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ABSTRAK

The research conducted is to examine the Quality of Service of Guest Service
Agent in Creating Guest Experience Visitors at Grand Mercure Malang Mirama
Hotel. This research aims to create a Guest Experience Visitors at the Hotel
Grand Mercure Malang Mirama Hotel. This research uses qualitative methods
with a descriptive approach. Technigues used in data collection are interviews,
observation, and documentation. Interviewinterviews were conducted using a
semi-structured interview form. Research results which was taken in the month of
December 10 December 2023 - January 10, 2024 shows that good service quality
is of course can provide many benefits for the Hotel and in order to remain
trusted in the eyes of visitors. the eyes of visitors. Service quality related to
customer experience is determined by five indicators commonly known as
"RATER" service quality. commonly known as "RATER" service quality
(responsiveness, assurance, tangible, empathy and reliability). With these service
indicators fulfilled, it can be concluded that guestvisitor experience can be

maintained by providing quality service that meets these 5 indicators.

Keywords: Service Quality, Guest Experience, Hotel
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ABSTRAK

Penelitian yang dilakukan adalah mengkaji mengenai Kualitas Pelayanan Guest
Service Agent Dalam Mempertahankan Guest Experience Pengunjung Hotel
Grand Mercure Malang Mirama. Penelitian ini bertujuan untuk Menciptakan
Guest Experience Pengunjung di Hotel Grand Mercure Malang Mirama.
Penelitian ini menggunakan metode kualitatif dengan pendekatan deskriptif.
Teknik yang digunakan dalam pengumpulan data yaitu wawancara, observasi,
dandokumentasi. Wawancara dilakukan menggunakan bentuk wawancara semi
terstruktur. Hasil penelitian yang diambil pada bulan 10 Desember 2023 — 10
Januari 2024 menunjukkan Kualitas pelayanan yang baik tentunya dapat
memeberikan manfaat yang banyak bagi Hotel dan agar teteap di percaya di
mata pengunjung. Kualitas layanan yang berkaitan dengan pengalaman
pelanggan ditentukan oleh lima indikator yang biasa dikenal dengan istilah
kualitas layanan “RATER” (responsiveness, assurance, tangible, empathy dan
reliability). Dengan terpenuhi indikator pelayanan tersebut dapat di simpulkan
bahwa guest experience pengunjung dapat di pertahankan dengan memberi
kualitas pelayanan yang memenuhi ke 5 indikator tersebut.

Kata Kunci: Kualitas Pelayanan, Guest Experience, Hotel
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