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ABSTRACT 

 

The research conducted examines the Role of Accor Membership in 

Increasing Customer Satisfaction and Loyalty at Grand Mercure Malang Mirama 

Hotel. This research aims to build consumer interest with the Accor membership 

program at Grand Mercure Malang Mirama hotel. This research uses qualitative 

methods with a descriptive approach. The techniques used in data collection are 

interviews, observation, and documentation. The interview was conducted using a 

semi-structured form of interview. 

The results of research taken in September 2023 – January 2024 show 

first, Accor membership at the Grand Mercure Malang hotel has a role in 

customer satisfaction through the provision of benefits, exclusive facilities, and 

services that suit guest preferences. Secondly, the role of Accor membership also 

has a positive impact in increasing customer loyalty. Third, the implementation of 

Accor membership has obstacles, especially during high season and must follow 

the rules based on availability and supporting factors in the form of innovative 

benefits and facilities. 
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ABSTRAK 

 

Penelitian yang dilakukan adalah mengkaji mengenai Peran Membership 

Accor dalam Meningkatkan Kepuasan dan Loyalitas Pelanggan di Hotel Grand 

Mercure Malang Mirama. Penelitian ini bertujuan untuk membangun ketertarikan 

konsumen dengan program membership Accor di hotel Grand Mercure Malang 

Mirama. Penelitian ini menggunakan metode kualitatif dengan pendekatan 

deskriptif. Teknik yang digunakan dalam pengumpulan data yaitu wawancara, 

observasi, dan dokumentasi. Wawancara dilakukan menggunakan bentuk 

wawancara semi terstruktur. 

Hasil penelitian yang diambil pada bulan September 2023 – Januari 2024 

menunjukkan pertama, membership Accor di hotel Grand Mercure Malang 

memiliki peran terhadap kepuasan pelanggan melalui pemberian benefit, fasilitas 

ekslusif, dan layanan yang sesuai dengan preferensi tamu. Kedua, peran 

membership Accor juga memiliki dampak positif dalam meningkatkan loyalitas 

pelanggan. Ketiga, pelaksanaan membership Accor terdapat hambatan, khususnya 

saat high season dan harus mengikuti aturan based on availability serta faktor 

pendukung berupa inovasi benefit dan fasilitas. 
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