PENERAPAN STANDARD OPERATIONAL PROCEDURE PERSONAL GROOMING DEPARTEMEN
FRONT OFFICE DI GRAND MERCURE

DAN IBIS YOGYAKARTA ADI SUCIPTO

MOHAMMAD RIZKY A P, Muhamad Sidiq Wicaksono, S.E., M.Sc.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR ISI

HALAMAN JUDUL ... i
PERNYATAAN BEBAS PLAGIASI ... i
LEMBAR PERSETUJUAN ... ii
HALAMAN PENGESAHAN ... iv
ABSTRAK s v
ABSTRACT s vi
KATA PENGANTAR ..o vii
DAFTAR IST e iX
DAFTAR ISTILAH ..o s Xii
DAFTAR TABEL ... Xiii
DAFTAR GAMBAR ... s Xiv
DAFTAR LAMPIRAN ... XV
BAB | PENDAHULUAN ..o 1
L1 Latar Belakang ......ccccccooveviiiiiiecc e 1
1.2 Perumusan Masalah ... 4
1.3 Pertanyaan Penelitian ...........cccccoeveiiiiiccc e 4
1.4 Tujuan Penelitian ........cccoiiiiiieie e 5
1.5 Manfaat Penelitian ..o 5
1.6 TiNJauan PUSTAKA ..........ccoieiiiiiiieieiese s 6
1.7 LaNdASAN TEOM ..cuveviiiitiiiieieeieie ettt bbb 10

L7 L HOTED oo 10

1.7.2 Human Resources Department (HRD) ........ccccooviivinininiiieeee, 13



UNIVERSITAS
GADJAH MADA

PENERAPAN STANDARD OPERATIONAL PROCEDURE PERSONAL GROOMING DEPARTEMEN
FRONT OFFICE DI GRAND MERCURE

DAN IBIS YOGYAKARTA ADI SUCIPTO

MOHAMMAD RIZKY A P, Muhamad Sidiq Wicaksono, S.E., M.Sc.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

1.7.3 Standard Operational Procedure (SOP) .......cccooveviviieiieieiieceenn, 14
1.7.4 Front Office Department..........cccocveeiieenieie e 15
1.7.5 Personal GrOOMING ......cccveiiiieiieieeie e see st 17
1.7.6 Kebersinan Dill .........coeieiiiiiiiiieeees e 20
1.7.7 SiKap / ALITUAE ..o 21
1.8 Metode Penelitian .........cccooiiereiiiiicseee e 22
1.8.1 Jenis Penelitian ..o 22
1.8.2 Waktu & Tempat Penelitian ...........ccccooeviiiiiiciicicc e, 22
1.8.3 Alat Penelitian .......ccccooeieiiiicee e 23
1.8.4 Teknik Pengumpulan Data ..........cccccevveevieieiiieseeie e 23
1.8.5 JENIS DALA .....eviviieiieiiiee e 25
1.8.6 ANALISA DALA .......oveviiiiiiieiiieee e 25
BAB |1 DESKRIPSI OBJEK PENELITIAN ..o 26
2.1 Lokasi Objek Penelitian ...........cccocviieiieiiiic e 26
2.2 Gambaran UMUM .....oooiiiieeee e 27
2. 2.1 Profil HOel........cooiiiiii s 27
2.2.2 ViSEHOLEL ..o 28
2.2.3 MISTHOTEI ... 29
2.3 SIUKLUP OFQANISASI ...cvveiveerieiiieiiieiie e steesee e seesee e sre e sre e e sre e e 29
2.4 Jumlah Karyawan Perusahaan ............ccccoceiieiieii e i 29
2.5 Produk Objek Penelitian ..........cccccoeiiiiiiiiieciic e 30
2.5.1 TIPE K@M ..eiiiiiiic ettt 30
2.5.2 MEELING ROOM ...c.vviiiiiiiicce e 34



PENERAPAN STANDARD OPERATIONAL PROCEDURE PERSONAL GROOMING DEPARTEMEN
FRONT OFFICE DI GRAND MERCURE
DAN IBIS YOGYAKARTA ADI SUCIPTO
MOHAMMAD RIZKY A P, Muhamad Sidiq Wicaksono, S.E., M.Sc.
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

2.5.3 Fasilitas Pendukung dan Pelayanan ............cccccoveviiieiicinsce e, 36
BAB HH PEMBAHASAN ..o 37
3.1 Standard Operational Procedure Personal Grooming ...........ccccccevveennenn. 37
3.2 Penerapan Standard Operational Procedure Personal Grooming............ 45

