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ABSTRAK 

Raden Reza Bahroem. 41153035120018. Kegiatan Komunikasi Pelayanan Untuk 

Membentuk Loyalitas Tamu. Studi Kasus Di Bagian Resepsionis Grand Royal 

Panghegar Hotel Bandung. Dosen Pembimbing: Dr. H. Eki Baihaki, Drs., M.S.i. , 

Lusy Mukhlisiana, S.Sos., M.I.Kom. 

 

Penelitian ini bertujuan untuk mengetahui Kegiatan Komunikasi Pelayanan untuk 

membentuk loyalitas tamu di Grand Royal Panghegar Bandung. 

 

Penelitian ini menggunakan metode penelitian kualitatif, dengan paradigma 

penelitian konstruktivisme, dan pendekatan penelitian studi kasus. Teori yang 

digunakan adalah Teori Pertukaran Sosial, Teori Pengelolaan Makna dan Teori 

Strategi Kesopanan. Subyek penelitiannya adalah resepsionis di Grand Royal 

Panghegar Hotel Bandung yang ditentukan secara purposif. Proses pengumpulan 

data diperoleh melalui wawancara mendalam dan pengamatan peran serta 

terhadap informan. 

 

Hasil penelitian menunjukan resepsionis kurang memberikan ucapan terimakasih, 

Grand Royal Panghegar Hotel adalah hotel yang sesuai dengan ekspektasi tamu, 

resepsionis memberikan informasi tentang produk dan layanan hotel dengan jelas 

terhadap tamu, resepsionis memiliki kemampuan persuasi atau membujuk 

sehingga tamu menjadi tamu yang loyal, resepsionis memiliki kompetensi 

edukatif kepada tamu tentang produk dan layanan hotel, resepsionis cukup baik 

dalam melayani proses check-in proses check-out dan melayani tamu dengan baik. 

 

Kata Kunci : Komunikasi Pelayanan, Resepsionis, Grand Royal Panghegar Hotel 

Bandung 
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ABSTRACT 

Raden Reza Bahroem. 41153035120018. Event Communications Services To 

Establish guest loyalty. Case Study In The receptionist Grand Royal Panghegar 

Hotel Bandung. Supervisor: Dr. H. Eki Baihaki, Drs., M.S.i. , Lusy Mukhlisiana, 

S. Sos., M.I.Kom. 

 

This research aims to determine the activity of Communication Services to form a 

guest loyalty at Grand Royal Panghegar Hotel Bandung. 

 

This research is using qualitative methods with constructivism research 

paradigm, and use case study approaching. The theory used is the Social 

Exchange Theory, Theory of Meaning Management and Strategy Politeness 

theory. The subjects of the study was the receptionist at the Grand Royal 

Panghegar Hotel Bandung determined purposively. The process of aggregation of 

data obtained through interviews and observation depth as well as the role of 

informants. 

 

The results of this research show the receptionist failed to give thanks, Grand 

Royal Panghegar Hotel is a hotel that is in accordance with the expectations of 

the guests, the reception provides information about products and services of the 

hotel clearly towards guests , the receptionist has the ability persuasion or 

persuade so guests into a loyal , receptionist competence instructive to guests 

about the products and services of the hotel , the reception is good enough to 

serve the process of check -in check-out process and serve the guests well. 

 

Keywords: Communication service, receptionist, Grand Royal Panghegar Hotel 

Bandung 
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