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CHAPTER III 

RESEARCH METHODOLOGY 

 

3.1.Research Design 

The author in this study used qualitative method in data processing 

research. The authors grounded in the facts or events that take place in the field. 

The author seeks the truth by look at what is happening in the world and attaches 

to the findings obtained in it. Therefore what is done by the author on the field, 

including a position based on the case or ideographic which directs attention to the 

specification of particular cases, Bungin (2001). In this research, the author using 

case study as the strategy to get data in this research.  

This qualitative methodology is case study, an approach to research which 

facilitates exploration of a phenomenon within its context by using a variety of 

data sources. Qualitative case study methodology provides tools for researchers to 

study complex phenomena within their contexts. When the approach is applied 

correctly, it becomes a valuable method for health science research to develop 

theory, evaluate programs, and develop interventions. This ensures that the issue 

is not explored through one lens, but through a variety of lenses which allows 

multiple aspects of the phenomena to be revealed and understood.  

This type of research conducted is a qualitative descriptive study. A 

qualitative approach was expected to produce an in-depth description of the 

interview, writing, and the observable behavior of an individual, group, 

community and certain organizations in the context of specific settings that were 



39 
 

examined from the standpoint of a complete, comprehensive and holistic / 

comprehensive understanding (Ruslan, 2003).  Descriptive research was the 

exposure of a situation or event. According to Grace and this study, which is 

neither seek or explain relationships, do not test hypotheses or make predictions. 

Many authors expand the descriptive study of historical and experimental 

research. Usually this study is used to determine and report the situation when it 

happens in reality, and in addition to know the attitudes, opinions, demographic 

information, circumstances and specific procedures. Descriptive data are usually 

collected through survey methods, interviews, and ethnographic observation (data 

collection techniques through observation and participation in-depth interviews 

about a life member of the community). So, serious attention and characteristics 

of qualitative methods are required during the process of research analysis 

(Bungin, 2003).    

 

3.2.Design object 

The object for this topic is about the system management of UB Hotel. UB 

Hotel is one of business entities of Brawijaya University in Malang. As a business 

entity, UB Hotel still needs to get gain to survive in a competition in hotel 

business. Many facilities have been upgraded by management to increase its 

performances. UB hotel has also added some rooms to increase the number of 

their occupancies. At the time UB Hotel repairs its facilities, there are other new 

hotels and new apartments in Malang that will be competitors of UB hotel. 
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Therefore, UB Hotel must observe some aspects beside upgrade its facilities to be 

a winner in hotel business in Malang. 

Financial profit which refers to the condition of an organization is just in 

short term. A business entity needs good result in long term. So the organization 

needs non-financial aspect that reflects the business performed in long term. 

Costumer’s satisfaction, internal management, and employee education are factors 

that should be noted in growing the business. An organization should make 

innovation to meet the market’s needs. By trying to use measurement of 

organization performed, it’s really good to understand some lacks that can happen. 

From these phenomena, the author wants to make a research whether UB Hotel 

succeeds to implement its strategies or not.  

In this research, the author wants to analyze the budget and some 

additional evidence that support the analysis of data. The author will analyze some 

financials reports and will compare them with some indicator that the author 

specifies. The author also makes some interview, observation etc. to reinforce the 

result of analyses. 

  

3.3.Source of data 

The author makes this study by using data sourced from interviews with 

informants’ records, records of surveys of research as well as photographs and 

supporting documents that are associated with this research. The informant is a 

person who is willing to provide the information required in this study both on the 

circumstances research and other information related to the research. The research 
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was conducted in Hotel UB. Informants who were considered qualified to provide 

information to the author are the Manager of UB Hotel and Employees. According 

to Sutopo (2003), the source of data is important in this research because 

qualitative research examines a human being. The author used interview 

techniques to gather information from the data source. The main purpose of 

conducting interviews for at the time is to know in the context of personal, events, 

or activities, organization, feelings, motivation, and engagement to reconstruct the 

various things such as a chart of past experience and projecting things like which 

that can be linked to expectations that can occur in the future. 

The data used in this study are primary data and secondary data. 

1) Primary data  

Primary data is data obtained directly from the source (Sutrisno Hadi, 

1997). Primary data is in the form of the respondent’s answers which were 

achieved from the employees about job satisfaction, motivation, physical 

condition of the workplace and things related to the general hotel. 

