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ABSTRAK 
 
 

Sebagai industri jasa, staff hotel diharuskan untuk selalu profesional dalam 

memberikan pelayanan kepada tamu hotel, termasuk pada pelayanan room service. 

Profesionalitas kerja akan muncul ketika kinerja waiter/waitress dinilai sangat baik dan 

optimal. Penelitian ini fokus pada analisis kinerja waiter/waitress dalam profesionalitas kerja 

room service di Illira Hotel Banyuwangi. Penelitian ini bertujuan untuk mengetahui analisis 

kinerja waiter/waitress dalam profesionalitas kerja room service di Illira Hotel Banyuwangi. 

Penelitian ini menggunakan metode kualitatif. Teknik pengumpulan data yang digunakan 

yakni observasi, wawancara, dokumentasi, studi literatur, dan triangulasi. Teknik analisis data 

yang digunakan yakni data reduction, data display, conclusion/verification. Berdasarkan hasil 

analisis, kinerja waiter/waitress dinilai baik dalam hal kesetiaan, prestasi employee of the 

month, kejujuran, kerja sama, kepemimpinan, kepribadian, prakarsa, kecakapan, tanggung 

jawab menghadapi komplain dan dinilai buruk dalam hal prestasi penjualan room service, 

kedisiplinan, kreativitas, dan tanggung jawab terhadap sarana dan prasarana room service. 

Profesionalitas kerja room service dinilai baik dalam hal product knowledge, kemampuan 

menjawab pertanyaan, ketelitian membaca captain order, kesesuaian pengantaran pesanan, 

kesopanan dalam pelayanan, menyelesaikan seluruh pekerjaan, kemampuan/skill, kesesuaian 

pekerjaan dengan kemampuan, kesesuaian pekerjaan dengan hasil yang diharapkan, 

kesesuaian dalam memenuhi request tamu, dan tanggung jawab sedangkan dinilai cukup 

dalam hal kehandalan, memenuhi target pelayanan, dan ketepatan waktu pengantaran serta 

dinilai buruk dalam hal ketelitian menyiapkan sarana/prasarana/pesanan, kesempurnaan 

pelayanan, dan keoptimalan pelayanan. 

 

 

 

Kata Kunci: Kinerja, Waiter/waitress, Profesionalitas Kerja, Room Service 
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ABSTRACT 
 
 

As a service industry, hotel staff are required to always be professional in providing 

services to hotel guests, including room service. Work professionalism will emerge when the 

waiter/waitress performance is assessed as very good and optimal. This research focuses on 

analyzing the performance of waiters/waitress in the professionalism of room service work at 

Illira Hotel Banyuwangi. This research aims to determine the performance analysis of 

waiters/waitress in the professionalism of room service work at Illira Hotel Banyuwangi. This 

study uses a qualitative method. The data collection techniques used were observation, 

interviews, documentation, literature study and triangulation. The data analysis techniques 

used are data reduction, data display, conclusion/verification. Based on the results of the 

analysis, the performance of the waiter/waitress was assessed as good in terms of loyalty, 

employee of the month achievement, honesty, cooperation, leadership, personality, initiative, 

skills, responsibility for dealing with complaints and was assessed as bad in terms of room 

service sales achievement, discipline, creativity, and responsibility for room service facilities 

and infrastructure. The professionalism of room service work is assessed as good in terms of 

product knowledge, ability to answer questions, accuracy in reading captain orders, 

suitability for order delivery, politeness in service, completing all work, abilities/skills, 

suitability of work with abilities, suitability of work with expected results, suitability in 

fulfilling guest requests, and responsibility while being assessed as adequate in terms of 

reliability, meeting service targets, and timeliness of delivery and being assessed as poor in 

terms of thoroughness in preparing facilities/infrastructure/orders, service perfection, and 

service optimization. 

 

 

 

Keywords: Performance, Waiter/waitress, Work Professionalism, Room Service 
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