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ABSTRAK

Pengaruh Pelayanan Dan Kualitas SDM Terhadap Kinerja Receptionist

Di Hotel Swarna Dwipa Palembang

Indah Maulidya
Jurusan Pengelolaan Perhotelan Universitas Bina Darma

Perhotelan merupakan industri yang sangat bergantung kepada sumber daya terutama
sumber daya manusia.Berbagai studi ilmiah menunjukkan bahwa kualitas sumber daya
manusia di perusahaan perhotelan secara langsung mempengaruhi daya saing dan
kelangsungan hidup hotel-hotel tersebut di pasar. Hotel swarna dwipa merupakan salah satu
hotel berbintang 3 (***) di kota Palembang, yang terletak di jalan Tasik No.2, Bukit Kecil,
Palembang, Sumatera Selatan. Penelitian ini  bertujuan untuk mengetahui pengaruh
pelayanan dan kualitas SDM terhadap kinerja receptionist di hotel Swarna Dwipa dan untuk
mengetahui kualitas SDM terhadap kinerja receptionist di hotel Swarna Dwipa Palembang.
Jenis penelitian ini menggunakan metodekuantitatif. Dalam penelitian ini didasarkan hasil
pada data kuesioner yang diedarkan kemudian dianalisis menggunakanbantuan program
SPSS versi 23 untuk membuktikan adanya hubungan-hubungan antar variabel yang diteliti.
Hasil penelitian maka dapat disimpulkan bahwa hubungan antarasumber daya manusia
berpengaruh terhadap Optimlisasi kualitas pelayanan di Hotel Swarna Dwipa, pengaruh
positif dan signifikan terhadap optimlisasi Kualitas Pelayanan di Hotel Swarna Dwipa
artinya semakin baik fasilitas yang disediakan Oleh pihak Hotel Swarna Dwipa maka
kualitas pelayanan yang di terima pengunjung akan semakin meningkat.

Kata Kunci : Hotel, Kinerja Receptionist, Hotel Swarna Dwipa Palembang



ABSTRACT

The Influence of Service and HR Quality on Receptionist Performance an the Swarna
Dwipa Hotel Palembang

Indah Maulidya

Jurusan Pengelolaan Perhotelan Universitas Bina Darma

Hospitality is an industry that is highly dependent on resources, especially human
resources. Various scientifics studies show that the quality of human resources in hotel
companies directly influences the competitiveness and survival of these hotels in the market.
Swarna Dwipa Hotel is one of the 3 (***) star hotels in the city of Palembang, which is
located on Jalan Tasik No 2 Bukit Kecil Palembang South Sumatera. This research aims to
determine the effect of Service and HR Quality on the performance of receptionist at the
Swarna Dwipa Hotel and to determine the Quality of Hr on the performance of receptionist
at the Swarna Dwipa Hotel Palembang. This type of research uses quantitative methods. In
this research, the results are based on questionnaire ‘data that was circulated and then
analyzed using the SPSS version 23 program to prove the existence of relationships between
the variabels studie. The results of the research can be concluded that the relationship
between human resources influences the optomization of service quality. At the Swarna
Dwipa Hotel, the positive and significant influence on optimizing the quality of service at the
swarna Dwipa Hotel means that the better the facilities provided by the Swarna Dwipa
Hotel, the quality of service received by visitors will increase.

Keywords : Hotel, Performance Receptionist, Swarna Dwipa Hotel Palembang
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