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CHAPTER III 

RESEARCH METHOD 

 

3.1 Research Description 

 The type of research done in this paper is qualitative research, which 

according to Hennink and Hutter (2010:8-9), is an approach that allows you to 

examine people’s experiences in detail, by using a specific set or research 

methods. By ‘qualitative’, it means that it relies primarily on human perception 

and understanding, said Stake (2010:11). Yin (2011:7-8) also stated 5 features of a 

qualitative research, which are: (1) Studying the meaning of people’s lives under 

real-world conditions, (2) Representing the views and perspectives of the people 

in the study, (3) Covering the contextual conditions within which people live, (4) 

Contributing insights into existing or emerging concepts that may help to explain 

human social behavior, and (5) Striving to use multiple sources of evidence rather 

than relying on a single source alone. 

 

3.2 Research Subjects 

 Research subject is a single member of selected group of people, events, or 

things of interest that the researcher wishes to investigate (Sekaran and Bougie, 

2010). Subjects in this research are divided into three categories, which are 1) 

customers of ANTOR that have used ANTOR’s services for more than 5 times, 

aged 18-35, and mostly college students or office workers to get critiques or 

suggestions for ANTOR’s overall service; 2) Workers of ANTOR that have 
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completed working contract with ANTOR for 50 hours or above, aged 17 – 50, 

with various job experiences other than ANTOR to get feedbacks on ANTOR’s 

human resource and operations management so far in the eyes of drivers; and 3) 

ANTOR’s current competitors in the transportation industry that have similar 

target market, e.g. Taxi Motor, Ojek, and Antar Jemput which use cars, to 

understand how they are performing in that particular industry and whether 

ANTOR’s performance is relevant to their achievements. Three people from each 

category will be used as the research subjects. 

 

3.3 Data Collection Method 

 This research will combine observation of the company’s current 

performance through its daily operations; in depth interviews on the research 

subjects mentioned; analysis of internal documentations of revenue, number of 

customers, workers’ salary, etc; and data obtained from internal / external 

documentations of ANTOR and / or its competitors.  

3.3.1 Observation 

 One major advantage of obtaining data by observation is that it does not 

involve research subject to actively participate in the action because it is 

unobtrusive. (Denzin and Lincoln, 2009:529) But on the contrary, the 

disadvantage would be the data obtained will be subjective to the researcher’s 

personal opinion or views on the objects observed. In this research, observations 

will be done on the performance of ANTOR’s human resources, and also the 
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responses that customers show after the service process. These are all to evaluate 

ANTOR’s current service quality.  

3.3.2 Interview 

 Interview is an art of asking and listening, not a tool to produce a reality 

(Denzin and Lincoln, 2009:495). So this method is widely affected by the 

characteristics, genders, social classes, and ethnics of both the researcher and the 

research subjects. Interview is also used as a main way of collecting data from 

individuals (Lapan and Quartaroli:2012). There are two major types of interviews: 

1. In depth interviews – conducted with unique individuals or a small number 

of people for about one to two hours period. This method usually 

addresses specific topic, moving from less sensitive and more descriptive 

to more sensitive and more focused on personal meaning and feelings of 

the interviewees.  

2. Semistructured interviews – used to collect similar information from a 

larger sample of individuals, numbering at least twelve to fifteen, and 

usually not more than ninety people.  

The one that will be used in this research is in depth interview to ensure 

effectiveness in gaining adequate feedbacks from the research subjects.  

3.3.3 Documentation 

Silverman (2011:96) has this statement about documentation: 

Most organizations are awash with documentations. Forms, 

memos, monthly, quarterly, and annual reports, procedure manuals, 

spreadsheet, and records are just a few examples of the 

documentation that can be found routinely in an organizational 

setting. In most instances, researchers focus on the content of these 
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documents, and use the data as a resource that ‘tell us about what 

is going on’ in the organization.  

 

In this research, the writer will use ANTOR’s internal documentations to measure 

its overall performance, including financial, human resource, the number of return 

customers, complaints and suggestions, etc., during the months of its operations.   

 

3.4 Data Validity and Reliability 

 Validity means the data actually supports the intended point or claim 

(Soanes and Stevenson, 2010). It comprises that the data used or obtained in the 

research is accurate and shows no difference between what is stated by the 

researcher and what happens with the research objects. To test the validity of the 

data collected, this research will use triangulation method. Triangulation is the use 

of different types of methods, researchers, and/or theories in a study in an attempt 

to maximize the validity of the study (Major and Baden: 2010). There are several 

types of triangulation, but the main focus in this research will be data 

triangulation, which consists of 3 types: time triangulation, in which researchers 

collect data about a phenomenon at different points in time; space triangulation, 

which consists of collecting data at more than one site; and person triangulation, 

in which researchers collect data from more than one level of person, that is, a set 

of individuals, groups, or collectives. This paper will use person triangulation to 

test the validity of its findings.  

Reliability refers to the stability and consistency of a researcher, research 

tool, or method over time. Reliable studies are those that can be replicated in 

exactly the same way, no matter who is conducting the study (Tracy, 2013).  
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3.5 Data Analysis Method 

Analytic decisions are generally made based on the research questions, the 

study model, and the types of data collected (Lapan and Quartaroli, 2012). 

Analysis methods that will be done on this research are as follow: 

1. Data that are gathered from interviews with selected research subjects, 

observations, and internal / external documentations are classified into 

categories relevant to each aspect (operational and human resource) 

ANTOR has to create a better system. This process is referred to as 

coding. Coding involves the classification of elements in text data into 

categories that are related to the study topic and are useful in analysis. 

(Lapan and Quartaroli, 2012) 

2. After coding, analysis will be done in operational and human resource 

aspects of the business. At which points does ANTOR need to improve, 

what have gone wrong throughout its operations and how to make them 

better, or on its relief, what have it done correctly that those aspects are 

found performing well in the eyes of interviewees.   

3. After analyzing the data, the improvement comes out in the form of a new 

system for ANTOR in terms of standard operating procedure for its 

operational and human resource activities, salary and compensation system 

for drivers, and pricing / tariff calculation for each service that a customer 

orders.  

 

 


