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STRATEGY OF GUEST COMPLAINT HANDLING IN IMPROVING THE
IMAGE OF RAYZ UMM HOTEL

Dwi Nur Shinta, Dr. Nurul Asfiah, M.M., Novi Puji Lestari,S.E., M.M
Management Study Program, University of Muhammadiyah Malang
E-mail : dwinurshintaaa@gmail.com

ABSTRACT

This study aims_t0--determine the handling. of guest complaints in
improving the image of Rayz UMM Hotel. Researchess foundsseveral phenomena
related to guest complaints“and their handling, some of these.cemplaints were
submitted directly to. front’office employees and some were through ‘enline media
reviews. Insthis study, researchers used qualitative descriptive research.~analysis of
research sobject(data” or/descriptive research on Hotel Manager,  Asssiten "Room
Division”Manager, Front Olffice Supervisor, Sales Manager, Réservation staff;Jr.
FBSupervisor,, and Room Supervisor at Rayz UMM Hotel on guest complaints:
Data collection /techniques usedy in‘the form /jof; interviews, observation and
documentation. The-data “analysis method used provides in-depth’ exposure and
explanation of the case understudy.

Thesresults .of research-on the strategy of-guest complaint handling to
improve-the image of Rayz-UMM Hotel have generally-reached'a good standard,
but need to' bé~improved further. to minimize potential-complaints from guests.
Rayz UMM Hotel applies the concept-of handling ‘giest complaints with  the
HEAT strategy, vnamely hear-them out, emphaty, apelogize, and take action &
followup to form apositive image’ of the-hotel: Furthermore, related to the image
of the hotel also needs to be maintained and"strengthened through innoyation,
positive’, promotion, fast\and appropriate’ handling of! guest’ complaints, and
building positive.anteractions, with guests so that in the future 1t wall have a good
impact on the sustainability-ef'the company.

Keywords: Quality of Service, Guest Complaint; Hotel Image.
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ABSTRAK

Penelitian ini bertujuan untuk mengetahui penanganan keluhan tamu
dalam meningkatkan citra Rayz UMM Hotel. Peneliti menemukan beberapa
fenomena yang berkaitan dengan keluhan tamu serta penanganannya, keluhan tersebut
ada yang disampaikan secara langsung ke karyawan front office dan ada yang melalui
ulasan media online. Dalam penelitian ini, peneliti menggunakan penelitian deskriptif
kualitatif. analisa data objek penelitian atau deskriptif penelitian terhadap Hotel
Manager, Asssiten Room Division Manager, Front Office Supervisor, Sales
Manager, Reservation staff, Jr. FB Supervisor, dan. Room Supervisor di Rayz
UMM Hotel terhadap keluhan tamu. Teknik pengumpulan data yang digunakan
berupa wawancara, observasi dan dokumentasi. Metode Analisis data yang
digunakan memberikan pemaparan dan penjelasan secara mendalam terhadap
kasus yang diteliti.

Hasil penelitian terhadap strategi penanganan keluhan tamu untuk
meningkatkan citra Rayz UMM Hotel secara garis besar telah mencapai standar
yang baik, namun perlu ditingkatkan lebih lanjut guna meminimalisir potensi
keluhan dari tamu. Rayz UMM Hotel mengaplikasikan konsep penanganan
keluhan tamu dengan strategi HEAT yaitu hear them out, emphaty, apologize, dan
taking action & follow up untuk membentuk citra positif hotel. Selanjutnya terkait
citra hotel juga perlu terus dijaga dan diperkuat melalui inovasi, promosi positif,
penanganan keluhan tamu yang cepat dan tepat, serta membangun interaksi positif
dengan tamu agar kedepannya berdampak baik bagi keberlangsungan perusahaan.

Kata Kunci : Kualitas Layanan,Keluhan Tamu,Citra Hotel.
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