DAFTAR ISI

HALAMAN JUDUL......oiiiiitiiiiiiteeeteeee ettt ettt 1
HALAMAN PERSETUJUAN......coctiitiitintitentceeteneee ettt i
HALAMAN PENGESAHAN . ......ooitiiitteeetee ettt il
KATA PENGNTAR ...ttt sttt e v
SURAT PERNYATAAN KEASLIAN KARYA TULIS.....ccceoiniiiriericnecieeeene vi
DAFTAR TSIttt sttt vii
DAFTAR GAMBAR. ...ttt X1
ABSTRACT (BAHASA INGGRIS)..cceiiiiieiiiiinieeeeeeeneee ettt xii
ABSTRAK (BAHASA INDONESIA)....c.coiiiiiiiinteientcneceeeeieeeeeene et Xiil
BAB I PENDAHULUAN.......ootiitittetenteeetestete sttt 1
A. Latar Belakang Masalah.............coccoiiiiiiiiiiieeee e, 1
B. Rumusan Masalah..........ccccooiiiiiiiiiiiii e 3
C. Tujuan dan Manfaat Penelitian............ccceeveeviriiiniineniinicneececceeeeee 3
BAB II LANDASAN TEORIL......oooiiiiiiiiiiiticeceeteeetese et 5
AL HOLEL .t 5
1.Pengertian Hotel.........coooiiiiiiiiiiie e 5
2. Tipe-tipe HOLEL......ccviieeiieeeiie e 6
Bl RESIOTAN. .eutiiiiiieiiee et 12
1.Pengertian ReStOTan..........coeecuieiiiiiiieiieeieee e 12
2.Macam-macam Tipe Restoran..........cccceevvuieeviiieiiieeiieeiee e 12

Vil



3.Ware (Peralatan) di Restoran.............ccceoevveeeeiieeiiieeciec e, 17

L SIVICR. .ttt ettt ettt ettt et ettt e e b e ate et ns 21

1. Pengertian SEIVICE.......cocuereerierieriienieeienitenie ettt ettt 21

2.Tipe dasar pelayanan...........cccceveeeiuieiieeiiienie e 22

D. Sequence 0f SEIVICE. .....cccuiiiuiieiieiieeieeree ettt 29

BAB III PEMBAHASAN. ..ottt ettt st 42
A.TINJauan UMUIN......ccueoiiriiiiinienieeeieneeeet ettt s 42
1.Sejarah Best Western Papilio Hotel Surabaya..........c.ccccceveeninicnnnnne. 42

2.Profil Perusahaan Best Western Papilio Hotel Surabaya.................... 44

3.Visi dan Misi Best Western Papilio Hotel Surabaya..............cccc...c.... 45

4.Bidang Usaha Best Western Papilio Hotel Surabaya.......................... 46

5.Struktur Organisasi Best Western Papilio Hotel Surabaya................. 64
B.Pembahasan...........ccociiiiiiiiiiiie e 68
1.Restoran MariposaBest Western Papilio Hotel Surabaya.................... 68

2.Standar Grooming waiter and Waitress..........eeeevueeeeneenieneeneenieneenne 70

3.Sequence of service Best Western Papilio Hotel Surabaya................. 77

4.Kendala dan SOIUST........eecuieriiiiiiiiieeiee e 82

BAB IV PENUTUP.....cotiiiiititeetest ettt s 84
AL KeSTMPUIAN.......oiiiiiiiciiecce e 84

Bl Saran......coouiiii e 84
DAFTAR PUSTAKA ...ttt s 85
LAMPIRAN . ..ottt ettt ettt st be et s s e e saeens 86

viil



DAFTAR GAMBAR

Gambar 2.1 Tabble setting elaborate..................cccocevveevemcucneeiiniiiniesinecneeeneeaes 39
Gambar 3.1 Gedung Best Western Papilio Hotel Surabaya............coccooeriiniinnnnenne. 44
Gambar 3.2 Deluxe Room Best Western Papilio Hotel Surabaya...........c.cccoceeenenne. 47
Gambar 3.3 Superior Room Best Western Papilio Hotel Surabaya.............ccccc..ce..... 48
Gambar 3.4 Suite Room Best Western Papilio Hotel Surabaya...........ccccoceniinennenn. 49
Gambar 3.5 Ruang santai Suite Room Best Western Papilio Hotel Surabaya........... 49

