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ABSTRACT

The purpose of this report is to investigate the trainning to growth of service
excellence on Cashier PT FastFood Indonesia, Thk (KFC International Plaza)
.Manage human resources is not easy, because the humans have a different
characteristic. So the employees are given a spesiffic program like as a training.
The subject of this report is PT FastFood Indonesia, Thk (KFC International
Plaza) at JI. Sudirman No. 147 and the object is service excellence of cashier. The
writer use interview technique, observation, questioner and study literature to
collecting the data from PT FastFood Indonesia, Tbk (KFC International Plaza).
PT FastFood Indonesia, Tbhk is a company that operate in Restaurant FastFood A
cashier has a function in sercvice excellence. The company give methode
trainning by in service trainning in spesific section for cashier As we know that
every company or institution have to apply the trainning method to their
employees. In this case, PT FastFood Indonesia, Thk (KFC International Plaza)
apply in service trainning to growth service excellence and this method is not
really effective because skill just for the section cashier not for all employees. In
case, cashier who get a trainning, they don’t operate by procedure of service
excellence. It’s make effect in service the cashie. Then writer give suggestion
which possible for company about trainning method that can be used by PT
FastFood Indonesia, Thk (KFC International Plaza), it’s called in service trainning
generally and the other suggestion to growth service the cashier by monitoring
from Duty Manager and give a punishment if they don’t operate by procedure to
cashier who get a trainning.

Keywords: trainning, service excellenc, and cashier.



DAFTAR ISI

Halaman
HALAMAN JUDUL ..o i
HALAMAN PENGESAHAN .....cooiioiieee et i
SURAT PERNYATAAN LAPORAN AKHIR ....cccooiiiiiecceceeeee, iii
LEMBAR PENGESAHAN ....oooi ittt iv
MOTTO DAN PERSEMBAHAN.........coiiie et %
KATA PENGANTAR ...ttt vi
UCAPAN TERIMA KASIH ... vii
ABSTRAK ettt ra e iX
DN 1A = S 1 PSS X
DAFTAR TABEL ..ottt Xiii
DAFTAR GAMBAR ..ottt Xiv
BABI PENDAHULUAN
1.1 Latar Belakang Pemilihan Judul............ccccooiiiininiiiiiin, 1
1.2 Perumusan Masalah ..o 5
1.3 Ruang lingkup pembahasan...........cccoovvrieninnenienicecieee, 5
1.4 Tujuan dan Manfaat Penelitian............ccccceoeiieieiic e, 5
1AL TUJUBN o 5
1.4.2 MaNFa@at.......cooeiiiiieie e 5
1.5 Metodologi Penelitian ............ccocoiviiiiiiiiie e 6
1.5.1 Ruang Lingkup Penelitian ...........c.ccccoovievieiiiciciieci 6
1.5.2 Jenis dan SUMDEr Data ...........ccovvevueiiesvere e seesie e 6
1.5.3 Teknik Pengumpulan Data ............cccceevvevieiiiciieiieccis 6
1.5.4 ANaliSis Data ......ccceevveiieiieiecieseese e 7
1.5.5 Populasi dan Sampel..........cccovviiieiiiiiiece e 8

BAB Il  TINJAUAN PUSTAKA
2.1 Pengertian Pelatihan dan Tujuan Pelatihan ..............ccccoevnen. 10



BAB Il

BAB IV

BAB V

2.1.1 Pengertian Pelatihan ...........ccccoocv e 10

2.1.2 Tujuan Pelatinan ... 10
2.2 Manfaat dan Dampak Pelatihan.............c.ccccoceiveiieie i, 11
2.3 Jenis-jenis Pelatinan ... 11
2.4 Pengertian Pelayanan Prima.........cccccccvvvevvevciiiese e 12
2.5 Kompetensi Pelayanan Prima..........c.ccooeeiinenininnnesseeenn 13
2.6 Strategi yang Membangun Pelayanan Prima...............cccocvennne. 13
2.7 Kualitas Pelayanan Prima..........cccocvoviiiiiincnine e 15
2.8 Standar Kualitas Pelayanan Prima.............cccoceevviieeneicicinenene 15

KEADAAAN UMUM INSTANSI

3.1 Sejarah Singkat Perusahaan...........c.ccocvvveiieienc i, 17
3.2 ViSI 0AN MISI oo 18
B2 L VST ettt 18
3.2.2 MISH ..ttt s 18
3.3 SErUKEUr OrganiSasi ........ccvevererierieriniesiieeeie e 18
3.3.1 Struktur Organisasi Perusahaan .............ccccoevevveieinennnn, 18
3.3.2 Uraian Jabatan ...........cceceviiieiieneee e 20
3.4 Kegiatan Umum KFC International Plaza.............c..cccoeevennen. 22
3.5 Pelatihan pada Bagian Cashier ............ccccooriiiininiciiincenes 34
3.6 Profil RESPONUEN .......ocvviiieeciece e 43

