:30 pm

Parallel Session 1.01: Issues in Sustainable Business Strategy in Emerging Economies
Meeting Room 01

Parallel Session1.02; Issues in Sustainable Business Strategy in Emerging Economies

Meeting Room 02

Parallel Session 1.03: Issues in Business Strategy in Emerging Economies: Accounting and Finance
MeetingRoom 03

Parallel Session 1.04: Issues in Political Economy in Emerging Economies
Meeting Roem 04

Parallel Session 1.05: Issues in Business Strategy in Emerging Economies: Accounting and Finance
MeetingRoom 05

LUNCH AND PRAYER BREAK 12:30 - 01:30 PM
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RO 2007 LA'RIZ Wihree Hotel Lagaligo Makassar » INDONESTA

PARALLEL SESSION 2 =W 01:30pm — 03:00 pm

o4raflel Session 2.01: Issues in Business Strategy in Emerging Economies
Meeting Room 01
Parallel Session 2.02; Issues in Business Strategy in Emerging Economies: Accounting and Finance
Meeting Room 02
Paraliel Session 2.03: Issues in Business Strategy in Emerging Economies
Meeting Room 03
Parallel Session 2.04: Issues in Business Strategy in Emerging Economies
MeetingRoom 04
Parallel Session 2.05: Issues in Social Sciences in Emerging Economies: Education, Linguistics,
Sociology and Psychology
MeetingRoom 04

TEA AND NETWORKING BREAK 03:00 pm — 03:30 pm

PARALLEL SESSION 3 03:30pm — 05:00 pm

Parallel Session 3.01: Issues in Business Strategy in Emerging Economies
Meeting Room 01

Parallel Session 3.02: Issues in Social Sciences: Education, Psychology, Sociology
MeetingRoam 02

Paraliel Session 3.03: Issues in Soclal Sclences: Education, Soclal Work, Psychology
MeetingRoom 03

Parallel Session 3.04: Issues in Social Sciences: Education, Linguistics, Psychology
MeetingRoom 04

Parallel Session 3.05: Issues in Soclal Sciences: Sociology, Psychology, Public Health
MeetingRoom 05

PARALLEL SESSION 4 05:00pm — 06:00 pm

Parallel Session 4.01: Issues in Social Sciences: Sociology, Psychology, Public Health
Meeting Room 01
Parallel Session 4.02: Issues in Social Sciences: Education, Sociology, Psychology, Public Health
Meeting Room 02
Parallel Session 4.03: Issues in Business Strategy in Emerging Economies: Leadership
Meeting Room 03
Parallel session 4.04: Issues in Business Strategy in Emerging Economies: Marketing
Meeting Room 04
Parallel Session 4.05:
Meeting Room 05

Sreathing Time 06:00 pm—07:00 pm
280 and Dinner b';:l—'h:sw side Hotel La'riz Wthree Hotel 07:00 pm = 10:00 pm

Canference Proceedings Book | 10| s64
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CONFERENCE BRIEF

i

Sunday, November 26 (DAY 02)
w-::»ri:_shap on Guide to Getting Published in High Impact lournals - T 09:30am-11:30am
Moderator:

®rof. Dr, Rosna Awang Hashim,
Editor in Chief, Malaysian Journal of Learning and tnstruction, UUM.

MAKASSAR CITY TOUR 01:00 pm = 03:00 pm

Conference Proceedings Book g & 11| 564
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DETAILED CONFERENCE PROGRAM

{ Saturday, November 25 (DAY 01)

PARALLEL SESSION 1 — November25 (DAY 01

11:00am — 12:30 pm

#arallel Session 1.01: Issues in Sustainable Business Strategy in Emerging Economies

#aom: Meeting Room 01

Session Chair: Dr Ir Syarifuddin Nojeng, MT

Time: 11:00 = 1230 {Day 01)

merementation of Health Care Policy for the Poor ot the Era of Notional Heaith Insurance{ UMISUS-39]. Nugroho Mardi
Woowo, University of Wijaya Putra Indonesia; Yuyun Widiastuti, University of Wijaya Putra indonesia.
Bepsenter]s):Nugroho Mardi Wibowo

Stomomic Impact of Community Forest Management on Household Conditions of Farmers: Cose Stwdy of Farmers’
sousebold in Bulukumba Regency South Sufowes!, Indonesiof UMISUS-42]) Nuraeni Universitas Muslim Indonesia;
&inah Muchdar, Universitas Muslim Indonesia; Mais llsan, Universitas Muslim Indonesia.

Presenter{s): Nuraeni

sowerty Alleviction through Institutional Empowerment of Sacial and Econarmy an Poor Society fn Gowa District {UMISUS-
£10 Syarmsu Nujumm, Universitas Muslim Indonesia;Pratiwi Fadhia Ratu, Universitas Muslim Indonesia.
Fresenter]s):Syamsu Nujum

Secisl Ferception of the Community to the Existence of Budi Power of the Birds of the Birds in the Sub-District KAB.
AIRUUMISUS-54). Nursalam, Muhammadiyah University of Makassar: Risfaisal, Mubammadiyab University of
Mgazssar,

Pemsenter(s): Nursalam

tional Quality and Humaen Copital Panorama; Universities os MNCS Bootstrop and its Interoction with Ecomormic
owth of Some Developing Countries (UMISUS-103). Zulalha A. Zubair, Universith Utara Malaysia; Nor Aznin Abu Bakar;
~wwersiti Utara Malaysia; Muhammad Azam, Universiti Utara Malaysia.