Gambar 3.6 mini kitchenette Suite Room Best Western Papilio Hotel Surabaya.......50

Gambar 3.7 Mariposa Restaurant Best Western Papilio Hotel Surabaya 1.............. 51
Gambar 3.8 Mariposa Restaurant Best Western Papilio Hotel Surabaya 2.............. 51
Gambar 3.9 Mariposa Restaurant Best Western Papilio Hotel Surabaya 3.............. 51

Gambar 3.10 Swallow Tail Lobby Lounge Best Western Papilio Hotel Surabaya 1.. 52

Gambar 3.11 Swallow Tail Lobby Lounge Best Western Papilio Hotel Surabaya 2. 52

Gambar 3.12 Leopard Gym Fitness CEnter..............ccocccueeverveerieeseeneeneeeeneenieneen. 53
Gambar 3.13  Bantimurung Sky Pool and Cafe 1I...............cccccocueveevenvicnensenncnneanne. 54
Gambar 3.14 Bantimurung Sky Pool and Cafe 2...............ccccovueveevencecnennenncnneene 54
Gambar 3.15 Bantimurung Sky Pool and Cafe 3............cccccccvveveevenccnieesenecneenne. 55
Gambar 3.16 Spa Best Western Papilio Hotel Surabaya............cccccoeveriiininnnnnen. 56
Gambar 3.17 Lobby Lounge Best Western Papilio Hotel Surabaya......................... 56
Gambar 3.18 Lacewing Ballroom Best Western Papilio Hotel Surabaya................. 57
Gambar 3.19 Lacewing I Best Western Papilio Hotel Surabaya...........c.ccoccceeeneeee. 58

1X



Gambar 3.20 Lacewing 2 Best Western Papilio Hotel Surabaya...............cccceeuvennnnn. 59

Gambar 3.21 Lacewing 3 Best Western Papilio Hotel Surabaya...........c.ccccceeeneeee. 60
Gambar 3.22 Blue Morpho Best Western Papilio Hotel Surabaya..................c....... 61
Gambar 3.23 Chetosia Best Western Papilio Hotel Surabaya..........c..ccoceevenienneenee. 62
Gambar 3.24 Vandepolli I Best Western Papilio Hotel Surabaya...............cccceee. 62
Gambar 3.25 Vandepolli 2 Best Western Papilio Hotel Surabaya...........ccccceceennee. 63
Gambar 3.26 Struktur Organisasi Umum Best Western Papilio Hotel....................... 64
Gambar 3.27 Struktur Organisasi Food and Beverage Service Department............... 65
Gambar 3.28 Grooming tampak depan Waiter..............cccceevueeveeeieeiieniiieneeeeeeeen, 71
Gambar 3.29 Grooming Tampak samping Waiter...............cccoeevcervenveevenscneenennns 71
Gambar 3.30 Grooming Tampak belakang Waiter.............ccccovvvviniininicnicncnnene 72
Gambar 3.31 Grooming Tampak depan Waitress..........cccceeveevienceeioeeniieiiesieeeen. 74
Gambar 3.32 Grooming Tampak samping Waitress..........cccecveeveeneevcnvecneeneenneenne. 74
Gambar 3.33 Grooming Tampak belakang Waitress............cccccecvvcvveincnvcniecncnnns 75



	TA Rahardiyan_8.pdf
	TA 1.pdf

	TA Rahardiyan_9.pdf
	TA 1.pdf

	TA Rahardiyan_10.pdf
	TA 1.pdf

	TA Rahardiyan_11.pdf
	TA 1.pdf


