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ABSTRAK

Pariwisata adalah segala sesuatu yang menyangkut dan berhubungan dengan urusan dan
kebutuhan seseorang melakukan perjalanan wisata. Perjalanan dilakukan karena keinginan
mengunjungi berbagai tujuan atau kepentingan seperti berlibur, mengunjungi keluarga atau
meeting di luar kota. Guna memenuhi urusan bisnis tersebut, setiap orang biasanya
membutuhkan fasilitas pelayanan untuk beristirahat. Golden Tulip Holland Resort Batu
merupakan satu-satunya hotel bintang 5 dengan standar Internasional di kota Batu, Malang,
Jawa Timur. Di dalamnya sendiri terdapat banyak department, salah satunya department
food & beverage service. Adapun jenis pelayanan pengantaran makanan ke kamar tamu di
sebut room service. Di bagian room service sendiri terdapat SOP yang harus diterapkan
karena sering terjadinya komplain dari tamu karenan kurang maksimalnya penerapan SOP.
Tujuan penelitian ini untuk mengetahui kendala yang dialami karyawan mengapa SOP masih
belum diterapkan secara keseluruhan. Metode yang digunakan yaitu deskriptif kuantitatif
sederhana, pengumpulan datanya menggunakan data primer seperti observasi dan kuesioner,
data sekunder seperti study dokumentasi dan study kepustakaan. harapan penelitian ini yaitu
dapat mengetahui kendala yang ada agar dapat dievaluasi sehingga nantinya SOP dapat
diterapkan secara keseluruhan. Hasil penelitian dapat disimpulkan 80% karyawan Food and
Beverage Service sudah menjalankan penerapan SOP dengan baik terbukti dengan
perhitungan yang telah dilakukan dengan kuisioner yang telah diolah data dan rata rata .
untuk meningkatkan penerapan SOP karyawan Room Service perlu adanya monitoring dari
seorang SUpervisor.

Kata Kunci : Standard Operasional Prosedur,In-Room Dining,Hotel
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EVALUATION OF IN-ROOM DINING STANDARD OPERATIONAL
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ABSTRACT

Tourism is everything that concerns and relates to the affairs and needs of someone going
on a tourist trip. Travel is carried out because of the desire to visit various destinations or
interests such as vacationing, visiting family or meetings outside the city. In order to fulfill
these business matters, everyone usually needs service facilities to rest. Golden Tulip
Holland Resort Batu is the only 5 star hotel with international standards in the city of Batu,
Malang, East Java. Inside there are many departments, one of which is the food & beverage
service department. The type of food delivery service to guest rooms is called room service.
In the room service section itself there is an SOP that must be implemented because there
are often complaints from guests due to the lack of optimal implementation of the SOP. The
purpose of this research is to find out the obstacles experienced by employees as to why
SOPs are still not implemented in their entirety. The method used is simple quantitative
descriptive, data collection uses primary data such as observations and questionnaires,
secondary data such as documentation studies and literature studies. The hope of this
research is to find out existing obstacles so that they can be evaluated so that later the SOP
can be implemented as a whole. The results of the research can be concluded that 80% of
Food and Beverage Service employees have implemented the SOP well as proven by
calculations that have been carried out using questionnaires that have been processed and
averaged. To improve the implementation of SOP for Room Service employees, there needs
to be monitoring from a supervisor.

Keywords: Standard Operating Procedures, In-Room Dining, Hotel
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