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ABSTRAK

MENINGKATKAN KUALITAS PELAYANAN FRONT OFFICE
DEPARTMENT MELALUI TUGAS DAN TANGGUNG JAWAB
CONCIERGE PADA HOTEL ARTOTEL SUITES MANGKULUHUR
JAKARTA
Oleh:
CHRISTOPER JOVEN B.P.
NPM: 203404516070

Tugas Akhir, di bawah bimbingan Dr. Ramang Husin Demolingo, S.S., M.Par

Hotel Artotel Suites Mangkuluhur Jakarta merupakan salah satu industri hotel di
Jakarta dengan kapasitas hotel bintang 5 pertama dari grup Artotel. Hotel ini
terletak di JI. Gatot Subroto Kav. Il, No.3, RT.1/RW.4, Jakarta, 12930. Lokasi
hotel ini cukup strategis karena dapat dijangkau dari beberapa fasilitas umum di
Jakarta seperti Grand Indonesia, pusat perbelanjaan Thamrin City, Gelora Bung
Stadion Utama Karno, dan jarak tempuh sekitar 44 menit dari Bandara
Internasional. Soekarno-Hatta, Jakarta (CGK). Serta untuk mengetahui rencana
peningkatan kualitas pelayanan front office department melalui tugas dan
tanggung jawab concierge di Hotel Artotel Suites Mangkuluhur Jakarta. Penelitian
ini menggunakan analisis data SWOT dan SOAR untuk merumuskan alternatif
strategi pengembangan. Hasil penelitian menunjukkan bahwa Concierge Hotel
Artotel Mangkuluhur Jakarta mempunyai tugas utama membawa barang bawaan
tamu pada saat check-in dari mobil ke kamar dan membawa barang bawaan tamu
dari kamar ke mobil pada saat check-out. Seorang concierge harus memahami dan
memiliki pengetahuan yang luas tentang hotel dan area lokal di luar hotel. Para
tamu akan datang dan mendekati petugas untuk mengajukan pertanyaan, meminta
saran, dan terkadang mengajukan berbagai permintaan solusi atas masalah.
Kendala yang dihadapi adalah terkait koordinasi dan komunikasi antar sesama

petugas concierge maupun dengan tamu atau pelanggan.

Kata Kunci: Pramutamu, Front Office, Hotel, Kualitas Pelayanan



ABSTRACT

IMPROVING THE QUALITY OF FRONT OFFICE DEPARTMENT
SERVICES THROUGH THE DUTIES AND RESPONSIBILITIES OF THE
CONCIERGE AT THE ARTOTEL SUITES HOTEL MANGKULUHUR
JAKARTA
By:
CHRISTOPER JOVEN B.P.
NPM: 203404516070

Final Project, under the guidance of Dr. Ramang Husin Demolingo, S.S., M.Par

Hotel Artotel Suites Mangkuluhur Jakarta is one of the hotel industries in Jakarta
with the capacity of the first 5 star hotel from the Artotel group. This hotel is located
on JI. Gatot Subroto Kav. Il, No. 3, RT.1/RW.4, Jakarta, 12930. The location of this
hotel is quite strategic because it can be reached from several public facilities in
Jakarta, such as Grand Indonesia, Thamrin City shopping center, Gelora Bung
Karno Main Stadium, and the distance around 44 minutes from Intl Airport.
Soekarno-Hatta, Jakarta (CGK). As well as to find out plans to improve the quality
of front office department services through the duties and responsibilities of the
concierge at the Artotel Suites Mangkuluhur Jakarta Hotel. This research uses
SWOT and SOAR data analysis to formulate alternative development strategies.
The research results show that the Concierge at the Artotel Mangkuluhur Hotel
Jakarta has the main task of carrying guest luggage at check-in from the car to the
room and carrying guest luggage from the room to the car at check-out. A
concierge must understand and have extensive knowledge about the hotel and local
areas outside the hotel. Guests will come and approach the concierge to ask
questions, seek advice and sometimes have various requests for solutions to
problems. The obstacles faced are related to coordination and communication

between fellow concierge officers and with guests or customers.

Keywords: Concierge, Front Office, Hotel, Service Quality
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