Presevter|s):Zulaiha A Zubalr

B Urgency of Child Empowerment in Developing o Community Bosed Tourlsm: A Cose Study of Kampung Warmo-Warni
= Eszt lova Indonesia{UNISUS-104). Nurul Ratna Sari, Universitas Aiflangga, Indonesia,
Peesenter(s|:Nurul Ratna Sari

Farallel Session 1.02: Issues in Sustainable Business Strategy in Emerging Economies
Bicom: MeetingRoom 02

Session Chair:  Ir Syamsuddin Yani, 5T, MT, IPM, PhD Coordinator;
Time: 11:00 - 12:30 {Day 01)

Ming the Gap: What ore the Barriers toa Pro-Environment Behavior among Students? (UMIAS-110). Anissa Lestar
fasiyono, Universitas Padjadjarn indonesia; Diana Harding, Universitas Padjadjarn indonesia; Hanny Hafiar, Universitas
Fwdad arn Indanesia; Hery Wibowo, Universitas Padjadjarn Indonesia,

Pepsenter(s):Aniceo Lestar Kodivons

Conference Proceedings Book ¢ 12 | 564
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women Leadership in Inclusion Education {UMISUS-139), Nurjannah, Universitas Muslim Indonesia.
Prasenter{s):Nurjannah

wArutionat Social fesponsibility (n Realizing Economic Sustainability in the Makassar City ndoresia (UNISUS-141),
sy Alam, Indenesia Muslim University; Roslina Alam, Indonesia Muslim University; Eka Ariaty Arfah, STIE Wira
Bkt Makassar,

Peesenter(s):Syamsu Alam

f=tolization of PKK Cooperative as Controfler of Women Empowerment in Improving Family Welfare (implementation
= Shanig Savings and Lending in PKK Semorang City indonesiaf UNISUS-82) 5t Hasanah, Politeknik Negeri Semarang
POOnEesia.

Pr=senter(s):Siti Hasanah

e influence of Discipiine, Legdership and Orgonizational Culture on the Employees” Performance af Gorontale Mayor
G _Indonesiof UMIMS-13) Meimoon lbrahim, Universitas Gorontalo Indonesia.
Fresenter{shMeimocn brahim

Feformonce Approisal instrument of Embrotdery Entrepreneurs Project in Tosikmolava Regency, West lawalUMIMS-16).
foaniah, Tarumanegara University Jakarta; Kartika Nuringsih, Tarumanegara University Jakarta,
Fresenter(s):Rodhiah

Parallel Session 1.03: Issues in Business Strategy in Emerging Economies: Accounting and Finance

Room: MeetingRoom 03

Session Chair: Prof Dr Hattah Fattah

Tme: 11:00-12:30 (Day 01)

dspicotion of Local Property Assets Accounting Based on Government Accounting Standards at Local Government of
South Sulowes! Province (UIMIAF-21). Syamsuri Rahim, Universitas Muslim Indonesia; Dewi Utami Putri Djaka, Universitas
Wusim Indonesia,

®resanter(s): Syamsuri Rahim

dnglysis of Potentiol of Hotel Tax in Jovapurs City of Popua Province indonesio (UMIAF-28). Gratiana Deodata, University
o Science and Technology Jayapura Indonesla; Muglati A, University of Science and Technology Jayapura Indonesia,
Seadl Arabia: Apner Siang, University of Science and Technology Jayapura Indonesia,

Presenter{s); Gratiana Deadata

rfuencing Foctars in Choosing Revalugtion Modeis of Fixed Assets and the Effect on the Valie of the Company {LINIAF-
23 Muhammad Hidayat, Riau Islands University, Batam Indonesia,
Beesenter(s):Muhammad Hidayat

somec Socfal Funds as Tools for Erodicoting Poverty: Case in Indonesia [UMIAF-83). Vita Arumsari, Politeknik Negeri
Sermarang Indonesia.
Fresenter{s):\ita Arumsari

egrodation of Accounting Students® Ethics (Study at Accounting Students of Muslim University of Indonesia) (UMIAF-98)
Tasriwary, Muslim University Of Indonesia:Nina Yusnita Yamin, Tadulako University Indonesia.
Smenter|s) Tenriwary

Dwnershio and Financing Risk: Cose of Isiomic Bank in Indoresio (UMIAF-28) Wahyu Trinarningsih, Universitas Sebefas
Maret Arif Lukman Santose, Universitas Sebelas Maret.
Presenter(s):\Wahyu Trinarningsih
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#arallel Session 1.04: Issues in Political Ecomomy in Emerging Economies

#oom: Meeting Room 04

Seszsion Chair:  Prof Dr Jamal Bin Ali

Terg: 11:00-12:30 (Day 01}

Suiding the Character of Creotive Péople in Creative Industries: The Accelerated Devefopment Program of the Indonesian
Crective Economy [UNIEC-37) Nugroho ). Sefiadi, Bina Musantara University ndonesia; Enghkos A Kuncore, Bina
Sesssntara University Indonesia; Devy M. Puspitasari, Widyatama University Indonesia:

#resenter|s):Nugroho I, Setiadi

Symamics of Indanesian-Timor Leste Relationship. The Long Rood af East Timor towards an Independent State through a
fererendum in 1995 (UMIEC-47). Agussalim, Universiti Utara Malaysia; Mohd Azizuddin bin Mohd Sani, Universiti Utara
Wargiia

Fresenter(s):Agussalim

Czpacty Bullding Resource Apparotus in Regional Areas In indonesia; A Case Study on Regienaol Expansion{UMIEC-60).
Sarag, Universiti Utara Malaysia; Muhammad Ali Embi, Universiti LUitara Malaysia.
sresenter|s):Suraji

=iz of Foomomic Development Policy Strategy i Bontgeng District South Sulowesi indonesio{UNMIEC-74),

Sandiah Universitas Muslim indonesia; Agus Kurnfawan, Universitas Muslim indonesia,

*resenter{s): Dahliah

e Protection of Indigenous People from Negative Effect of Development Case Studies in Broxil, Ecuador and Kenya
x 13). Citra Hennlda, Unlversities Airlangga, Indonesiz
#escenter|s):Citra Hennida

Frotecied Aregs in Marine Resource Monogement: Economics ond Research issues (UAMIEC-143). larnal Ali, Universiti
Jrars Malaysia,
Presenter(s):iamal All

wetion OF Accounting Model And Government Performance Concept Perspective Political Economy of
Sccounting Pancasilais [UMIEC-77). Darwis Said, Universitas Hasanuddin, Makassar indonesia; Grace T. Fontoh,
~mewersitas Hasanudding, Makassar indonesia; Nurleni, Universitas Hasanuddin, Makassar indonesia,

