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ABSTRAK 

 

Penelitian Tugas Akhir ini bertujuan untuk mengetahui pekerjaan yang disajikan waiter 

dan waitress dalam meningkatkan kepuasan tamu di Cafe dan Restauran di Iron Pipes 

dan tanggapan tamu atas kualitas pelayanan waiter dan waitress dalam meningkatkan 

kepuasan tamu di Cafe dan Restauran di Iron Pipes Adapun metode pengumpulan data 

penelitian Laporan Tugas Akhir ini metode observasi, wawancara dan studi pustak hasil                                                   

pembahasan menunjukkan bahwa tamu merasa puas makan di Kualitas pelayanan untuk 

empathy meliputi perhatian pegawai terhadap tamu, sikap para pegawai menunjukkan 

tamu merasa diperhatikan sehingga para tamu merasa puas makan. Kualitas pelayanan 

untuk reliability meliputi kemampuan para pegawai dalam memberikan apa yang 

dibutuhkan tamu, kemampuan para pegawai dalam menyampaikan pelayanan jasa dan 

cara dan upaya pegawai dalam menangani masalah menunjukkan para tamu merasa 

terpenuhi sehingga para tamu merasa puas makan di Restaurant. Kualitas pelayanan untuk 

responsiveness meliputi kecepatan pegawai dalam memberikan pelayanan, kesiapan 

pegawai dalam membantu tamu kemampuan didalam menangani keluhan tamu, 

menunjukkan para tamu merasa daya tanggap  pegawai  mayoritas baik sehingga para 

tamu merasa puas makan, ditunjukkan hasil  angket yang disebarkan mayoritas tamu 

merasa puas dan karyawan dalam menanggapi keluhan dan memberikan solusinya. 

Kualitas pelayanan untuk assurance meliputi jaminan keamanan dan kenyamanan, 

menunjukkan para tamu merasa nyaman makan di cafe dan restaurant iron pipes.  

 

 

 

 

 

 

 

 

 

 

 

 

 



 

ABSTRACT 

 

This final project research aims to determine the work served by waiters and waitresses in 

increasing guest satisfaction at cafes and restaurants in Iron Pipes and guest responses on 

service quality of waiters and waitresses in increasing guest satisfaction at cafes and 

restaurants in Iron Pipes.The research data collection method of this Final Project Report is 

observation, interview and literature study methods.The results of the discussion show that 

guests feel satisfied eating at the quality of service for empathy includes employee attention to 

guests, the attitude of employees shows that guests feel cared for so that guests feel satisfied 

eating. Service quality for reliability includes the ability of employees to provide what guests 

need, the ability of employees to deliver services and the ways and efforts of employees in 

handling problems show that guests feel fulfilled so that guests feel satisfied eating at the 

restaurant. The quality of service for responsiveness includes the speed of employees in 

providing services, the readiness of employees in helping guests, the ability to handle guest 

complaints, showing that guests feel the responsiveness of the majority of employees is good 

so that guests are satisfied with eating, it is shown the results of a questionnaire distributed by 

the majority of guests are satisfied and employees in respond to complaints and provide 

solutions. The quality of service for assurance includes the assurance of safety and comfort, 

showing that guests feel comfortable eating at the cafe and restaurant in iron pipes. 
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