2) Secondary data  

Secondary data is data obtained indirectly, in the form of information that 

has to do with the research that are complementary or supporting primary data 

(Sutrisno Hadi, 1997). In this study, secondary data is the form of data about the 

subscriber or the Consumer, performance ratios and performance overview UB 

hotel for three years. 
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3.4.Data Collection Techniques 

1) Interview 

The interview is a conversation with a certain purpose. Conducting 

interviews has many purposes, among others: constructing about people, events, 

organizations, feelings, motivations, demands, and concern for others - others 

roundness; reconstruct the determination - determination which is experienced in 

the past; projecting the determination - determination which is expected to be 

experienced in the future are verify, modify, and expand information obtained 

from others, both human and triangulation, and verify, modify and expand the 

construction that was developed by the authors as a member check (Bungin, 

2001). 

2) Observation 

Observation and surveillance are activities of daily life done by using the 

five senses as a tool of major currencies in addition to other senses such as ear, 

olfactory, oral and skin. Therefore, the observation is a person's ability to use his 

senses through the eyes which are assisted by the other senses. Observation is 

used as a method to gather data so that it can be observed by the author (Bungin, 

2001). 

 

3.5.Data Analysis Techniques 

The data analysis is used by the author in the study of research methods. 

The qualitative analysis is the method of research that is complex and subjective 

and is done extensively and thoroughly. Analyzing qualitative data may be 
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regarded as an activity that continues for long time, not just one day after the 

study is completed. This is an ongoing process, not a one-time exercise which can 

be said that the authors can begin to analyze the data from the day he walks away. 

Data collection and data analysis work together throughout the study.  

To achieve the set goals, the study was done by using the following analyses: 

1. Knowing the vision and mission of UB Hotel is the initial step in conducting 

of the study. It was used to determine the vision and mission of the Hotel and 

the actual performance of the hotel. 

2. Targeting each perspective as with other companies, UB Hotel sets a target 

from a financial perspective, the customer/consumer, internal business 

process, and learning and growth. This target is used to motivate the hotel 

management in order to achieve what has already been established. 

3. Measuring the performance of each perspective 

Performance measurement was conducted through four perspectives: 

a. Measuring the performance of the financial perspective 

b. Measuring the performance of customers perspective 

c. Measuring the performance of internal business process perspective 

d. Measuring the performance of the learning and growth perspective 

4. All data obtained were analyzed through the following stages: 

a. The results of the notes during the observation or observations were 

directly transcribed in detail. 

b. Recordings of the interviews were transcribed in detail. 
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5. Once all the data were analyzed and interpreted, then the next step would be 

concluded 

a. Validity test  

Validity test will show the extent to which measurement tools are both match 

and good like the expectation before.  Validity test was conducted to test whether 

the respondents’ answers to the questionnaires are really suitable with this study 

or not. To test the validity in this research will use "statistical significance factor 

analysis", Loading Factor value used is 0.5, when:  

 • If the value of "loading factor" indicates the value is greater than or equal 

to 0.5, so the statement is valid 

 • If the value of "loading factor" indicates the value is less than or equal to 

0.5, so the statement is not valid. 

b. Reliability test  

Reliability test is the stability level of a measuring instrument to measure 

both phenomena and events. The function of reliability test function is to know 

whether the result of questionnaires from respondents was really stable in 

measuring both phenomena and events. Furthermore the reliability level of a 

measurement instrument will also make the measurement instrument itself more 

stable. Otherwise, when the reliability measurement is low, it can make the 

instrument unstable in measuring the phenomenon or events. The technic of 

reliability instrument in this research was developed by Cronbach Alpha ( ), 

whose formula is as follows:  
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Noted: 

 Coefficient of reliability 

r  = average correlation among the points  

k  = a number of points   

 

The consideration of the results 

 If the coefficient of Cronbach Alpha ( ) < 0,6 so the statement result is not 

reliable. 

 If the coefficient of Cronbach Alpha ( ) ≥ 0,6 so the statement result is 

reliable. 

To calculate weights for measuring employee satisfaction was done by 

giving questionnaires that used Likert scale. The Likert scale had a relation with 

some statements about human attitude to the following: 

1) Ability of information system 

Percentages of employees are faced directly with customers who have access to 

online information about the customer data themself. 

2) Motivation, power and alignment 

Measurements that can be used are related to the number of proposals that 

both given and implemented. Both customer and employee satisfaction 

assessments are examined by using a rating scale, as following: 

1 = very dissatisfied 

2 = dissatisfied 
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3 = satisfied 

4 = very satisfied 

5 = extremely satisfied 

 

3.6. Analysis method 

1. Qualitative analysis 

In this qualitative analysis, a systematic justification is difficult to do because the 

research area tends in feeling and knowledge that contains clarification of vision, 

mission, and object. The result of this analysis will be put into UB Hotel 

strategies. 

