BAB V

KESIMPULAN DAN SARAN

5.1 Kesimpulan

Berdasarkan hasil penelitian dan pembahasan serta data-data yang di

dapatkan oleh peneliti, maka peneliti dapat menyimpulkan sebagai berikut :

1. Hotel Copthorne Orchid Penang memiliki banyak tamu yang menginap di
hotel tersebut, namun banyak pula keluhan-keluhan yang timbul dari tamu
yang menginap. Berbagai macam keluhan mulai dari segi service, staff,
facility, own complaint maupun i-rational complaint. Dari berbagai macam
keluhan yang paling banyak mengenai fasilitas didalamnya pula termasuk
tentang kebersihan kamar.

2. Keluhan-keluhan terjadi disebabkan oleh fungsi-fungsi manajemen floor
supervisor yang tidak berjalan dengan baik. Lima fungsi manajemen
diantaranya yaitu perencanaan, koordinasi, pengarahan, pengawasan dan
evaluasi. Floor supervisor sudah melakukan pengarahan dengan mengadakan
briefing dengan karyawan, sudah melakukan pengontrolan baik dimulai dari
pengecekan barang, store, pantry dan alat-alat. Floor supervisor pula sudah
melakukan pengawasan kamar dan karyawan namun tidak menyeluruh dan
upaya lainnya yaitu melakukan pelatihan untuk karyawan khususnya room

section namun tidak secara rutin.



5.2 Saran

Saran untuk pihak hotel

Manajemen hotel sebaiknya menambahkan tenaga kerja room
attendant agar membantu dan mempercepat floor supervisor dalam
pengawasan atau operasional kamar dan memberikan bentuk penghargaan
atau perhatian kepada karyawan housekeeping sebagai contoh sertifikat atau
hal lainnya sebagai motivasi atau dukungan agar karyawan lebih rajin dan
semangat dalam melaksanakan pekerjaan sesuai dengan standar atau teori dan
dapat mengurangi keluhan-keluhan dari tamu yang menginap khususnya
tentang kamar. Adapun saran lain yaitu mengadakan pelatihan secara rutin
setiap 3 bulan sekali untuk karyawan khususnya room section dan penambahan

tenaga kerja agar memudahkan floor supervisor dalam menjalankan tugas.
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comments on our view, price and bed. The hotel have plans to upgrade its
faciliies in the near future. We look forward to welcoming you back to Copthorne
Orchid Hotel Penang. Regards
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“Worst hotel I've stayed in ™
@OOOO Reviewed September 24, 2015 g via mobile
RezaR Copthorne penang is by far the worst hotel I've stayed in. The rooms
@ | review are smelly, dirty, dusty and full of stains. | have just checked in and | am
@ + heloiul vot Inoking for another hotel already I'm generally a very easy going
elprulvotes person but it's not worth the money | paid a single bit. The pillows and
sheets are yellow and dirty The bed is hard and the toilet were dirty.
Stayed September 2015, traveled as a couple
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Cuthng grass Sunday Jam ﬂ 45 out of 5, 28 reviews
@OOOO0 Reviewed November 21,2015 [ via mobile Lastreviewed Mar 29, 2016

. . - Sea Wind Beach Motel
Gianthabbit Slept at 2 am last night. Woken up by two grass cutting noise just 5.0 out of 5, 1 review

Singapore, Singapore outside the room! | mean why you have to arrange grass cutting In the Last reviewed Mar 10, 2016 !
Level °Contnbutor morning? Sunday moming!? You hotel is fully occupied | Wanted to l Ardour Lodge

complain to front desk but the phone not working. 4.0 out of 5, 3 reviews

) sroviews Last reviewed Feb 28, 2016
@ & helpful votes
By the way the first room we checked in was beside the genset room or

ventilation unit which was very noisy.

I'm still in the hotel room right now.

There's nothing good about this hotel. Wish | could record the noise for
you. Very old. Furniture old. Shower not working properly. The room
smelled moldy. Dusty counter. The dust on the corner of floor at least 1
cm thick! Stain on wall and door. Check in took very long 20 mins
waiting. Not worth to pay RM350 to stay here. | really regret and should
have top up another 100 to stay in hard rock. Stay here in copthorne
orchid hotel is like staying in budget hotel. They don't deserve the 4
star. | am disappointed to the max. By the way it 8.44 now and they still
outside cutting grass.

Will | come back here?

Definitely and absolutely NO! You shouldn't too!!!
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HOUSEKEEPING DETAIL REPORT

HOUSEKEEPING STAFF
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