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ABSTRACT

Room Attendant is a part of the Housekeeping Department that has an
important role in the hotel. The purpose of this study is to find out how the room
attendant works in providing services to guests so that guests feel satisfied while
staying. The research method was taken by means of observations made during
the internship at the Grand Inna Daira Hotel. The results of how room attendant
services are in accordance with SOP (standard operating procedures) but not yet
optimal. From the results of the percentage that the author carefully examined, it
turns out there are still many guests who feel unsatisfied with the services
provided, therefore room attendants must work with the ability and skills and
according to standard operating procedures applicable at the hotel. Because most
of the people who enter the hotel to stay, then the housekeeping department
especially the guest room must be as much as possible.

Keywords: Room attendant services, standard operating procedures



ABSTRAK

Room Attendant adalah suatu bagian dalam Housekeeping Departement yang
memiliki peran penting dihotel. Tujuan dari penelitian ini adalah untuk
mengetahui cara kerja room attendant dalam membersikan pelayanan terhadap
tamu sehingga tamu merasa puas saat menginap. Metode penelitian diambil
dengan cara observasi yang dilakukan selama magang di Hotel Grand Inna Daira.
Hasil dari cara pelayanan room attendant sudah sesuai dengan SOP (standar
operasional prosedur) namun belum maksimal. Dari hasil persentase yang penulis
teliti, ternyata masih banyak tamu yang merasa kurang puas terhadap pelayanan
yang diberikan, oleh karena itu room attendant harus bekerja dengan kemampuan
dan skill dan sesuai standar operasional prosedur yang berlaku dihotel. Sebab
semua orang yang masuk hotel sebagian besar untuk menginap, maka
departement housekeeping terutama bagian guest room harus semaksimal
mungkin.

Kata kunci : Pelayanan room attendant, standar operasional prosedur
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