Fsesenten(s); Darwis Said

Parallel Session 1.05: lssues in Business Strategy in Emerging Economies: Accounting and Finance

foom: Meeting Room 05

Session Chair: Dr. Syamsu Alam, SE., M.Si., Ak., CA., ACPA

Time: 11:00-12:30 (Day 01)

Samk Lending (Credit] Channe! of Monetary Transmiszion Mechanism{LINMIAF-102) Quratulain Ezam, Institute of Business
Management, Karachi Pakistan,

Feesenter{s). Quratulain Ezam

Death Awareness and Investment Behavior (UMIAF-120). Putu Sarayini Piarteinl, University of Udayana Indonesia.
Sresenter]s):Futu Saroyinl Plartrin

s of Foctors Affecting the Application of Zakat Accounting Based on Statement of Financial Accounting Standard
On Zakat{UMIAF-126). Khusnul Hidayah, Universitas Ahmad Dahlan Indonesia; Rintan Nurul Ainy, Universitas
&rrmad Dahlan Indonesia.

Pesenter{s): Khusnul Hidayah, Rintan Nuzul Ainy
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Sam Competitivensss Model in the Era of the Acceleration of Indonesia’s Economy Growth{UMIAF-133), Devy M
Fuspitasari, Widyatama University Indonesia; Nugroho J, Setiadi, Bina Nusantara University Indonesia; Erie Febrian,
Fadadiaran University Bandung indonesia.

'ﬂ:ir"trﬂsj; Devy M. Puspitasari

imcreosing Profit By Driving Copital Adequate Rotic and indonesion Central Bank Rote on isiamic Banking in indonesio
JASAF-145) Agus Ridwan, Universitas Bina Musantara Indonesia; Sambudi Hamali, Unlversitas Bing MNusartara
moonesia; Cecep Hidayat, Universitas Bina Nusantara Indonesia,

Fresenter(s):Agus Ridwan

Marketing Performance and Organizational Commitment to Syariah Banks in Makassar City, IndonesiofIMINS-137]. 1da
Faridz, Universitas Fajar Indonesia; Syah Nur Sald, Universitas Muslim indonesia,
Prmsenter(s) /d7 Fonda

0 pm — 011:30 pm

PARALLEL SESSION II — November25 (DAY 01)

01:30 pm — 03:00 pm

fhra!ler Session 2.01: Issues in Business Strategy in Emerging Economies

L4

Boom: Meeting Room 01

Seszion Chair: Dr.Eng. Kusno Kamil, 5T., MEngMngt. Coordinator:

Time: 01:30-03:00 (Day 01)

Susst service training model development the cose of the waitresses’ focal at restourant in Manado, North Sulowesi-
moonesio (LIMIMS-12). Benny Toweliu, Manado State Polytechnic Indonesia; Fonny Sangari, Manado State Polytechnic;
Simas Permana, Manado State Palytechnic.

Presenter(s): Benny Towoliu

mpiicotion of External and internal Foctors Consumer Mall in Indonesio ond the Impact to Impulsive Buping
Esmauior(UNMIMS-17)  Aditya Halim Perdana Kusuma Putra, Universitas Muslim  Indonesia;  Muhammad
Ssnoer, Universitas Muslim Indonesia,

Presenter(s): Aditya Halim Perdana Kusuma Putra

sentification of Organizational Change Factors in Higher Education Institutions: A Case study of New Public Universities
= indonesio (UMIMS-32). Gusti Tia Ardiani, Siliwangi University Indonesia; Adhitya Rahmat Taufig, Siliwangi University
mdonasla; Andina Eka Mandasari | Siliwang University Indonesia,

Fresenter(s|:Gusti Tia Ardiani, Adhitya Rahmat Taufig, Andina Eka Mandaszari

& Preferred Leadership Portrait of Successful Cross-Cultura! Leadership (UMIMS-41). Thow Tong Wool, University Putra
Malaysia; Lallawati Mohd Salleh, University Putra Malaysia; lsmi Arif ismail, University Putra Malaysia.
Presenter(s): Chow Tong Wool

The Real Insights of Individual Concerns on Commitment to Change the Government Link Companies [GLCS] (UMIMS-63).
Leoniz Marchalina, Universiti Utara Malaysia; Assoc, Frof. Dr. Hartini Ahmad, Universiti Utara Malaysla; Prof. Dr. Abdul
Mziek bin a Tambd, Universiti Sultan Zainal Abldin; Dr. Johari falil, Universiti Utara Malaysia.

Presenter(s):Leonis Marchalina

Conference Proceedings Book FPagolh| 564




Swest cervice training model development: The case of the waitresses’ local at restaurant in Manado,
[ Werth Sulawesi-Indonesia

Benny Towoliu, Tourism Department, Manado State Polytechnic Indenesia*
Fonny Sangari, Tourism Department, Manado State Polytechnic

Diemas Permana, Tourism Department, Manado State Polytechnic

Bstract: The development of tourism industry includes two things: products that include the location and
efastructure and human resource tourism development. Manado is the capital city of North Sulawesi
growence which is in the last decade has determined tourism as a featured program. Accelerated
Sec=lopment of facilities such as accommodation and restaurants have proved that local governments are
ssecerned with the development of tourism sector. However, the success is not supported by local human
msources development; especially waitresses at the local restaurant who do not have upgraded skills,
mowledge, and attitude, The purpose of this study is to develop a model of service trainirllg_ The research
method used s descriptive qualitative supported by quantitative data. In this study, we get the model by
srg questionnaires-surveys, interview, and observation. Research result of the integrated training model
will be effective because the capability of staff can be appraised based on the background of education and
o8 =xperience. Besides, the training model does not make the staff bored because they will be separated per
goup referring to the background. At the end of the training, the staff will get the certificate of
=moestence, Subsequently, this information could assist the industries to conduct training for waitresses

E=pwords: Guest, service training, model development, waitresses, local restaurant

