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ABSTRAK 

Nama   : Risma Apriyani  

Program Studi : Ilmu Sosial dan Ilmu Politik  

Judul   : Strategi  Personal  Selling  Receptionist  Hotel  Dalam   Membangun  

  Brand Awareness “Hospitality From The Heart”  

Pembimbing : Dela Anjelawati, S.I.Kom, MA  

 Dalam industri perhotelan yang kompetitif, personal selling menjadi strategi penting 

dalam membangun brand awareness. Resepsionis, sebagai garda terdepan, tidak 

hanya memberikan informasi tetapi juga membangun hubungan emosional dengan 

tamu untuk menciptakan kesan positif terhadap brand hotel. Penelitian ini 

menganalisis penerapan personal selling oleh resepsionis Hotel Amaris Grogol 

Jakarta Barat dalam membangun brand awareness dengan konsep “Hospitality from 

The Heart”. Menggunakan pendekatan kualitatif, penelitian ini dilakukan melalui 

wawancara mendalam dan observasi langsung. Hasilnya menunjukkan bahwa 

personal selling yang dilakukan tidak hanya sebatas promosi fasilitas, tetapi juga 

menciptakan komunikasi yang ramah dan tulus, sehingga meningkatkan kesan positif 

dan loyalitas tamu. Penelitian ini merekomendasikan agar manajemen hotel 

mengoptimalkan teknik personal selling guna memperkuat brand image dan 

meningkatkan pengalaman tamu secara keseluruhan.  

Kata Kunci : personal selling, brand awareness, resepsionis 
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ABSTRACT 

Name  : Risma Apriyani Study  

Program : Ilmu Sosial dan Ilmu Politik  

Title  : Personal  Selling  Strategy  For Internal Receptionist Building Brand  

  Awareness “Hospitality From The Heart”  

Counsellor  : Dela Anjelawati, S.I.Kom, MA  

In the competitive hospitality industry, personal selling is a crucial strategy for 

building brand awareness. As the frontliners, receptionists not only provide 

information but also establish emotional connections with guests to create a positive 

impression of the hotel brand. This study analyzes the implementation of personal 

selling by the receptionists at Hotel Amaris Grogol, West Jakarta, in building brand 

awareness through the concept of “Hospitality from The Heart.” Using a qualitative 

approach, the research was conducted through in-depth interviews and direct 

observations. The results show that personal selling is not limited to promoting hotel 

facilities but also involves warm and sincere communication, which enhances guests' 

positive impressions and loyalty. This study recommends that hotel management 

optimize personal selling techniques to strengthen brand image and improve the 

overall guest experience. 

 

Keywords: personal selling, brand awareness, receptionists 
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