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ABSTRAK 

Penelitian yang dilakukan adalah mengkaji mengenai Evaluasi Kualitas Layanan Untuk 

Meningkatkan Kepuasan Pelayanan Lanhua Chinnese Restaurant Hotel Grand Mercure 

Malang Mirama. Penelitian ini bertujuan untuk menganalisis tanggapan waiter dan waitress 

Lan Hua atas kualitas pelayanan waiter dan waitress dalam meningkatkan kepuasan 

pelayanan di Lan hua Chinese Restaurant Hotel Grand Mercure Malang Mirama. Penelitian 

ini menggunakan metode kualitatif dengan pendekatan deskriptif. Teknik yang digunakan 

dalam pengumpulan data yaitu wawancara, observasi, dan dokumentasi. Wawancara 

dilakukan menggunakan bentuk wawancara semi terstruktur. Hasil penelitian yang diambil 

pada bulan Oktober 2023 – Januari 2024 menunjukkan kualitas pelayanan di Lanhua 

Chinnese Restaurant dinilai telah memenuhi standar dasar restoran tersebut, dengan 

fasilitas eksklusif dan pelayanan yang sesuai dengan preferensi tamu. Waiters dan 

waitresses dianggap sudah memberikan pelayanan sesuai standar. Meskipun demikian, 

penelitian menunjukkan adanya peluang untuk meningkatkan baik set up maupun kualitas 

pelayanan. Upaya perbaikan mungkin melibatkan peningkatan pelatihan staf, perbaikan 

tata letak atau dekorasi interior, serta responsifitas yang lebih baik terhadap kebutuhan 

kepuasan pelanggan. 

 

Kata kunci- Kualitas Layanan, Kepuasan Pelanggan 
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ABSTRACT 

The research carried out was to examine Service Quality Analysis to Increase Service 

Satisfaction at Lanhua Chinese Restaurant Hotel Grand Mercure Malang Mirama. This 

research aims to analyze the responses of Lan Hua waiters and waitresses regarding the service 

quality of waiters and waitresses in increasing service satisfaction at Lan Hua Chinese 

Restaurant Hotel Grand Mercure Malang Mirama. This research uses a qualitative method 

with a descriptive approach. The techniques used in data collection are interviews, observation 

and documentation. Interviews were conducted using a semi-structured interview form. The 

research results show that the quality of service at Lanhua Chinese Restaurant is considered 

to have met the basic standards of the restaurant, with exclusive facilities and services that suit 

guest preferences. Waiters and waitresses are considered to have provided service according 

to standards. However, research shows there are opportunities to improve both set up and 

service quality. Improvement efforts may involve increased staff training, improved interior 

layout or decoration, and greater responsiveness to customer satisfaction needs 

Keywords- Service Quality, Customer Satisfaction 
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