3.1 Kendala Dalam Penerapan Standard Operational Procedure Personal

(€] 0o 1o OSSR 49
BAB IV PENUTUP ... 52
4.1 KESIMPUIAN oot 52
4.2 SATAN ..o 53
DAFTAR PUSTAKA . 55
DAFTAR NARASUMBER ......cooiiiie e 56
LAMPIRAN . ...ttt 57

Xi



PENERAPAN STANDARD OPERATIONAL PROCEDURE PERSONAL GROOMING DEPARTEMEN
FRONT OFFICE DI GRAND MERCURE
DAN IBIS YOGYAKARTA ADI SUCIPTO
MOHAMMAD RIZKY A P, Muhamad Sidiq Wicaksono, S.E., M.Sc.
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

DAFTAR ISTILAH

1. Personal Grooming : Penampilan diri

2. Talent & Culture Department : Departemen sumber daya manusia
3. Front Office : Kantor depan

4. Combo Hotel : Dua hotel dengan satu manajemen
5. Tangible Product : Produk yang nyata

6. Intangible Product : Produk yang tidak teraba

7. Cultural Heritage : Warisan kebudayaan

8. Local Java Arts : Kesenian daerah Jawa

9. First Impression : Kesan Pertama

10. Courtesy : Aturan-aturan

11. Back of The House : Kantor bagian belakang

12. Front of The House : Kantor bagian depan

13. Hospitality : Keramah-tamahan

14. Personal Hygiene : Kebersihan diri

15. Heritage Authenthic : Warisan asli

xii



PENERAPAN STANDARD OPERATIONAL PROCEDURE PERSONAL GROOMING DEPARTEMEN
FRONT OFFICE DI GRAND MERCURE
DAN IBIS YOGYAKARTA ADI SUCIPTO
MOHAMMAD RIZKY A P, Muhamad Sidiq Wicaksono, S.E., M.Sc.
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

DAFTAR TABEL
Tabel 1.1 Hasil Tinjauan PUStaka.............cccccevveieiiieiieie e 8
Tabel 2.1 Meeting Room Grand Mercure & iDiS.........cccovvevveiiiicinecc e, 35

Tabel 3.1 Standard Operational Procedure Personal Grooming Grand Mercure

Xiii



PENERAPAN STANDARD OPERATIONAL PROCEDURE PERSONAL GROOMING DEPARTEMEN
FRONT OFFICE DI GRAND MERCURE

DAN IBIS YOGYAKARTA ADI SUCIPTO

MOHAMMAD RIZKY A P, Muhamad Sidiq Wicaksono, S.E., M.Sc.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR GAMBAR
Gambar 2.1 Peta Grand Mercure & ibis Yogyakarta Adi Sucipto................... 26
Gambar 2.2 Logo HOLEL.......ccooiiieiiee e 28
Gambar 2.3 Kamar SUPEIION ........c.civeieiieieesie e e e see e te e sraesae e sre e 30
Gambar 2.4 Kamar Premium SUPEFION .......ccccviveiierecie e 31
Gambar 2.5 Kamar Premium Superior Balcony ..........ccccccevvviveviveveeiieseennn, 31
Gambar 2.6 Kamar DEIUXE ........ccccoviiiiiiiiiieeee s 32
Gambar 2.7 Kamar Premium DEeIUXe .......ccccooeiiiiiiiiiiencseseeeseseeeees 32
Gambar 2.8 Kamar EXECULIVE ..........ccoeiiiiiiiiisiseieese e 33
Gambar 2.9 Kamar DeluXe SUILE...........coeiiiriiiiirieceeee e 33
Gambar 2.10 KamMar iDIS .......ccciiiieiiiieieiseseesese e 34
Gambar 3.1 Seragam Front Desk Agent Grand Mercure (Female) ................. 39
Gambar 3.2 Seragam Guest Relation Officer Grand Mercure...............c.......... 40
Gambar 3.3 Seragam Front Desk Agent Grand Mercure (Male) ..................... 41
Gambar 3.4 Seragam Concierge Grand MErCure .........cccoceeeveveevveseeveeseennenn, 41
Gambar 3.5 Seragam Front Desk Agent ibis (Female)...........cccovveveeieiieenenn, 42
Gambar 3.6 Seragam Front Desk Agent (Male) .........coceevevviieiicveeicceen, 43

Xiv



PENERAPAN STANDARD OPERATIONAL PROCEDURE PERSONAL GROOMING DEPARTEMEN
FRONT OFFICE DI GRAND MERCURE

DAN IBIS YOGYAKARTA ADI SUCIPTO

MOHAMMAD RIZKY A P, Muhamad Sidiq Wicaksono, S.E., M.Sc.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR LAMPIRAN

Lampiran 1. Personal Grooming HOtel ...........cccccveviiieie i, 57

Lampiran 2. Pedoman WaWanCara ...........ccceeeeereerieseeseesieseesseseeseessesneesnens 57

XV