Paper 1D: UMIMS12

SCorresponding author's email: benny. tounsm&gmail.com

WTRODUCTION

e tourism industry is also known as the labor-intensive industry, it means that it involves many human
mesources in there who interact with each other; including with teurists as a consumer, |n addition, tourism is
#n art industry where the man who plays it must show an element of his-art to play tourist (guests) emotions,
wr ey always loyal and travel to a destination accommodation and catering (restaurant) are the two
se=ents that mostly play the role of human resources involved in it, to attract tourists (guests) to visit it
mierent Factor to the human resources is the hospitality attitude. This attitude 15 a very enforced standard in
Sof=l or restaurant business. The worker in 2 hotel or restaurant should always apply the standard n
mieracting with tourists. That is how it shows that workers are friendly, polite and emphatic in serving
murists (guests),

Conference Proceedings Book 52 | 564



5o far, these quality service standards only have been agplied in the hospitality industry. While in the
food service industry (culinary) did not seem to get attention. This trend occurred at various local restaurants
= the city of Manado. The stakeholders of the local culinary businesses in hiring do not really notice the good
guality of service, meanwhile, the service will also affect the business career.

Currently, several cases have occurred where many workers from outside dominated jobs in the
restaurant industry in the city of Manado. Especially in restaurants that are well known and have formed the
franchise, very rare original local employees (Manada), 1t has become a general issue that the information
obtained that local human resources are not ready to work in the local culinary industry, The quality low of
service indeed s very feft by the guests who enjoy the culinary Manado. It is not only felt by the visitor fram
sutside even local people who daily enjoy local cuisine alse proved that the quality of services delivered by
wcal workers is below a standard of a culinary industry. Moreover, now the city government strongly
supports the development of onginal culinary Manado as a tourist attraction beside marine tourism
attraction,

Given the local restaurants have a very competitive product with the franchise from outside the area,
= terms of visitors who come to enjoy a menu that is offered, then the local workers alse need to be
considered, so that a single package of quality services. How readiness of the servants who worked in the
ocal restaurants in favor of Manado as a tourist destination? The purpose of this study is assessing the
aning model of service for a waitress at a local restaurant in the city of Manado,

Theoretical Framework

Service quality should be seen from the technical and functional aspects that can affect the ompany’s
mage and impact on service delivery. While the criteria of good service quality are the presence of skill and
srofessionalism, attitude and behavior, access and trust, repair (recovery) and reputation (reputation’s
credibility). Gronroos, 1998 {in Nasution, 2004: 47).

Assessment of service quality involves five key dimensions (five dimensions serv qual) are: (1)
tangible (direct evidence), formed the appearance and capabilities of facilities, equipment, tools and facilities
#nd physical infrastructure that is reliable, {2) reliability; the ability to provide the promised service with
mmediate, accurate and reliable including timeliness, the same service to all customers, the level of error
sumpy and other things, {3) responsiveness; provide fast service to customers and understand what is
neaded, in it includes responsiveness, awareness and other matters, (4) assurance (collateral) is the
guarantee get the service properly and appropriately so as to develop a sense of trust and comfort for the
customers, could include knowledge, skills, politeness, and trustworthiness owned by the staff, free from
ganger, risk or doubt (competence, credibility, courtesy and security) and (5) empathy, is giving special
2ttention or personal to its customers in terms of satisfying the needs of consumer. Empathy also includes
the communication, contacts, and presence (ease of contact and approachability) and understand the needs,
Parasuraman et.all in Tiiptono, {1996: 70).

Culinary is part of the appeal of a destination, which is in development is strongly influenced by the
wervice provided is good from food products offered as well as human resource service (delivery). The
customer or guest satisfaction also further affects the development of a tourist destination, in a
comprehensive manner (Canny, L U, 2013), Tan, Criode and Fallon (2014), highlighting the lack of assurance
and empathy on Chinese fast food, so they suggest the need for spending on training both for the quality of
food and food supervisors to be trained. While Markovic, Raspor and Segaric {2010 highfights the quality of
service in Croatia with the advanced measurement Restaurants Serv qual and DineServ modified; they find
that there is a gap between the expectations and the reality of the respondents, which is the high service
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e

expectation, while in fact, the result of the service is low; This research despite the small sample with
tmited geography they also provide recommendations for improvemant against the food industry in Croatia.

In the service concept, the role of the service conducter is important, as players will directly deliver
services products to consumers. Horney, 1996 (in Olsen, 1996: 71) states that in a series of service are
smportant aspects, namely the conductor of service or human resources (HR) itself. One aspect to note is the
mportance of human resources training in order to increase the performance of the service process. The
mportant thing to note is the knowledge and skills of human resources. Based on the approach, it can be said
that the formation of the delivery of services performed by the actors and the affected service will be based
an the ability or competence of human resources which can be formed from the educational background.
While the service process itself also influenced the formation of the functional aspects of service quality, such
25 consumer contact, attitudes, internal relations, behavior, service mindedness, appearance, accessibility
Gronroos 1998 in Masution, 2004: 47)

There are four strategies for improving human resources to create customer satisfaction, The fourth
strategy is to hire the right employees, building workers to deliver services properly, providing system
senvices that support and retain workers who have the capability. The study of human resource aspects of
the service or in relation to the quality of service will be seen as part of the product services are offered in
ane of activity in the room section (Zeithaml, 1996 {in Tjiptono, 2004: 126),

Some of the basic theories about the training of human resources in order to solve the problem of
the phenomenon, and also to formulate the suitable training model. Sikula (1981: 227) training is improving
the knowledge and skill of an employee to apply certain work activities, While Flippo (1995: 75) mentions
training as an effort to increase knowledge and skills of an employee to apply specific work activities. By
training companies to abtain good input to face the management challenges that continue to grow by having
employees who can meet the settlement of existing problems. More Gary Dessler (1997; 263) defines the
training as the process of teaching new employees or existing, basic skills they need fatherly perform their
obs while Cushway {19972002.114), mentions training is the process of teaching skills and provide
«nowledge needs, and attitudes so that they can carry out their responsibilities in accordance with the
standards. While Kepmenaker 261/Men/XI/2004 in Haryono {2015:238) mentioned job training as to give the
overall activities, acquire, enhance and develop job competence, productivity, discipline, attitude and work
2thic on the level of skill and expertise that match the grade and qualifications and job positions. Compared
1o Simamora {2006; 276) that held goal of training and development work directed to provide, improve, and
develop job competence in order to improve the capability, productivity, and prosperity.

