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ABSTRAK

NUR ANNIZA. 2025. Pengambilan Pesanan Tamu Pada Eatery Restaurant di
Four Points By Sheraton Makassar. Proyek Akhir, Program Studi Manajemen
Perhotelan, Jurusan Perhotelan, Politeknik Pariwisata Makassar. Pembimbing:
Dr. Hamsu Hanafi, MM dan Abdi., S.Sos., MM.

Penelitian ini bertujuan untuk (1) mengetahui jenis-jenis pengambilan pesanan
tamu yang digunakan pada FEatery Restaurant di Four Points By Sheraton
Makassar, (2) untuk mengetahui penerapan Standard Operational Procedure
pengambilan pesanan tamu pada Eatery Restaurant di Four Points By Sheraton
Makassar, dan (3) untuk mengetahui kendala apa saja yang timbul dalam
pengambilan pesanan tamu pada Eatery Restaurant di Four Points By Sheraton
Makassar. Penelitian ini menggunakan metode deskriptif kualitatif. Teknik
pengumpulan data dalam penelitian ini adalah observasi, wawancara dan
dokumentasi.

Hasil penelitian ini menunjukkan bahwa pengambilan pesanan tamu pada Eatery
Restaurant di Four Points By Sheraton Makassar masih menggunakan cara manual
menggunakan captain order, meskipun disediakan akses menu melalui QR code.
Penerapan Standard Operational Procedure belum sepenuhnya konsisten terutama
pada aspek pengetahuan menu dan keterampilan komunikasi pramusaji, kususnya
dalam bahasa asing. Hal ini mempengaruhi kualitas pelayanan yang diberikan
kepada tamu yang berdampak pada ketidakpuasan tamu serta menimbulkan keluhan
keterlambatan.

Kata Kunci : Pengambilan Pesanan Tamu, Pelayanan, Standard Operational

Procedure
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ABSTRACT

NUR ANNIZA. 2025. Guest Order Taking at Eatery Restaurant, Four Points by
Sheraton Makassar. Final Project, Hospitality Management Study Program,
Department of Hospitality, Makassar Tourism Polytechnic. Supervisors: Dr.
Hamsu Hanafi, MM dan Abdi., S.Sos., MM.

This study aims to: (1) determine the types of guest order taking used at the Eatery
Restaurant at Four Points By Sheraton Makassar, (2) to determine the
implementation of the Standard Operational Procedure for taking guest orders at
the Eatery Restaurant at Four Points Byn Sheraton Makassar, and (3) to determine
what obstacles arise in taking guest orders at the Eatery Restaurant at Four Points
By Sheraton Makassar. This study used descriptive qualitative method. The data
collection techniques in this study are observation, interviews and documentation.

The results of this study indicate that taking guest orders at the Eatery Restaurant
at Four Points By Sheraton Makassar still uses a manual method using captain
orders, despite providing menu access via QR code. The implementation of
Standard Operational Procedures is not yet fully consistent, especially in aspects
of menu knowledge and waiters communication skills, especially in foreign
languages. This affects the quality of service provided to guests, resulting in guest
dissatisfaction and complaints of delays.

Keywords : Guest Order Taking, Service, Standard Operational Procedure
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