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ABSTRAK 

Penelitian ini bertujuan untuk mengevaluasi kinerja departemen 

housekeeping dalam meningkatkan tingkat okupansi di Hotel Rayz Universitas 

Muhammadiyah Malang. Metode penelitian yang digunakan adalah pendekatan 

kualitatif dengan studi kasus, melalui teknik pengumpulan data berupa observasi, 

wawancara, dan dokumentasi. Fokus penelitian meliputi penerapan Standar 

Operasional Prosedur (SOP) housekeeping, efektivitas pelayanan, serta 

pengaruhnya terhadap kepuasan tamu dan tingkat okupansi. Hasil penelitian 

menunjukkan bahwa kinerja housekeeping mempunyai dampak dalam 

menigkatkan okupansi hotel. Kendala utama yang dihadapi adalah waktu 

pembersihan kamar yang melebihi standar industri (30–35 menit per kamar), beban 

kerja tinggi saat okupansi mencapai 80% ke atas, dan kurangnya pelatihan lanjutan 

bagi staf. Faktor-faktor tersebut berdampak pada keterlambatan penyediaan kamar, 

meningkatnya keluhan tamu, dan penurunan rating hotel di platform Online Travel 

Agent (OTA). Analisis menggunakan model ServQual, KPI, dan SWOT 

menunjukkan bahwa peningkatan efektifitas operasional, penerapan teknologi 

digital dalam housekeeping, serta pelatihan berkala merupakan strategi kunci untuk 

meningkatkan kualitas layanan dan okupansi. Kesimpulannya, optimalisasi kinerja 

housekeeping melalui perbaikan SOP, pengelolaan beban kerja, serta pemanfaatan 

teknologi dapat meningkatkan kepuasan tamu dan mendukung keberlanjutan 

okupansi Hotel Rayz UMM di tengah persaingan industri perhotelan. 

 

Kata kunci: housekeeping, okupansi hotel, kinerja.
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ABSTRACT 

This study aims to evaluate the performance of the housekeeping 

department in improving occupancy rates at Rayz Hotel Universitas 

Muhammadiyah Malang. The research employed a qualitative approach with a 

case study method, utilizing observation, interviews, and documentation for data 

collection. The study focused on the implementation of Standard Operating 

Procedures (SOP), service effectiveness, and their impact on guest satisfaction and 

occupancy levels. The findings reveal that housekeeping performance have an 

impact on increasing hotel occupancy. The main challenges identified include room 

cleaning time exceeding industry standards (30–35 minutes per room), high 

workload during peak occupancy periods (above 80%), and insufficient ongoing 

staff training. These factors lead to delayed room availability, increased guest 

complaints, and decreased hotel ratings on Online Travel Agent (OTA) platforms. 

Analysis using the ServQual model, KPI, and SWOT indicates that improving 

operational efficiency, adopting digital housekeeping technology, and providing 

regular training are key strategies to enhance service quality and occupancy. In 

conclusion, optimizing housekeeping performance through SOP improvements, 

workload management, and technology utilization can increase guest satisfaction 

and sustain hotel occupancy in a competitive hospitality industry. 

 

Keywords: housekeeping, hotel occupancy, performance. 
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