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ABSTRAK
Penelitian ini mengevaluasi kualitas pelayanan pramusaji di restoran dengan
mengacu pada penerapan Standard Operating Procedure (SOP). SOP adalah
panduan operasional yang dirancang untuk memastikan konsistensi dan kualitas
pelayanan dalam industri perhotelan dan restoran. Penelitian ini menggunakan
metode kualitatif dengan observasi langsung dan survei wawancara terhadap 5
karyawan yang ada di Maketh Coffee and Eatery. Hasil penelitian menunjukkan
bahwa tingkat kepatuhan pramusaji terhadap SOP berpengaruh signifikan terhadap
persepsi pelanggan mengenai kualitas pelayanan. Dimensi pelayanan seperti
kesopanan, ketepatan waktu, serta pemahaman pramusaji terhadap kebutuhan
pelanggan terbukti meningkatkan kepuasan pelanggan ketika SOP diterapkan
dengan baik. Namun, penelitian ini juga menemukan bahwa ketidakpatuhan
terhadap SOP, baik karena kurangnya pelatihan atau pengawasan, dapat
menurunkan kualitas pelayanan yang diterima pelanggan. Oleh karena itu, penting
bagi manajemen restoran untuk secara rutin mengevaluasi dan memperbarui SOP
serta memastikan pelatihan yang berkelanjutan bagi pramusaji guna

mempertahankan standar pelayanan yang tinggi.

Kata Kunci: Upaya, Kualitas, Pelayanan, Kendala, SOP, Maketh Coffee and Eatery



ABSTRACT
This study evaluates the quality of waiter service in restaurants with reference to
the application of Standard Operating Procedure (SOP). SOPs are operational
guidelines designed to ensure consistency and quality of service in the hospitality
and restaurant industry. This research uses qualitative methods with direct
observation and interview surveys of 5 employees at Maketh Coffee and Eatery. The
results showed that the level of waiter compliance with SOPs had a significant effect
on customer perceptions of service quality. Service dimensions such as politeness,
punctuality, and waiters” understanding of customer needs are proven to increase
customer satisfaction when SOPs are implemented properly. However, this study
also found that non-compliance with SOPs, either due to lack of training or
supervision, can reduce the quality of service received by customers. Therefore, it
is important for restaurant management to regularly evaluate and update SOPs and

ensure ongoing training for waiters to maintain high service standards.

Keywords: Efforts, Quality, Service, Constraints, SOP, Maketh Coffee and Eatery
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