HASIL DAN PEMBAHASAN
4.1 Pelatihan Peningkatan Pelayanan Prima pada Bagian Kasir

KFC International Plaza ..........ccccocviviiiiieiniiiene e 49
4.1.1 KeMAMPUAN .....coiiieiieiiieiee e 50
A.1.2 STKAP c.eenveiecie st 51
4.1.3 Penampilan .......ccocoiiiiii s 53
4.1.4 Perhatian.......ccoveieiiiiie e 54
A4.1.5 TINAAKAN ..o 55
4.1.6 Tanggung JaWab ...........cceevveieeriieieieese e 56

KESIMPULAN DAN SARAN

5.1 KeSIMPUIAN ..o 59

D2 SAFAN ...t 59

DAFTAR PUSTAKA

LAMPIRAN



DAFTAR TABEL

Halaman
Tabel 1.1 Rekapitulasi Karyawan yang Telah Mengikuti Pelatihan
pada Bagian Cashier...........c.oiiiiiiiiiii e, 3
Tabel 1.2 Penilaian S2 (Suggestive Selling) Karyawan pada Bagian
Cashier Tahun 2012-2014........oeiniiiiie e, 3
Tabel 3.1 Prosedur PEnggunaan Lap........coceveeieerenieneenieseeseeniesen e e e e . 25

Tabel 3.2 Metode Pembersihan..........ccccoviiiiiiiiiie e, 26
Tabel 3.3 Frekuensi Penyaringan TePUNG..........ccceevreririiniinine e eieeeeeeeene. 33

Tabel 3.4 Prosedur Pengemasan Menu Komplit...........cccccoveiiiiiiiciicieciennn, 38
Tabel 3.5 Prosedur Pengemasan Menu Praktis...........cccccovivevenieniennnsieneenene 39
Tabel 3.6 Prosedur Pengemasan Menu GOCENG...........cccveveeiveieerieeiesieenieseesnens 40
Tabel 3.7 Program Pelatinan Kasir..........cccooiiieiieiiiesiene s 42
Tabel 3.8 Responden berdasarkan Jenis Kelamin............ccccoceevviveiieiiecicieenenn, 43
Tabel 3.9 Tingkat Pendidikan ReSPONAEN.........ccccoviieieiiiie e 44
Tabel 3.10 Masa Kerja ReSPONAEN.........ccccevieiiiiieiieiesee e 45
Tabel 3.11 Hasil Pengolahan Data Kuesioner PT FastFood Indonesia, Thk

KFC International Plaza............ccocovviiiiiineieie e 45
Tabel 4.1 KeMaMPUAN.. ..ot 50
TaADEl 4.2 SIKAP....cviiieieeeie et 51
Tabel 4.3 Penampilan.........cccoooiiiiiiiiiee e 53
Tabel 4.4 Perhatian..........ccooiiieiiie e 54
Tabel 4.5 TINAAKAN.......c.cooiieiieeee e 55

Tabel 4.6 Tanggung JaWab............ccevieiiiiccece e 57



DAFTAR GAMBAR

Halaman
Gambar 3.1 Struktur Organisasi KFC IP............cocoiiiiiiiiie 19
Gambar 3.2 PreSSUIe FIYEI ... e eaees 30
Gambar 3.3 OPEN FIYET ...t e e e e e e 31
Gambar 3.4 Breading Table.........ccccovoiiiiiiiee e e 32
Gambar 3.5 Menyambut CUStOMET........ccoceevviiiiiiie e 35
Gambar 3.6 Menerima Pesanan...........ccccovvvevvevincevieieeeeieeieeeeeeiiieeaeenn.. 3D
Gambar 3.7 PENAWATIAN..........cccveieiieeiee e e e e e e e s e eneenns . 36

Gambar 3.8 Menyiapkan Pesanan ...............ccooiiiiiiiiiiii 37



N a s~ wDh e

DAFTAR LAMPIRAN

Lembar Konsultasi Laporan Akhir

Kartu Kunjungan Mahasiswa

Lembar Rekomendasi Ujian Laporan Akhir
Daftar Kuesioner

Daftar Pertanyaan Wawancara

Surat Izin Pengambilan Data

Surat Pernyataan



