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Pembimbing : 1. Rudi Tri Handoko, S.ST.Par.,M.Par

2. Putu Ngurah Rusmawan, S.Pd.,M.Pd

ABSTRAK

Jamoo Restaurant merupakan salah satu restoran mewah di Surabaya. Dibawah
manajemen Shangri-La, Jamoo Restaurant memiliki servicescape. Servicescape merupakan hal
penting yang harus diperhatikan oleh perusahaan pelayanan terutama hotel dan restaurant,
Oleh karenanya penelitian ini bertujuan untuk mengetahui kondisiservicescape serta evaluasi
maintenance servicescape yang ada di Jamoo Restaurant Shangri-La Surabaya. Penelitian ini
menggunakan pendekatan kualitatif, dengan teknik pengumpulan data menggunakan
observasi, studi literatur, wawancara. Teknik analisis data melalui kualitatif. Hasil penelitian
menunjukkan Jamoo restaurant menerapkan 9 indikator dari 12 indikator servicescape,
Namun evaluasi dari efektivitas dan kecukupan belum terintlementasi dalam maintenance
servicescape. Hal ini ditunjukan dengan indikator temperature yang menunjukkan suhu
ruangan area outdoor pada siang hari terasa panas serta hasil evaluasi pada indikator lainnya
ialah jumlah kursi dan meja yang tidak cukup sehingga memerlukan komunikasi dengan

banquet department untuk melakukan peminjaman.

Kata Kunci : Servicescape, Maintenance Servicescape, Evaluate Servicescape Shangri-La

Surabaya
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EVALUATE OF SERVICESCAPE MAINTENANCE TO ENHANCE
SERVICE EMPLOYEE AT JAMOO RESTAURANT

SHANGRI-LA HOTEL SURABAYA

Name : Rengga Taqwa Anggun
NIM 362093301017
Supervisor : 1. Rudi Tri Handoko, S.ST.Par.,M.Par

2. Putu Ngurah Rusmawan, S.Pd.,M.Pd

ABSTRACT

Jamoo Restaurant is one of the luxury restaurants in Surabaya. Under the management
of Shangri-La, Jamoo Restaurant has a servicescape. Servicescape is an important thing that
must be considered by service companies, especially hotels and restaurants, therefore this
study aims to determine the condition of servicescape and evaluate the maintenance of
existing servicescape at Jamoo Restaurant Shangri-La Surabaya. This research used a
qualitative approach, with data collection techniques using observation, literature study,
interviews. The data analysis techniques through qualitative. The results showed that Jamoo
restaurant applies 9 indicators from 12 servicescape indicators, but the evaluation of
effectiveness and adequacy has not been implemented in servicescape maintenance. This is
indicated by the temperature indicator which showed the room temperature of the outdoor
area during the day was hot and the evaluation results on other indicators are the number of
chairs and tables that are not enough so that it requires communication with the banquet

department to lending.

Keyword : Servicescape, Maintenance Servicescape, Evaluate Servicescape Shangri-La

Surabaya
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