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ABSTRAK

Penelitian ini bertujuan untuk mengetahui dan menganalisis penerapan sistem Mobile
Order & Pay (MOP) terhadap beban kerja karyawan di McDonald's Taman Pinang
Sidoarjo. Penerapan sistem digital tersebut telah mengubah pola kerja karyawan dari
pelayanan konvensional menjadi pelayanan multi-channel yang melibatkan pesanan
dine in, take away, drive thru, delivery, dan pesanan digital secara bersamaan,
sehingga berpotensi meningkatkan beban kerja, terutama pada saat rush hour.
Penelitian ini menggunakan pendekatan kualitatif dengan jenis penelitian deskriptif.
Teknik pengumpulan data dilakukan melalui observasi, wawancara, dan dokumentasi
dengan melibatkan informan yang terdiri atas crew leader, crew full time, crew
PKWT, manajer, dan konsumen. Analisis data menggunakan model Miles dan
Huberman yang meliputi reduksi data, penyajian data, serta penarikan kesimpulan.
Keabsahan data dilakukan melalui triangulasi sumber dan triangulasi teknik untuk
memperoleh data yang valid dan dapat dipercaya. Hasil penelitian menunjukkan
bahwa penerapan Mobile Order & Pay memberikan dampak positif berupa
meningkatnya efektivitas pelayanan, kemudahan transaksi, serta terciptanya alur kerja
yang lebih terstruktur melalui integrasi pesanan digital dengan sistem operasional
restoran. Namun, peningkatan jumlah pesanan digital juga menyebabkan ritme kerja
karyawan menjadi lebih cepat dan meningkatkan beban kerja, khususnya pada bagian
kitchen, service, drive thru, dan McCafe saat kondisi rush hour. Selain itu, ditemukan
kendala berupa penumpukan pesanan, server down, failed payment, dan keterbatasan
jumlah crew yang memengaruhi kelancaran operasional restoran. Dengan demikian,
keberhasilan penerapan Mobile Order & Pay dipengaruhi oleh kesiapan sumber daya
manusia, koordinasi antar tim, serta stabilitas sistem operasional dalam mendukung
pelayanan restoran secara optimal.

Kata kunci: Mobile Order & Pay, digitalisasi, beban kerja, karyawan, McDonald's
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ABSTRACT

This study aims to analyze the implementation of the Mobile Order & Pay (MOP)
system and its impact on the workload of employees at McDonald's Taman Pinang
Sidoarjo. The implementation of this digital system has transformed the conventional
service process into a multi-channel service system involving dine-in, take-away,
drive-thru, delivery, and digital orders simultaneously, which potentially increases
employees' workload, particularly during rush hours. This study employed a
descriptive qualitative approach. Data were collected through observation,
interviews, and documentation involving crew leaders, full-time crew members,
contract (PKWT) crew members, managers, and customers. Data analysis followed
the Miles and Huberman model, consisting of data reduction, data display, and
conclusion drawing. Data validity was ensured through source and technique
triangulation. The findings reveal that the implementation of Mobile Order & Pay
improves service efficiency, facilitates customer transactions, and creates a more
structured workflow through the integration of digital orders with the restaurant's
operational system. However, the increasing number of digital orders accelerates
employees' work pace and increases their workload, particularly in the kitchen,
service, drive-thru, and McCafé sections during rush hours. Operational constraints,
including order accumulation, server downtime, failed payments, and limited crew
availability, also affect restaurant operations. Therefore, the successful
implementation of Mobile Order & Pay depends not only on technology but also on
the readiness of human resources, effective teamwork, and operational system
stability to maintain optimal restaurant service quality.

Keywords: Mobile Order & Pay, employee workload, digitalization, restaurant
operations, qualitative research
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