TABLE OF CONTENTS

ABSTRAK ..ottt sttt re s [
ABSTRACT ..ttt bttt renre s ii
DECLARATION. ..ottt sttt ane e iii
APPROVAL OF SUPERVISOR ...t v
THESIS EXAMINATION COMMITTEE APPROVAL .....coooviiieeieieie, v
APPROVAL OF DEAN ..ottt ettt nn s Vi
IMIOTTO et e b e nnee s Vil
DEDICATION SHEET ...ttt Vil
ACKNOWLEDGEMENTS ...t IXX
TABLE OF CONTENTS ..ottt Xii
LN = 1 8 I 1 T TR xiiii
IMAGE LIST oo e s ne e e e annee e Xiv
APPENDIX LIST ittt sttt st XV
(O o 1 e I o S SR 1
A.  Research Background ...........coooeiiiiniiiiesie e 1
B.  ReSearch QUESTIONS .........couerieiieiiesie e see e ree st e e esneeneesreeee e 4
C.  ReSEArC ODJECHIVES.....uviiiieciie ettt 4
D. Research LIMITAtIONS .........ccccoviiuiiieiiiieiiesiesiee et 4
E.  ReSearch BENefitS ........cccoiiieiiiiiiieiiccsie e 5
CHAPTER .ottt 6
A. Conceptual Framework..........cccoiiiiiiiiici e 6
B.  Previous RESEAICH ........coiiiiiiiiii e 32
C.  Research Framework ..........ccocoeiioiiiiiiieeeie et 42
CHAPTER T oot 44
A, ReSearch TIMEIINE .....ooiiiiiiei s 44
B.  RESEAICH TYPB . i 44
C.  Types and Data SOUICES........cceivereeieiiesieeieseesie e seeste e e e sree e e 45
D. Data Collection TEChNIQUES ........cccciveiiiieiie et 45
E. Research Scope and LIimitation ...........ccccevveiiiiiiciiie i 46
F.  Data Analysis TEChNIQUES.......cceiiiiieriieie e 46
CHAPTER TVt 49

Xi



A, RESEAICH OVEIVIBW ...ttt eeenennnnennnnnens 49

B.  DIiSCUSSION ANAIYSIS .....cviiiiiiieeii et ens 52
CHAPTER V ottt e 73
AL CONCIUSION .ottt bbb 73
B.  SUQOESTION . ..ctiitiiiiitieee s 73
BIBLIOGRAPHY ..ottt 75
APPENDIIX ..ottt sttt ettt r e 85

xii



TABLE LIST

Table 4. 1 Balanced Scorecard Perspective Weighting ...........cccooveveiieieeiciiennnn, 56
Table 4. 2 Key Performance Indicators (KP1) .........cccoovieiiiiiieiecciccc e 53
Table 4. 3 Papa Ron’s Pizza Financial Report for 2022-2023............cccccoovvevenenne. 54
Tabel 4. 4 Net Profit Margin (NPM) Papa Ron’s Semarang Pizza 2022-2023 .....56
Table 4. 5 Net Profit Margin (NPM) ASSESSMENL...........ccceeveieeiierieiieieeriesie e 57
Tabel 4. 6 Return On Investment (ROI) Papa Ron’s Semarang Pizza 2022-2023 57
Table 4. 7 Assessment of Return On Investment (ROI) .......cccoceveviniiiiiinnienen, 57
Tabel 4. 8 Return On Equity (ROE) Papa Ron’s Semarang Pizza 2022-2023......58
Table 4. 9 Return On Equity (ROE) ASSESSMENT .......ccveiveeieiieiieiesie e esie e 58
Table 4. 10 Results of Financial Perspective Measurement Papa Ron’s Pizza in
2022-2023 ...ttt naenae e renreaneene et nes 58
Table 4. 11 New Customer ACqUISItION RALES.........cccecvveiverieiieiieie e 60
Table 4. 12 Customer AcquiSition RAtiNGS ........ccccveieiieiierie e 61
Table 4. 13 Ability to Retain EXisting CUSTOMENS ........ccooverieiieeiieieiie e 61
Table 4. 14 Customer Retention RAtINGS .........cocviviriiiineiiiienie e 61
Table 4. 15 Customer Perspective Measurement Results in Papa Ron’s Pizza
T=T 0T L gL R URR PR PRI 62
Table 4. 16 Operating Profit Margin.........cccooceieiiioenieeneee e 63
Table 4. 17 Percent Increase in Material Purchase CoStS ........cccccevvrieiverniennnnnn 63
Table 4. 18 Internal Business Perspective ASSESSMENt ...........ccccvevveriieieeriesiinnnnns 64

Table 4. 19 Results of Internal Business Perspective Measurement Papa Ron’s

PIZZA SEMAIANG ... .eveeiiieeeie ettt ettt e nte e e sne e be e eres 64
Table 4. 20 List of Incoming and Outgoing WOrKErS..........ccoverenenenienieieniennen, 67
Table 4. 21 Employee Turnover ASSESSIMENT ..........cccevereeriesieeieerieeeeseesiesee e 67
Table 4. 22 Employee Productivity LEeVelS..........cceviiiiiiiiiiiiic e 67
Table 4. 23 Values Each Indicator in a Balanced Scorecard Perspective Papa

Ron’s Semarang Pizza 2022-2023 .........cocooiiiiiiiiisisee e 68
Table 4. 24 Indicator Weighting Measurement and Weighted Score..................... 69
Table 4. 25 Criteria for Assessment Standards...........cocevveeverenieienieseec s 69

Xiii



IMAGE LIST

Figure 2. 1 Research framework processed by the author ............cccceviiiiiien 43
Figure 4. 1 Interview with Mr. Irvansyah, Manager Papa Ron’s Pizza Semarang 52

Figure 4. 2 Interview with Mrs. Atik Kiswandari Supervisor Papa Ron’s Pizza

Y=l 0T T gL PR U PR OPPRPPRPI 60
Figure 4. 3 Interview with Kitchen Worker Mas Mulyono .............cc.ccooviiienn. 65
Figure 4. 4 Interview with Cashier Mas Dhani KIiSwanto ...........cc.cccccovvvnerinnn. 65

Figure 4. 5 Second Interview with Mr. Irvansyah, Manager Papa Ron’s Pizza

1=l 0T T g TR RU PR PPR PRI 71

Xiv



Appendix 1.
Appendix 1.
Appendix 1.
Appendix 1.
Appendix 1.

APPENDIX LIST

1 Information Data ........cccooveiiiiiiieiiee e 87
2 Informant Biodata ..........ccevviieiieiiee e 87
3 Research QUESIONNAIIE.........coveveiieiiee e 88
4 QUESTIONNAITE ANSWELS ...ecvveiireeiiieireesreeereesteesreesreeseeesraesreesreens 89
5 Request Research Permission ...........ccccovveveeiiieiiieiie e 91

XV



