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ABSTRAK

Penelitian ini bertujuan untuk menganalisis manfaat pelatihan terhadap peningkatan
kinerja pelayanan housekeeping di Hotel Oakwood Suites La Maison Jakarta.
Dalam industri perhotelan, kualitas layanan housekeeping memiliki peran krusial
dalam menjamin kepuasan tamu dan menjaga citra positif hotel. Penelitian ini
mengevaluasi efektivitas program pelatihan yang diterapkan, dengan fokus pada
peningkatan keterampilan teknis, penerapan etika kerja, dan penguasaan teknologi
modern oleh staf housekeeping. Metode yang digunakan meliputi pengumpulan
data primer melalui observasi, wawancara, dan dokumentasi, serta data sekunder
dari studi literatur. Analisis data dilakukan menggunakan metode SWOT untuk
mengidentifikasi kekuatan, kelemahan, peluang, dan ancaman yang terkait dengan
program pelatihan. Hasil penelitian menunjukkan bahwa pelatihan yang
berkelanjutan dan komprehensif berkontribusi signifikan terhadap peningkatan
kinerja staf housekeeping, yang pada akhirnya berdampak positif pada kualitas
pelayanan dan kepuasan tamu. Temuan ini menegaskan pentingnya pengembangan
program pelatihan yang disesuaikan dengan kebutuhan operasional hotel serta

dinamika teknologi dan industri perhotelan yang terus berkembang.

Kata Kunci: Pelatihan, Kinerja Pelayanan, Housekeeping, Hotel, Efektivitas
Pelatihan, SWOT, Kualitas Layanan, Kepuasan Tamu.
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ABSTRACT

This study aims to analyse the benefits of training on improving housekeeping
service performance at Oakwood Suites La Maison Hotel Jakarta. In the hospitality
industry, the quality of housekeeping services plays a crucial role in ensuring guest
satisfaction and maintaining a positive image of the hotel. This study evaluates the
effectiveness of the training programme implemented, focusing on improving
technical skills, application of work ethics, and mastery of modern technology by
housekeeping staff. The methods used include primary data collection through
observation, interviews, and documentation, as well as secondary data from
literature studies. Data analysis was conducted using the SWOT method to identify
strengths, weaknesses, opportunities, and threats associated with the training
programme. The results showed that continuous and comprehensive training
significantly contributes to improving the performance of housekeeping staff, which
in turn has a positive impact on service quality ‘and guest satisfaction. These
findings confirm the importance of developing training programmes that are
tailored to the operational needs of the hotel as well as the dynamics of technology

and the ever-evolving hospitality industry.

Keywords: Training, Service Performance, Housekeeping, Hotel, Training

Effectiveness, SWOT, Service Quality, Guest Satisfaction.
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