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ABSTRAK 

Perkembangan industri perhotelan yang semakin kompetitif menuntut setiap perusahaan 

untuk meningkatkan kualitas pelayanan guna menjaga kepuasan pelanggan. Namun, dalam 

praktiknya, kegagalan pelayanan masih sering terjadi dan menimbulkan keluhan tamu. 

Fenomena ini juga terjadi di Rayz Hotel UMM, di mana masih ditemukan keluhan berulang 

terutama pada bagian room, yang menunjukkan adanya ketidakkonsistenan dalam 

penerapan standar operasional prosedur (SOP). Kondisi tersebut mengindikasikan perlunya 

evaluasi terhadap penerapan service recovery sebagai upaya memperbaiki kegagalan 

layanan. Oleh karena itu, penelitian ini bertujuan untuk menganalisis bagaimana evaluasi 

service recovery dapat meningkatkan efektivitas kinerja karyawan di Rayz Hotel UMM. 

Penelitian ini melibatkan variabel service recovery dan efektivitas kinerja karyawan. 

Service recovery diukur melalui tiga dimensi utama, yaitu distributive justice, procedural 

justice, dan interactional justice, sedangkan efektivitas kinerja karyawan dilihat dari aspek 

seperti kepuasan kerja, ketepatan waktu, kualitas kerja, dan komitmen. Pemahaman yang 

digali dalam penelitian ini adalah bahwa evaluasi service recovery yang dilakukan secara 

efektif akan berdampak positif terhadap peningkatan efektivitas kinerja karyawan. 

Metode penelitian yang digunakan adalah pendekatan kualitatif deskriptif dengan model 

evaluasi CIPP (Context, Input, Process, Product). Pengumpulan data dilakukan melalui 

wawancara, observasi, dan dokumentasi dengan teknik triangulasi untuk menjamin 

validitas data. Hasil penelitian menunjukkan bahwa secara umum penerapan service 

recovery di Rayz Hotel UMM telah berjalan cukup baik, ditunjukkan oleh adanya SOP 

yang jelas dan kemampuan karyawan dalam menangani keluhan tamu secara profesional. 

Namun, masih ditemukan kelemahan pada aspek konsistensi pelaksanaan dan pendekatan 

yang cenderung reaktif dibandingkan preventif, sehingga menyebabkan kesalahan 

pelayanan yang berulang. 

Berdasarkan hasil penelitian, dapat disimpulkan bahwa evaluasi service recovery memiliki 

peran penting dalam meningkatkan efektivitas kinerja karyawan, terutama dalam hal 

responsivitas, profesionalisme, dan kemampuan penyelesaian masalah. Implikasi 

penelitian ini menunjukkan perlunya penguatan sistem pengawasan, peningkatan pelatihan 

karyawan, serta penyempurnaan implementasi SOP secara berkelanjutan. Melalui 

penerapan service recovery yang optimal tidak hanya mampu meningkatkan kinerja 

karyawan, tetapi juga memperkuat kepuasan dan loyalitas pelanggan terhadap hotel. 

Kata Kunci: Efektivitas Kinerja Karyawan, Industri Perhotelan, Model CIPP 

  



 

202210160311437 

Eryza Sukma Dewi 

Prodi Manajemen 

vi 

 

ABSTRACT 

The development of the increasingly competitive hospitality industry requires companies 

to continuously improve service quality in order to maintain customer satisfaction. 

However, in practice, service failures still frequently occur and result in guest complaints. 

This phenomenon also occurs at Rayz Hotel UMM, where recurring complaints are still 

found, particularly in the room division, indicating inconsistencies in the implementation 

of standard operating procedures (SOP). This condition highlights the need for evaluating 

the implementation of service recovery as an effort to address service failures. Therefore, 

this study aims to analyze how the evaluation of service recovery can improve employee 

performance effectiveness at Rayz Hotel UMM. 

This study involves service recovery variable and employee performance effectiveness. 

Service recovery is measured through three main dimensions, namely distributive justice, 

procedural justice, and interactional justice, while employee performance effectiveness is 

assessed based on aspects such as job satisfaction, timeliness, work quality, and 

commitment. The understanding gained in this research is that effective service recovery 

evaluation will have a positive impact on increasing the effectiveness of employee 

performance.  

The research method used is a descriptive qualitative approach with the CIPP (Context, 

Input, Process, Product) evaluation model. Data collection techniques include interviews, 

observations, and documentation, with triangulation used to ensure data validity. The 

results indicate that, in general, the implementation of service recovery at Rayz Hotel UMM 

has been quite good, as evidenced by the existence of clear SOPs and employees' ability to 

handle guest complaints professionally. However, there are still weaknesses in terms of 

implementation consistency and a tendency toward reactive rather than preventive 

approaches, leading to repeated service failures. 

Based on the findings, it can be concluded that the evaluation of service recovery plays an 

important role in improving employee performance effectiveness, particularly in terms of 

responsiveness, professionalism, and problem-solving ability. The implications of this 

study suggest the need to strengthen supervision systems, enhance employee training, and 

continuously improve SOP implementation. Optimal service recovery implementation not 

only improves employee performance but also strengthens customer satisfaction and 

loyalty toward the hotel. 

Keywords: CIPP Model, Employee Performance Effectiveness, Hospitality Industry, 

Service recovery 
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