From several experts’ definitions before it can be concluded that basically, the training aims to
improve the knowledge, skills, and attitudes so that workers can master the occupied areas as well as the

compeatence,

Training has a big hand in determining the effectiveness and efficiency of the organization. Some of
the tangible benefits of training and development programs are: (1) improving the quantity and quality of
productivity, (2} reduce the learning time required employees to achieve a standard of acceptable
performance, (3) forming an attitude |, loyalty, and cooperation is more profitable, (4] to meet the needs of
human resources planning, (S} reducing the frequency and costs of workplace accidents, and (6} help
employees in thejr personal improvement and development. Simamora (2006: 276-278)

In increasing the skills of human resources to achieve optimal competence in a particular field, it
takes the right training methods, Training methods include; hands-on as well as on the job training which
consists of simulations, case studies, business games, role play and behavior modeling, Then on the job
training method that consists of coaching, demonstration, job rotation, and projects. Besides off the job
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training method which has various types such as lectures, simulation, role playing, game
management, vestibule training, experiential learning, audiovisual and case study. Suparyadi (2015:199-210)

i)

RESEARCH METHOD

Currently, Manado City has developed a culinary as a tourist icon to support marine tourism which is
e region's flagship tourism. In development as a culinary tourism icon in Manado; there are two places that
secome the local culinary center of Mega Mos Area and Sabug Buly Malalayang Manado. Indeed there is
one more place that characterizes the identity as the original traditional culinary named “Wakeke”, It is
mcated in the middle of the city center, while the place only sells one mainstay menu that is Manado
#orridge in the local language called “Tinutuon”. Research considerations take data in two places previoushy
czused in two places the tourists can get a variety of culinary menu of the ariginal Manado as well as in the
*wio locations that tourists can enjoy the menu Manado and also enjoy the view of Manado sea facing the
Bunaken National Park Area. In addition, the object of research is the behavior of local workers who work in
e local culinary industry.

Thiz study involved a mixed method approach, combining quantitative and qualitative research
techniques. Data collection methods used were guestionnaires-surveys, interviews, and observation.
Juestionnaire surveys were calculated and analyzed by descriptive statistics, mean and displayed in graphical
form ar chart, The Ukert scale used in the questionnaire to generate numerical indicators of the importance
of respondents attached to their responses. Interviews were conducted to ascertain how their assessment of
weal workers working in the culinary Industry and participant was chosen based on snowball technigue.
miormants selected based on their competence and experience in the culinary industry, Observation is dohe
25 a comparison in formulating training model that will be developed. The Observer assesses the
=ffectiveness of the training model that has been carried out by the training provider. While the
focumentation is done 1o see previous researchers that are considered relevant and associated with this
research,

RESULT AND DISCUSSION
The findings of this study are blended of results of surveys, interviews and field observations. Culinary Areg

Sebug Bulu Malaleyang and Mega Mas Monede.

Sabua Bulu Malalayang is the name of a typical traditional culinary area of Manado located on the
coast of Malalayang in Manada City. Before being cultivated as a culinary area with the name Sabua Bulu;
Thiz beach location is already crowded by the people of Manado cty when Saturday and Sunday or other
solidays., Malalayang Beach is a free tourist attraction, because in addition to presenting the natural
conditions close to the city center, also faced with a beautiful natural sea scenery where in front of this
Malalayang coast seen Bunaken Mational Park as a marine tourism icon Manado.

In the vicinity of Malalayang Beach, people living in that location often sell typical culinary of
Manade, such as Pisang Goreng, Manado Porridge, Tahu Isi, and Mie Cakalang. The people of Manado are
ey happy to spend the weekend or holiday in this area, Therefore, on holidays it is certain that the traffic
through this area must have congestion. Sabua Bulu Malayayang Manado was arranged by Mayor of Manado
an July 30, 2012. The number of Field Creative Merchants (PKL) doing business in the location at the time of
mauguration is 46 people, arranged and get government assistance and supported by PT Sinar Sosro through
CSR Program |Corporate Social Responsibility),
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While Megamas Region is a coastal reclamation area of 36 Ha, which was built by PT Megasurya
Musalestari. From its history the reclamation process itself began in 1996. The concept of Megamas Region is
an integrated Business and Tourism Area, In Megamas Manado area stands shops, malls, and trade centers as
well as restaurants along the Mega Mas beach,

Construction of the mall began in 2000. Until now it has been present in this Megamas Area
hundreds of store units consisting of 4 types of stores that are distinguished from the width and style of the
building, namely Mega Style, Mega Profit, Mega Bright, and Mega Smart. The shops in the Megamas area
nave become prestigious shops, because the guality of the building is indeed selected with a high
specification, especially concerning construction and safety, in addition to the location of a very strategic
shopping, located right in the area of BoB (Boulevard on Business). In Megamas Area built a culinary area that
presents a variety of local, nusantara and foreign culinary. Special local culinary entrepreneurs whao invest in
competing culinary fields offer special serving Minahasa region

Result from Questionaire-based Survey

116 respondents filled in the questionnaire and they consists of 97.50% respondents came from the
province of North Sulawesi (Manado, Minahasa, Sangir Bolmong and Bitung), and 2.50% from outside. They
came from Bogor and Ternate. The respondents' characteristics based on their professions: 28.45% private
sectors, 25.86% government officials, 19.83% students, 13.79% professionals and also 6.90% entrepreneurs.

