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ABSTRAK

Lina Nur Kholiza Arifin. NIM. 202010040311346. Aktivitas Hubungan
Pelanggan dalam Layanan Informasi dan Akomodasi Jasa (Studi Kasus
Hotel Four Points by Sheraton Surabaya). Skripsi.

Penelitian ini dilatarbelakangi oleh meningkatnya persaingan dalam industri
perhotelan yang tidak hanya menuntut keunggulan fasilitas fisik, tetapi juga
kualitas layanan informasi dan interaksi antara staf hotel dengan tamu. Di tengah
perkembangan teknologi layanan yang semakin pesat, pengalaman tamu tetap
dipengaruhi oleh bagaimana manajemen hotel mengelola pelayanan, komunikasi
internal, serta hubungan pelanggan secara konsisten. Permasalahan dalam
penelitian ini adalah masih terbatasnya kajian yang secara khusus membahas
manajemen internal dalam aktivitas hubungan pelanggan pada layanan informasi
dan akomodasi jasa, khususnya dalam konteks hotel berbintang internasional.
Penelitian ini bertujuan untuk mengetahui dan memahami manajemen internal
dalam aktivitas hubungan pelanggan pada layanan informasi dan akomodasi jasa
di Hotel Four Points by Sheraton Surabaya. Penelitian ini menggunakan
pendekatan kualitatif dengan metode studi kasus. Teknik pengumpulan data
dilakukan melalui wawancara mendalam, observasi, dan dokumentasi. Analisis
data menggunakan teknik deskriptif interpretatif untuk memahami penerapan
manajemen internal dalam mendukung aktivitas hubungan pelanggan. Hasil
penelitian menunjukkan bahwa manajemen internal Hotel Four Points by Sheraton
Surabaya - diterapkan.melalui konsep planning, organizing, actuating, dan
controlling atau POAC. Pada aspek planning, manajemen menyusun standar
operasional prosedur, program pelatihan, dan pembekalan staf. Pada aspek
organizing, manajemen - mengatur pembagian tugas ~ dan  koordinasi
antardepartemen. Pada aspek actuating, manajemen mengarahkan staf melalui
briefing, pembinaan nilai perusahaan, serta penguatan budaya pelayanan. Pada
aspek controlling, manajemen melakukan supervisi, evaluasi, coaching, dan
penerapan sistem penghargaan serta sanksi. Selain itu, layanan informasi dan
akomodasi jasa dikelola melalui berbagai kanal komunikasi, seperti layanan tatap
muka, telepon, surat elektronik, media sosial, dan layanan digital.

Kata Kunci: Hubungan pelanggan, layanan informasi, akomodasi jasa
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ABSTRACT

Lina Nur Kholiza Arifin. NIM. 202010040311346. Customer Relationship
Activities in Information and Accommodation Service Provision (Case
Study of Four Point Hotel by Sheraton Surabaya). Thesis.

This research is motivated by the increasing competition in the hospitality
industry which demands not only the excellence of physical facilities, but also the
quality of information services and the interaction between hotel staff and guests.
In the midst of the rapid development of service technology, guest experience is
still influenced by how hotel management manages service, internal
communication, and customer relationships consistently. The problem in this
study is that there are still limited studies that specifically discuss internal
management in customer. relations activities in -information  services and
accommodation services, especially in the context of international star hotels.
This research aims to find out and understand internal management in customer
relations activities in information services and accommodation services at Hotel
Four Points by Sheraton Surabaya. This study uses a qualitative approach with a
case study method. Data collection techniques are carried out through in-depth
interviews, observations, and documentation. Data analysis uses interpretive
descriptive techniques to understand the application of internal management in
supporting customer relationship activities. The results of the study show that the
internal management of Hotel Four Points by Sheraton Surabaya is applied
through the concept of planning, organizing, actuating, and controlling or
POAC. In the planning aspect, management prepares standard operating
procedures, training programs, and staff briefings. In the organizing aspect,
management regulates the division of tasks and  coordination between
departments. In the actuating aspect, management directs staff through briefings,
fostering company values, and strengthening service culture. In the controlling
aspect, management supervises, evaluates, coaches, and implements the reward
system and sanctions. In addition, information services and accommodation
services are managed through various communication channels, such as face-to-
face services, telephone, email, social media, and digital services.

Keywords: customer relations, information services, accommodation services
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