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ABSTRAK

PENERAPAN STANDAR OPERASIONAL LAYANAN F&B
OLEH MANAJEMEN KFC BOX THAMRIN DI
LINGKUNGAN PARIWISATA MODERN
Oleh:
Elvana Jolanda Bogia
213404516079
Tugas Akhir, dibawah bimbingan Dr. Asep, S.Pd., M.M.

Penelitian ini bertujuan untuk menganalisis penerapan Standar
Operasional Prosedur (SOP) layanan Food and Beverage (F&B) di KFC Box
Thamrin serta mengidentifikasi kebutuhan adaptasi SOP dalam menghadapi
dinamika lingkungan pariwisata modern. Penelitian menggunakan pendekatan
kualitatif dengan teknik pengumpulan data berupa observasi, dokumentasi, dan
wawancara mendalam terhadap manajer serta staf operasional. Analisis data
dilakukan menggunakan model Miles dan Huberman yang diperkuat dengan
analisis SWOT.

Hasil penelitian menunjukkan bahwa SOP layanan F&B di KFC Box
Thamrin telah diterapkan secara terstruktur dan terstandarisasi sesuai kebijakan
perusahaan. Namun demikian, penerapan SOP masih menghadapi tantangan
operasional, khususnya pada jam kunjungan tinggi (peak hour) serta kendala
komunikasi lintas budaya dalam melayani wisatawan asing. Penelitian ini
menyimpulkan bahwa konsistensi kualitas layanan di KFC Box Thamrin sangat
bergantung pada pengawasan manajemen yang aktif. Oleh karena itu, diperlukan
adaptasi strategis, antara lain melalui penguatan pelatihan komunikasi bahasa asing
dan fleksibilitas pelayanan, guna merespons tingginya dinamika kunjungan di

kawasan Thamrin.

Kata Kunci : Standar Operasional Prosedur (SOP), Layanan F&B, KFC Box

Thamrin, Pariwisata Modern, Kualitas Pelayanan.



ABSTRACT

IMPLEMENTATION OF F&B SERVICE
STANDARD OPERATING PROCEDURES AT KFC BOX

THAMRIN IN A MODERN TOURISM ENVIRONMENT
By
Elvana Jolanda Bogia
213404516079

Final Project, conducted under the supervision of Dr. Asep Parantika, S.Pd., M.M.

This study aims to analyze the implementation of Food and Beverage
(F&B) Service Standard Operating Procedures (SOPs) at KFC Box Thamrin and
to identify the need for SOP adaptation in response to the dynamics of a modern
tourism environment. A qualitative approach was employed, with data collected
through observation, documentation, and in-depth interviews with managers and
operational staff. Data analysis was conducted using the Miles and Huberman

model and was strengthened by a SWOT analysis.

The findings indicate-that the F&B service SOPs at KFC Box
Thamrin have been implemented in a structured and standardized manner in
accordance with company- policies. However, several operational challenges
remain, particularly during peak hours and in cross-cultural communication when
serving foreign tourists. The study concludes that service consistency at KFC Box
Thamrin is highly dependent on active managerial supervision. Therefore, strategic
adaptations are required, including strengthening foreign language communication
training and increasing service flexibility to respond effectively to high visitor

dynamics in the Thamrin area.

Keywords: Standard Operating Procedures (SOP), F&B Service, KFC Box

Thamrin, Modern Tourism, Service Quality.
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