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ABSTRAK 

Perhotelan merupakan salah satu industri yang memadukan produk dan 

pelayanan. Dengan kualitas manajemen operasional housekeeping yang baik akan 

menciptakan tingkat occupancy room semakin naik dan menguntungkan hotel. 

Karena dengan produk atau jasa yang di berikan dapat memuaskan tamu akan 

menjadi rekomendasi kepada orang lain untuk membeli dan menginap di hotel 

yang sama. Permasalahan dalam penelitian ini di dapat dari sisi manajemen 

operasional housekeeping Bina Darma Hotel serta menilai peningkatan kerja 

housekeeping department dalam menjalankan standar operasonal prosedur  Bina 

Darma Hotel Palembang. Dalam penelitian ini mengguanakan metode obeservasi 

lapangan secara langsung ,dokumentasi dan  wawancara, secara umum disebut 

metode kualitatif yang sifatnya memberikan penjelasan dengan mengguanakan 

analisis. Hasil dari penelitian ini ,konsep manajemen operasional housekeeping 

Bina Darma Hotel Palembang  sudah berjalan cukup baik, standar operasional 

prosedur cukup baik. Hanya saja sumber daya manusia Housekeeping Department 

Bina Darma Hotel Palembang masih kurang sehingga dalam pengerjaan tugas 

room attendand dan public area dapat merangkap. 

Kata kunci : manajemen, housekeeping, standar operasional prosedur, room 

attendant, public area, housekeeper, trainee  
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ABSTRACT 

Hospitality is one industry that combines products and services. With the good 

quality of housekeeping management, the occupancy room will increase and 

benefit the hotel. Because the products or services provided can satisfy guests will 

be a recommendation to others to buy and stay at the same hotel. The problem in 

this study was obtained from the side of Bina Darma Hotel's housekeeping 

management and assessed the improvement of housekeeping department's work in 

carrying out the Bina Darma Hotel Palembang's standard operating procedures. In 

this study using direct observation methods, documentation and interviews, 

generally called qualitative methods that are explaining by using analysis. The 

results of this study, the concept of Bina Darma Hotel Palembang's housekeeping 

operational management has run quite well, the standard operating procedures are 

quite good. It's just that the human resources of the Bina Darma Hotel Palembang 

Housekeeping Department are still lacking so that in the execution of room 

attendant and public area tasks can double. 

Keywords: management, housekeeping, standard operating procedures, room 

attendants, public areas, housekeepers, trainees 
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