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ABSTRAK

Penelitian ini bertujuan untuk mengetahui peran komunikasi antara Departemen Front Office (FO)
dan Housekeeping (HK)) dalam meningkatkan kepuasan tamu di Mangkuluhur Artotel Suites Jakarta.
Metode penelitian yang digunakan adalah kualitatif dengan teknik wawancara mendalam, observasi,
dan dokumentasi. Informan penelitian terdiri dari staf FO, staf HK, serta pthak manajemen yang
terlibat dalam koordinasi pelayanan tamu. Analisis data dilakukan dengan bantuan NVive untuk
memudahkan proses pengkodean dan pengelompokan data, sehingga tema-tema utama terkait pola
komunikasi, hambatan, dan dampaknya terhadap kepuasan tamu dapat diidentifikasi secara
sistematis. Hasil penelitian menunjukkan bahwa komunikasi FO dan HK berlangsung melalui
berbagai media seperti Property Management System (PMS), telepon internal, aplikasi pesan instan,
briefing harian, dan komunikasi langsung. Komunikasi ini berperan penting dalam memastikan
kelancaran koordinasi status kamar, pemenuhan permintaan tamu, dan penanganan keluhan. Meski
demikian, hambatan seperti keterlambatan informasi, miskomunikasi, dan kendala teknis masih
ditemukan. Upaya perbaikan dilakukan melalui pelatihan, evaluasi rutin, dan optimalisasi teknologi
komunikasi. Kesimpulannya, komunikasi yang terstruktur, cepat, dan akurat antara FO dan HK
berkontribusi signifikan terhadap peningkatan kepuasan tamu. Implikasi praktis penelitian ini adalah
perlunya penguatan sistem komunikasi internal serta peningkatan kompetensi staf untuk mendukung

kualitas layanan perhotelan.

Kata Kunci: Komunikasi, Front Office, Housekeeping, Kepuasan Tamu, Perhotelan
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ABSTRACT

This study aims to examine the role of communication between the Front Office (FO) and
Housekeeping (HK) departments in enhancing guest satisfaction at Mangkuluhur Artotel Suites
Jakarta. The research employed a qualitative method with data collected through in-depth
interviews, observation, and documentation. Informants included FO staff, HK staff, and
management directly involved in guest service coordination. Data analysis was conducted using
NVivo, which facilitated the coding and categorization of data, allowing the identification of key
themes related to communication patterns, barriers, and their impact on guest satisfaction. The
findings reveal that communication between FO and HK is carried out through various channels
such as the Property Management System (PMS), internal telephone, instant messaging applications,
daily briefings, and direct communication. This communication plays a crucial role in ensuring
smooth room status coordination, fulfilling guest requests, and handling complaints effectively.
However, challenges remain, including delays in information delivery, miscommunication, and
technical system issues. Efforts to address these challenges include training, routine evaluation, and
the optimization of communication technologies. In conclusion, structured, timely, and accurate
communication between FO and HK significantly contributes to improving guest satisfaction. The
practical implication of this research is the need to strengthen internal communication systems and

enhance staff competencies to support service quality in the hospitality industry.

Keywords: Communication, Front Office, Housekeeping, Guest Satisfaction, Hospitality
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