Good service guality is certainly expected by the guests when they visit or want to enjoy the
restaurant menu, this is seen from the expectation of the guests to the service to be gained by the waiter
who works at local restaurant t in Manado city. This gave guests expectations: 60% was very expecting, 36%
expact, 3% guite expect and also 1% not expecting. Nobody person answered very not expecting. (Figure 1.1)

The gquality of service greatly affects the satisfaction of guests visiting the restaurant even guests are
willing to pay more when the guest feels well served (Homburg, 2005). At certain stages will have an impact
on the creation of customer loyalty to the product so that in the long term can reduce the cost of product
promaotion. This means that the business will benefit where guests or customers are satisfied unwittinghy will
be a free promotional channel for businesses, Satisfied guest will deliver to the next prospective guest so that
will form the positive chain of promotion by word of mouth {Widyaratna, 2001; Yang, 2013).

—— — — - —

Expectation to the service quality Notexpecting
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However, in reality, high expectations of the quality of service provided inversely with the results
abtained, the following performance results assessed by respondents: 5% very, 38% Satisfied, 30% quite
satisfied, 21% less satisfied and 6% not satisfied (figure 1.2).

Performance to the service quality
Vary satisfied Mot satisfied

[
i

B,

quite satistied
308

Figure 1.2. Performance to the service gquality

In line with research from Towolin. B.l et al (2017) to the quality of service from staff working in
various local restaurants in Manado City. Through a ser-gual approach with five dimensions of service are
tangible, reliable, responsiveness, assurance, and empathy. The research found that the guality of service
workers at local restaurants is still far from customer expectations, where the comparison between service
expectations and average service performance is -1.14, indicates that service guality is concluded poorly and
needs to improve the quality of service workers at local restaurants,

Result from Interview

Information was collected from several interviewees who had eaten at the culinary site. They were
chosen because they were able to explain about the services gained during a local culinary experience, In-
depth interviews were conducted with 5 individuals with a snowball technique. At the time of the interview,
transcription was made and coded based on research objectives and interview questions. Quotations
[translated into English by the auther) "written in italics surrounded by double guotes” to indicate that these
ara the words of the informant.

The participants strongly support the development of tourism in the city of Manado with various
facilities and infrastructure of tourism supporters, but they are also concerned with the readiness of local
workers who work in the Tourism Industry. The informant was worried and hoped that the workers in the
Culinary Industry should be trained and improved the behavior, knowledge, and skills of those who work in
culinary, The participant also sincerely hopes for the industry not to fire their employees but continue to be
trained. Local governments and culinary industries should work with training providers for employees. Tha
demand to provide the best service is needed to sustain guests or tourists:
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"As a resident of Manado, | highly appreciate the local government and the private sector
have built vorious tourism focilities and infrostructure, in Manada city, ...but | also need to
express my concems ohout the workers [n the foca! Industry who need to improve their
knowledge ond skills... | expect the government and the private sector to wark with
educotional institutions that provide culingry troining services to troin the attitudes,
knowledgpe, ond skills of loco! workers working in loco! restaurants. "{focal community)

Other informants alsa provide reinforcement that the waiter who works the local culinary industry on
average do not have the competence of working as a waiter, They are recruited by relatives or close relatives,
with no background in tourism education graduates. So to improve the image of Manado as a culinary
destination, informants advise local government and local restaurant or culinary owners to train these
waiters by entrusting to a certain institution that is competent in hospitality training, They also reminded that
hospitality is very important for the development of tourist destinations.

S the quality of service workers who work in the local restaurant needs to be improved. The
academic participant also highlights the same thing that local workers are very far from the standard of
service as expected in the hospitality industry, In addition, they highlighted the training methods to
employvees in the hospitality industry, including the culinary field. It disclosed that the training provided
remained the same and there was no improvement in training methods, resulting in saturation. According to
informants, the training did not pay attention to the method, and the background of the trainees:

“I know that the servonts generally work under the quality service standords, it is oiso often
found by me several times that | have eaten ot local restaurants, but | have also asked them
if they have ever been given training, ... they answered yes but the presentation of the
material is always the same. Bored, besides thot, we have been getting the some material
beforehand getting more training, we gre reunited with new participants with the moterial
we've got before, ... we are bored sir ... | ogree with their opinion that surely each af us who
are given any briefing of any given period with the same materigls ond methods will surely
be bored ... (Acodemics).

A criticism of the quality of service of waitress workers in local restaurants as well as to monotonous training
materials providers as well as non-development of training methods, However, this has bacome an
appropriate input for the improvement of generally accepted learning and training madel’s.

Result from Observation

As a region designated as a culinary tourist attraction, Mega Mas and Sabua Bulu Malalayang areas
become the main focus for tourists who will visit in Manado City. Located in downtown Manado and adjacent
to National Bunaken Mational Park this area has a strategic value for the development of culinary tourism.
But the readiness of human resources as a front-runner is needed aven to be balanced with the development
of infrastructure of tourism infrastructure facilities. In relation to the readiness of local workers involved in
the culinary industry, the results of observations indicate that; Workers do not have basic skills in service, less
of praduct knowledge, and disrespectful behaviar against the interests of guests (Hsiao, ¥. H.et.all 2016).
Here is a graph (figure 1.3} that illustrates the percentage of observation results of workers at [ocal
restaurants in the culinary area (figure 1.3).
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Result of Observation

Lhsrespectful
behavigs

s

Figure 1.3. Result of Observation (source by research 2016)

The basic things that are categorized in low skills for example: when guests visiting guests are not
addressed, do not invite in and sit, guests are not offered menus, not interactive in talking with guests,
communication is not polite, then to knowledge of the product, When guests ask about the menu:
ingredients from their food products do not know, even until the menu is zold out even sometimes the waiter
frad to ask first to the kitchen, As for the bad behavioral categories, the things that are encountered when the
guests need help, they tend to be apathetic and even guests aré left to take their own, even the guest
complaint is ignored {Siu, N et.all2013). So from the results of these observations indicate that the skills,
knowledge, and behavior of waiters in local restaurants need to be trained to improve employee
competency.

