Peran Guest Relation Officer Dalam Melayani Starwood Preferred Guest Di Sheraton Mustika
Yogyakarta
Resort And Spa
TITIN NOVIYANI S, Pitaya S.E.T, M.Sc.
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/

DAFTAR ISI
HALAMAN JUDUL . ..ottt ee e i
HALAMAN PERNY ATAAN ..ottt i
HALAMAN PERSETUJIUAN ...ttt i
HALAMAN PENGESAHAN. ..., iv
MO T T O e, \Y;
HALAMAN PERSEMBAHAN ..., Vi
KATA PENGANTAR ..o vii
DAFTAR ISH iX
DAFTAR GAMBAR ... Xi
DAFTAR TABEL ...ttt xii
DAFTAR LAMPIRAN ... ettt e e e e e e e e xiii
DAFTAR ISTILAH ..o, Xiv
INT IS AR ettt a e e XV
AB S T R A C T XVi
BAB | PENDAHULUAN
A, Latar BelaKang ........cccvoveiieiieieiiesece e 1
B. Batasan Masalah.........coooovovoii 4
C. RUMUSAN MaASAIAN ... eeeeeeenee 4
D. Tujuan Penelitian .........ccoocoiiiiiiiiiiie e 5
E. ManTaat PeNEIITIAN ......veveeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeenenenenees 5
F. Tinjauan PUStaKa .........ccccoveiieiiiiiic s 6
G LaANOASAN T OO T .ttt eeenenenennes 7



Peran Guest Relation Officer Dalam Melayani Starwood Preferred Guest Di Sheraton Mustika
Yogyakarta
Resort And Spa

TITIN NOVIYANI S, Pitaya S.E.T, M.Sc.

UNIVERSITAS ) ) . . . . . .
GADJAH MADA Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/

H. Metode Penelitian.........ooooovoeoeee 10
. Sistematika PenuliSan .........oooovevoooioe 13

BAB IIl GAMBARAN UMUM

A. Lokasi Sheraton Mustika Yogyakarta Resort & Spa ................... 14
B. Sejarah Sheraton Mustika Yogyakarta Resort & Spa................. 15
C. Fasilitas Sheraton Mustika Yogyakarta Resort & Spa................. 19
D. Struktur Organisasi Front Office Department..............cc.ccocevvnnene 30

BAB Il PEMBAHASAN

A. Job Desc Guest Relation Officer Dalam Memberikan Pelayanan
Terhadap Starwood Preferred GUESL...........cccevveveeieice e, 31
B. Perbedaan Pelayanan Yang Diberikan Oleh Guest Relation Officer
Kepada Starwood Preferred Guest Preferred, Starwood Preferred
Guest Gold Dan Starwood Preferred Guest Platinum................. 49
C. Menganalisis Pengaruh Dari Peran Pelayanan Guest Relation

Officer Terhadap Kepuasan Starwood Preferred Guest .............. 61

BAB IV PENUTUP

AL KESIMPUIAN...c.eii s 63

B. SAran....coo o 64
DAFTAR PUSTAKA .t 65
DAFTAR NARASUMBER .......ocoiiiiiie e 66
LAMPIRAN . L 67

DAFTAR GAMBAR

Gambar 2.1 Peta Lokasi Sheraton Mustika Yogyakarta Resort & Spa........... 14

Gambar 2.2 Deluxe ROOM TWIN B ......uvueieieeiieieieeieeeieieeeieeeeeeeeeeeseseneennenennnens 20



Peran Guest Relation Officer Dalam Melayani Starwood Preferred Guest Di Sheraton Mustika
Yogyakarta
Resort And Spa
TITIN NOVIYANI S, Pitaya S.E.T, M.Sc.
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/

Gambar 2.3 Lagoon Access ROOm- BalCONIES .........cccccvvevvevieiiieieeie e 21
Gambar 2.4 EXeCULiVE SUItE ROOM ........ccviiiiiiiiiici e 22
Gambar 2.5 President SUIte ROOM .........ccooviviiiiiiiiciiiese e 23
Gambar 2.6 ANArowino BIStrO ..........ccoeoiiirieiiiiiiecisee s 24
Gambar 2.7 SUKO WINE LOUNQE ......ccveieiiesieeie e sie et see e sie e 25
Gambar 2.8 Round Table Dinner Set-up at Mataram Grand Ballroom......... 27
Gambar 2.9 Outdoor SWimming POOl ...........cccceviiiiiiiiece e 28
Gambar 2.10 Taman Sari Royal Heritage Spa .........ccccccevvveiiiiieie e 29
Gambar 2.10 Struktur Organisasi Front Office Departement.............c.......... 30
Gambar 3.1 Welcome letter Starwood Preferred GUESt...........cccccvvvreiinennne. 33
Gambar 3.2 Store Requesition Welcome DrinK.........cccccevvveieivieieececicieens 34
Gambar 3.3 AMENIty REGUESE .........ccveieiiece e 35
Gambar 3.4 Welcome Fruit SPG Platinum ..o 36
Gambar 3.5 Welcome Fruit SPG Preferred dan Gold ............cccccoiiiiininnnn 37
Gambar 3.7 Welcome DIiNK.......ccccvieieiiiiiisiieeeee s 39
Gambar 3.8 Local Gift Wayang KayuU..........ccccccvevveieiieieeie e 40
Gambar 3.9 Docket Key Card..........ccoeiieieiiie i 41
Gambar 3.10 Birthday Surprise Capt. Abby SPG Gold..........cccccoveviiiiiinnne 46
DAFTAR TABEL
Tabel 3.1 Checklist Fasilitas Kamar............ccccooviiniiininineeese e 38
Tabel 3.2 Data Starwood Preferred Guest 7 Maret 2016 .............ccooevvevrienne. 50

Tabel 3.3 Data Starwood Preferred Guest 8 Maret 2016 ........ccoooevevveeeeeeeeenn, 55



Peran Guest Relation Officer Dalam Melayani Starwood Preferred Guest Di Sheraton Mustika
Yogyakarta
Resort And Spa
TITIN NOVIYANI S, Pitaya S.E.T, M.Sc.
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/

Tabel 3.4 Data Starwood Preferred Guest 9 Maret 2016 ..........ccoovveeeveeeenennn. 58



Peran Guest Relation Officer Dalam Melayani Starwood Preferred Guest Di Sheraton Mustika
Yogyakarta
Resort And Spa
TITIN NOVIYANI S, Pitaya S.E.T, M.Sc.
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/

DAFTAR LAMPIRAN

Lampiran 1: Sistem Lighspeed Sheraton Mustika Yogyakarta Resort & Spa 67
Lampiran 2 AMenitiesS KAMAT .........ccccveiviiieiieii e 67
Lampiran 3 Safe Deposit BOX..........coiiiiiiiiiiecreee e 68
Lampiran 4 MINIDAr ..o 68