2. Quantitative analysis 

Forms of data analyses that can be calculated will be used to measure the 

performance of each perspective. Formulas that are used to measure the 

performance of each perspective in the study are as follows: 

 

1) to measure performance of financial perspectives 

a. Current Ratio =  
              

                 
x 100%  

The current ratio is a ratio to measure a company's ability to pay short-

term liabilities or debts immediately due at the time billed as a whole. The current 

ratio can also be regarded as a form to measure the security level of a company. 

b. Quick ratio  =
                        

             
 x 100%  

The quick ratio is useful to measure company abilities to fulfill their 

liability in long term without using the inventory. 
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c. Operating Income Ratio =
                

         
 x 100%  

The amount of profit realized from a business's operations after taking out 

operating expenses - such as cost of goods sold (COGS) or wages - and 

depreciation. Operating income takes the gross income (revenue minus COGS) 

and subtracts other operating expenses and then removes depreciation. 

d. Return On Investment = 
          

             
x 100%  

This ratio’s purpose is to show the company investment turnover. When 

the rate of ROI is more than 1, it means that company condition is good.         

e. ROE=
          

                  
      

 

2) to measure performance of customer perspectives 

a. Customer satisfaction level = using the analysis data from UB Hotel 

customer. 

Analysis techniques are used to assess the performance of the customer's 

perspective is the average of which consists of Score Real five elements of 

quality services to determine customer satisfaction, data processing is done in the 

following way: 

1. Determining respondent data tabulation from adaptation and data guest 

comment data in order to obtain the total performance for each dimension. 

2. Calculating the real value of average score of each dimension to be measured 

to determine the level of customer satisfaction. 
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 ̅   
  

   
        

Noted:  

 ̅ = average real score 

Σ = total score 

n = sample size  

Q = number of question 

3. Determining performance measurement  

If the average of real score is less than 60% it means that the customer is not 

satisfied with the service provided and if the value of the average score is 

more than or equal to 60% it means that the customer is satisfied with the 

services provided.  

3) to measure performance of internal business process perspectives 

a. Innovation  

Innovation in this research is measured by interviewing manager of UB hotel. 

The measurement depends on many products that are owned by the hotel. mn 

b. The average time for check-in and check-out 

This average depends on how fast front office, bell boy, and room boy 

manage the time to prepare both check-in and check-out to serve the 

customer.  

c. The average time for room service  

This average time depends on how fast room boy manage the time to prepare 

the room for a customer. 
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d. The average time restaurant service  

This average time depends on how fast a chef present the menu to the 

customer orders. 

e. The average time bar services   

This average time depends on how fast a bartender presents the beverage to 

the customer.   

To calculate the indicator point a is based on the formula below as follow: 

 

           ( )  (
                                            

                         
     )       

 

For Expectation of innovation, the author gives 10 innovations that must create by 

UB hotel in year. The score is made from discussion with manager in UB Hotel. 

To calculate this indicators for point b,c,d,and e are based on the formula below as 

follow : 

 

                 ( )  (
                               

                   
     )       

 

Realization time will show percentage of indicator of internal business 

perspective. The realization time can be benchmarks for UB hotel in their business 

activities.  
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4) to measure performance of learning and growth perspectives 

a. Employee satisfactions  =
           

                                       
      

Employee satisfaction measurement is done through a questionnaire 

survey. Employee satisfaction measures the average employee’s satisfaction 

which is get from the questionnaires, and then they are given the value according 

to the perceived level of satisfaction. Values given are: 

1 = very dissatisfied 

2 = dissatisfied 

3 = satisfied 

4 = very satisfied 

5 = extremely satisfied 

From the sum of all values obtained from all respondents will be known 

the achievements of employee satisfaction index will be known, as formulated by 

Sugiyono, (2004: 77-87) as follows: 

IKK= PP 

Noted: 

 

 

After IKK known of all respondents is known then it is classified on a 

scale, a) very dissatisfied, b) dissatisfied, c) satisfied, d) very satisfied, and e) 

extremely satisfied. To determine this scale is determined in advance and a 

minimum satisfaction index of maximum satisfaction index, which can be sought 

from the interval between the reductions of the maximum satisfaction index with 

IKK = Indeks Kepuasan Karyawan 

PP = Perceived Performance 
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minimal satisfaction, it is divided into five as formulated by Sugiyono (2004: 77-

87) as follows: 

 

 

 

 

Noted: 

 

 

 

 

b. Employee retention 

Employee retention is the ability of an organization / company as long as 

possible to maintain the company's employees. It is achieved by comparing the 

number of employees the company with leaving the total number of employees. 

 

                   
                           

                  
       

 

 

 

 

 

 IK maks = R x PP x EX max 

IK min = R x PP x EX min 

Interval = ( IK max – IK min ) 

 

PP   = the numbers of questions 

R     = the numbers of Responden 

EX min  = minimun score that is possible to given 

EX maks  = maximum score that is possible to given  


