DAFTAR ISI

KATA PENGANTAR ..ottt sttt sttt e b e she e s at e st s bt et e b e bt e s beesaeeeneeeneeeteens i
ABSTRAK <.ttt ettt s he e st et b e e b e e h e s ae e st e bt e b e reenrees iii
ABSTRACT .ttt ettt e e e e ettt e e e e e s s s aabe et e e e e e e e asbb et eeeeeee s ababeaeeeeeeesaararaaaeeeeeaan iv
DAFTAR ST oottt ettt sttt et s e s e e et e e bt e s bt e smeesaneeneeneenns v
DAFTAR GAMBAR ...ttt ettt sttt sttt ettt e n e bt e bt e sme e s e e sane e reesneesneesane e vii
DAFTAR TABEL ...ttt ettt st sttt ettt e be e saee st e st e e abe e beesbeesbeesreesaeeenneenneens viii
BAB 1 PENDAHULUAN ...ttt ettt ettt st sttt be e st st et eesbe e sbe e saee st e e beebeens 9
O R I 7T g - 1T -1 o V-SSR 9
1.2 Batasan Masalah....c..oiie e e 12
1.3 RUMUSAN MaSalah....cooiiiiiicece et 12
Berdasarkan lata belakang yang dikemukakan maka dapat dirumuskan masalah................. 12
1.4 TUJUAN PENEIITIAN et e et e e tee e e te e e e e nrae e e eareeas 12
1.5  Kegunaan PeNelitian ......occuie it 13
BAB 2 KAJIAN PUSTAKA ...ttt ettt ettt st sttt e be bt e sbe e st st e e beenbeesaeesanenas 14
2.1 TEORI-TEORI .ottt ettt sttt ettt st e b e sme e s enee s 14

2.1.1 Pengertian TinNJAUaN .......cieeieiiiiiiiiieeee et sirree e e e e s s e ssiraee e e e s s enaes 14

2.1.2 Pengertian Pelaksanaan .......cccocuveeieciiiiicciiee e 14

2.1.3 Pengertian Peningkatan dan Pelayanan.........cccccceeciieieeiiieecccineee e, 14

2.1.4 Pengertian Taking Order ........cccuiee et et 15

2.1.5 Pengertian Waiter/Waitress ........coveeeeieerieeereeireenieeseeeeeereenreesseesseeseneens 15

2.1.6 Pengertian Food and Beverage Departement .........ccccceeevvveeeeciveeesinneeenn, 16

2.1.7 Pengertian ReStaurant ......viiiiiiiiiiiieii e sreee e e e e e 16

2.1.8 Pengertian Standard Operating Procedure.........ccccoevuveeiviiieeiniieeeesnineeenn. 16
2.2 Penelitian TerdahUlU.......cccoouiiiiiiii ettt 17
Tabel 1 2.1 penelitian TerdahulU...........oooieeiiicee e 17
2.3 Kerangka PemiKIran .......coocciiiiieiiie ettt e et e e e e e e e s ebrae e e eanes 21
BAB 3 METODOLOGI PENELITIAN ...cottiiiinteiteeie ettt sttt st s sreesnee s 22
I N 0] oY 11 =T g =] 11 = o PSPPSRt 22
3.2 Metode Penelitian ...ccoceeeieeeieeee et 22




3.3 WaAKEU PeNEITIAN. . uuutitiiiiiiiiiiitiiititiieriteti b arare b rarerarararararararasasssssasssaserasssasssssssnsssanes 23

3.4 TeKNiK SAMPIING .vviiiiiiiie et e s e e s sbae e e e s bee e e s snraeeennee 23
3.5 Teknik PengumMPUIaN Data.....ccocciiiiiiciiieiiiiiiee ettt et e e srae e e s svee e e s srreeeseanee 23
35.1 SEUAI PUSTAKA ....eeieeeieeeeeee s 23
35.2 ODSEIVASI .ttt ettt s es 24
3.5.3 WaWANCAIA ceviiiiiiiii ittt 24
3.6 Teknik ANalisa Data.....cccceeveeiieiiiriieii et 24
BAB 4 DATA DAN PEMBAHASAN .....ooiitiitiittete ettt ettt sne e 26
4.1 Profil HOtel ..ottt sttt bbb 26
4.2 Pembahasan Hasil PeNelitian........ccceoiiiiiiiiieiieeeeee e 32
42.1 Pelaksanaan Standard Operating Procedure Taking Order oleh
waiter/waitress di Lotus Cafe Angsana Bintan ........c.ccceeveevieenieeniecieeecie e esree e 32
4.2.2 Hambatan yang terjadi saat Taking Order .......cccccveciveeieiiieeeccieee e, 45
BAB 5 KESIMPULAN DAN SARAN .....eiiitiitentertt ettt ettt sttt ettt s esne e s e e 58
5.1 KESIMPUIGN «.eiiiieeee ettt ettt et e e st e e s te e ebte e ebe e e aeeesnteeereeesnneean 58
5.2 SAMAN e e e s e e s ee e st 60
DAFTAR PUSTAKA L.ttt ettt et e h et sa e sttt e be e bt e s bt e saeesate e beesbeesaeesanenas 61
LAMPIRAN . ...ttt ettt sttt st st et e s bt e s st st e e bt e bt e b e nme e seeesaneeareenbeesneesnnenas 62

Vi