Integrated training Model

The poor quality of service from workers in local restaurants, this is caused by the imbalance of
tourism development where only focus on one aspect of the development of tourist attraction infrastructure
with everything in it. Tourism development should be balanced between attractiveness and human
resources, Currently, tourism is the largest industry and has been astablished as a leading sector in Indonesia.
As an industry, tourism involves many supporting components in it, such as 1) accommodation, (2] catering
or restaurant, (3) transportation or transportation facilities, (4) money changer, {5) attractions, (&) souvenirs,
7} travel agency. (Endar and Sulartiningrum, 2001}

Meanwhile, as a new region that promotes tourism as a leading sector. It basically requires a
competent workforce through fabor recruitment process that has an educational background appropriate to
the work and training required in the culinary industry. In relation to services involving hurman resources
working in local restaurants, the current workforce at local restaurants is far behind the national and
international franchise operations system. During this time the model of recruitment of workers in local
restaurants based on the recommendation of family and relatives, although the prospective worker does not
have the educational background that is relevant to the work and not sufficient training experience suitable
to his job (Liwan, C 2015). This process, in the long run, will weaken the regional culinary tourism industry,
The solution for local restaurant owners is to train employees in the restaurant. If any recruitment of new
workers who have good skills in accordance with the needs of the restaurant, certainly a bit difficult to do
considering the availability of educational institutions that work to provide labor in the sector is still lacking,
where until now educational institutions engaged in tourism in the city of Manado Amounting to 11
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institutions are divided into various elements of competence that exist in the tourism industry.
Cutside labor recruitment methods are highly unlikely, this is confronted with the ability of local restaurant
owners to pay employees, provide lodging facilities even in the face of regulations that require industries in
the area to use local labor,

Training for employees at local restaurants is mandatory considering the guality of service that will
affect the tourism industry in the region. What kind of training model suits the needs of the industry and can
accommodate all the backgrounds of employees working in local restaurants? Based on the observation that
the pattern of training approach for employees in the hospitality industry including culinary is general, where
the training service provider institution places trainees who already have a skill education background and
the participants who do not have the skills and educational background and who have experience in their
work are placed on the same training session. Then the coach presented the same method of the training
method to all the trainees. The results of the training for all participants are glven the same award without
any different disagreement. Models like this that are always valid today, the result is that participants tend to
have education and work experience is apathetic, due to the application of materials and methods are the
same, Below in Figure 1.4, a model of training approach generally applies.

¥

.Y Tradning
— U s

_-_H"'g\,. ’

Procass
;

Figure 1.4. Previously model training
Source: research observe

Image visualization based on qualitative analysis conducted by researcher through observation approach in
recent years, training institute conducting training and competency test in the hospitality industry where
competency testing and training cover food and beverage product, food and beverage, front office, and
household. The model approach can be described as follows; [Figure 1.1), contact the culinary industry
training institute, and the training institute asks participants of the data to be trained regardiess of the
educational background and work experience of the participants gathered in a certain place to be trained
after the trainee is given a graduation training certificate. The disadvantages of the model training approach
are, (1) the generalized method of training provided, may be lectures, video presentations, role-plays or
simulations, {2} participants are placed in the same class exercises regardiess of educational background or
work experience. Of the participants, (3) the likelihcod of participants who have the experience to be
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saturated with training, (4) a training completion certificate only to mention one word is "pass’, The virtues
of this model are practical, do not require much time and effort, and participants may be in large numbers,
Based on the model of the previous approach, then we propose a model of an integrated approach to
development based on observations supported by various theories of training and human resource
development. Figure 15, the following describes a model of integrated waiter training, where the following

explanation is given:
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Culinary industry contact to training institute and test competencies, then the training implementing agency
will ask the data participant who will follow the training, Mext training institutions will examine the data of
participants who will be trained, educational background, and work experience is the data that are needed by
the institution, After that, the institution will submit to the coach who already has a certificate of assessors to
divide the class based on the data received by the participants. Institutions through competency assessors
inspect files at once divided the participants based on the biographical data of participants who have
appropriate educational background or work that is not appropriate, then who already have work experience
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ar new ones to come to work. Then the class will be divided based on the biographical data that have been
checked to be trained or tested the ability of the participants. For participants who have never received
training and have no education that supports them will occupy the classes Basic Training and getting training
methods video presentation or vestibule, for those who have the educational background but do not have
work experience or who first entered industry occupy Intermediate class training and receive training
methods role play or simulation. Lastly, those who have experience would occupy advanced training classes,
and receive training solving cases occurred in the industry as well as ways of handling managerial approach.

The process continues to the level of training when taken it up to 2 to 3 days depending on the needs
of training and competence of the class that will be achieved. After the last day, they will be evaluated to get
a certificate of graduation. In the graduation status will be given training institutes, each different grade
graduation last statement passed as waitresses then graduated as a professicnal waiter and also graduated
as a supervisor. Once the evaluation process is completed and the participants have received their
certificates, the participants will be returned to the culinary industry,

CONCLUSION

From the previous discussion, it can be concluded that the guality of service of waitresses who worked at a
local restaurant in the city of Manado is low as evidenced by average ratings between expectations and
performance figures at the level-1.14, That means the overall guest is not satisfied with their service. Thus,
there is a need to restore the service of waitresses in a local restaurant, considering that tourism is an
important point in which there is hospitality service. The local government needs to suggest the culinary
industry entrepreneur, to immediately upgrade them, An easy way to be taken is to work together with
tourism competence training institution.

Integrated service training model is a solution for service improvement of the local culinary industry because
in this model, would explore every basic capability of the waiters at the same time giving recognition of the
basic competencies that are already owned by waitresses,

Acknowledgements
The author regards to the Ministry of Research, Technology, and Education via Research Institution in State
Folytechnic of Manado which funded this research.

REFERENCES

Antara M. 2009. Metodologi Penelition Pariwisote Bali. Denpasar, Program Pascasarjana Universitas Udayana

Andrew E.Sikula. 1981, Pelatihan dan Pengembangan Tenaga Kerja. Jakarta: Pustaka Binaman

Canny, L. W. [2013). The role of food guality, service quality, and physical environment on customer
satisfaction and future behavioral intentions in casual dining restaurant.

