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ABSTRAK 

IMPLEMENTASI SERVICE RECOVERY DAN KUALITAS 

PELAYANAN DALAM MENANGANI KELUHAN 

PELANGGAN DI DION RESTAURANT SENAYAN PARK 

JAKARTA 

 

Oleh:  

Birgita Yunita R. C. D 

Npm: 213404516064 

Tugas Akhir dibawah bimbingan Liliana Dewi, SS., MM.Par 

Penelitian ini bertujuan untuk menganalisis kekuatan, kelemahan, peluang, dan 

ancaman (SWOT) pada Dion Restaurant sebagai dasar dalam merumuskan strategi 

pengembangan usaha. Data diperoleh melalui wawancara dan observasi terhadap 

aspek pelayanan, promosi, serta pengelolaan keluhan pelanggan. Hasil penelitian 

menunjukkan bahwa Dion Restaurant memiliki kekuatan utama pada cita rasa khas, 

pelayanan ramah, dan lokasi strategis, namun masih menghadapi kelemahan dalam 

hal promosi digital, variasi menu, serta sistem manajemen keluhan. Dari sisi 

eksternal, terdapat peluang berupa tren kuliner online, meningkatnya penggunaan 

media sosial, dan kerja sama dengan layanan pesan antar. Sementara itu, ancaman 

yang dihadapi adalah persaingan ketat, perubahan tren makanan, serta kenaikan 

harga bahan baku. Berdasarkan hasil analisis matriks SWOT, strategi yang 

direkomendasikan meliputi penguatan promosi digital, inovasi menu, peningkatan 

kualitas pelayanan, efisiensi operasional, serta pelatihan sumber daya manusia. 

Dengan penerapan strategi tersebut, Dion Restaurant diharapkan dapat 

meningkatkan daya saing, mempertahankan loyalitas pelanggan, dan 

mengembangkan usaha secara berkelanjutan. 

Kata Kunci: SWOT, strategi, kualitas pelayanan, promosi digital, kepuasan 

pelanggan
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ABSTRACT 

IMPLEMENTATION OF SERVICE RECOVERY AND SERVICE 

QUALITY IN HANDLING CUSTOMER COMPLAINTS AT DION 

RESTAURANT SENAYAN PARK JAKARTA 

 

By: 

Birgita Yunita R. C. D 

Npm: 213404516064 

 

Thesis, under the guidance of Liliana Dewi, SS., MM.Par 

This study aims to analyze the strengths, weaknesses, opportunities, and 

threats (SWOT) of Dion Restaurant as the basis for formulating business 

development strategies. Data were obtained through interviews and observations 

regarding service quality, promotion, and customer complaint management. The 

findings show that Dion Restaurant’s main strengths are its distinctive taste, 

friendly service, and strategic location. However, weaknesses remain in terms of 

limited digital promotion, lack of menu variety, and an underdeveloped complaint 

handling system. Externally, opportunities arise from the growing trend of online 

culinary consumption, the increasing use of social media, and potential 

collaboration with food delivery services. Meanwhile, the main threats include 

intense competition, rapidly changing food trends, and rising raw material costs. 

Based on the SWOT matrix analysis, recommended strategies include strengthening 

digital promotion, menu innovation, service quality improvement, operational 

efficiency, and continuous staff training. Implementing these strategies is expected 

to enhance competitiveness, maintain customer loyalty, and support the sustainable 

development of Dion Restaurant. 

Keywords: SWOT, strategy, service quality, digital promotion, customer 

satisfaction 
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