Cushway Barry, 2002, Human Resources Management, Jakarta. PT. Gramedia Pustaka Umum.

Dajan Anto. 1996. Pengantar Metode Statistik, Jakarta, LP3s

Dessler, Gary.1997. Manajemen Sumber Daya Manusia, Jakarta, PT. Prenhallindo.

Flippo, Edwin. B. 1995, Alih Bahasa Oleh Moh. Masud, Manajemen Personalia, Edisi Kelima, Jakarta.
Erlangga.

Fitzsimmaons, James A, Fitzsimmons Mona, 1997, Service Management For Competitive Advantage. USA, Mc
Graw Hill Inc

Haryono,Ph. 2015, Dasyatnya Pengelolaan Sumber Daya Manusia dalam Bisnis Perhotelan.Jakarta. PT. Bhuana
Iy Populer:

Homburg, C., Koschate, M., & Hoyer, W. D. [2005). Do satisfied customers really pay more? A study of the
relationship between customer satisfaction and willingness to pay. Journal of Maorketing, 69(2], B4-

96.

Conferance Proceedings Book 62 | 564




o,

sl

TR 2007 LARIZ Wihree Hotel Lagaligo Makassar « INDONES

Hsiao, Y. H., Chen, L. ., Chang, C. C., & Chiu, F. H. {2016), Configurational path to customer satisfaction an
stickiness for a restaurant chain using fuzzy set qualitative comparative analysis. Journal of Business
Research, 69(8), 2939-2949,

Katler & Keller.2007. Challenge and Relationship Marketing. New York: The Free Press,

Kotler, P dan Amstrong ,G.1997. Prinsip-Prinsip Pemasaran. Jilid 1. Jakarta, Erlan gga

--------- 2000. Marketing Monogement. The Millenium Edition. New lersey: Prentice Hall

Kusmayadi. 2004. Stotistiko Pariwisato Deskriptif. Jakarta, Jakarta, PT. Gramedia Pustaka Umum,

Kusherdyana5.5. 2012. Pengantar Statistika Pariwisata; Aplikasinya dalam Bidang: Pariwisata, Usaha
Perjalanan dan Perhotelan. Alfabeta. Bandung

Liwan, C. C. (2015). Pramusaji Di Kawasan Wisata Kuliner Wakeke Kota Manado. Jurng/ Holistik,

Markovic 5, Raspor S and Segaric K. 2010, Does Restaurant Performance Meet Customers’. Journal of Tourism
and Hospitality Management. Vol, 16, No. 2, pp. 181-195

Nasution. 2004. Total Service Monagement. Manajemen Jasa Terpadu. Ghalia Indonesia

Clsen, Michael D. et.all. 1996. Service Quality in Hospitality Organization. London. Cassel|

Ramaswamy.R. 1996. Design and Management of Service Processes. Massachusetts P.14-17: Engineering
Process improvement Series

Rangkuti, Freddy, 1994. Riset Pemasaran. Jakarta; PT. Gramedia Pustaka Utama

s 2003, Measuring Costumer Satisfaction; Guining Costumer Relationship Strotegy. lakarta: PT
Gramedia Pustaka Umum

Riduwan. 2009. Skala Pengukuran Variabel-Variabel Penelitian, Bandung. Alfabeta

Soekresno. 2001. Manajemen Food and Beveroge. Edisi ke il. Jakarta, PT. Gramedia Pustaka Utama,

Sihite, Richard, 2000, Hotel Monagement: Pengelolaan Hotel, Surabaya SIC

Simamora, Henry. 2006, Manajemen Sumber Daya Manusia, Edisi 2, STIE YKPN. Yogyakarta.

Siu, N. Y. M., Zhang, T. 1. F., & Yau, €. Y. J. (2013). The roles of justice and customer satisfaction in customer
retention: A lesson from service recovery. Journal of business ethics, 114(4), 675-686,

Sugiarto E Sulartiningrum Sri, 2000. Pengontar Akemodasi don Restoron, PT Gramedia Pustaka Utama,
Jakarta

Suparyadi 2015. Manajemen Sumber Daya Manusia Menciptakan Kunggulan Bersaing Berbasis Kompetensi
SDM. Yogyakarta. Andi.

Supranto.J. 2007, Pengukuran Tingkat Kepuasan Pelanggon. Jakarta. PT Rineka Cipta

Sutopo H.B. 2002, Metodologi Penelitian Kualitatif Dasar Teori dan Terapannya. Dalam Penelitian. Surakarta -
Uiniversitas Sebelas Maret

Tan Q, Oriade & and Fallon P.2014, Service Quality And Customer Satisfaction In Chinese Fast Food Sector: A
Proposal For CFFRSERV. Journal of Advances in Hospitality and Tourism Research [AHTR). 2{1): 30-53

Teare Richard, et all.1994. Marketing in Hospitality and Tourism o Consumer Focus. Landon Cassell

Tiptono, Fandy. 1997, Prinsip — Prinsip Total Quality Service. Yogyakarta: Andi

- 2004, Service, Quality and Satisfaction. Yogyakarta. Andi

Toweliu, B. I, Sangari, F., & Permana, D. E. (2017). Questioning the Readiness of Manado as a Tourism
Destination: Poor Service of Waitresses in the Local Restaurants. Journal of Indonesian Tourism and
Development Studies, 5(1), 9-18.

Widyaratna, T., Danny, D., & Chandra, F. (2004). Analisis Kepuasan dan Loyalitas Konsumen Terhadap Tingkat
Penjualan di Warung Bu Kris (Studi Kasus Pada Ayam Penyet Sebagal Menu Unggulan Warung Bu
Kris). furnal Manajemen dan Kewirousehoan (Journal of Monogement and Entrepreneurship], 3(2),
pp-85.

Yang, F. X (2017). Effects of restaurant satisfaction and knowledge sharing motivation on eWOM intentions:
the moderating role of technology acceptance factors. Journal of Hospitality & Tourism
Reseorch, 41(1), 93-127,

Conference Proceedings RBook 63 | 564







