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ABSTRAK

Salsabila, 2025. Strategi Guest Service Agent dalam Pelayanan Tamu VIP (Studi
Kasus pada Hotel Four Points By Sheraton Makassar). Proyek Akhir Program Studi
Pengelolaan Perhotelan, Jurusan Hospitality, Politeknik Pariwisata Makassar.
Pembimbing Muhammad Arfin Muhammad Salim, M.Pd., Ph.D., dan Dr. Islahuddin,
S.Sos.,M.Si.

Penelitian ini memiliki tiga tujuan utama, yaitu (1) mengkaji strategi yang diterapkan
Guest Service Agent (GSA) dalam melayani tamu VIP di Hotel Four Points By
Sheraton Makassar, (2) menganalisis faktor-faktor yang memengaruhi keberhasilan
maupun kendala dalam penerapan strategi tersebut, serta (3) menilai sejauh mana
strategi layanan Guest Service Agent (GSA) berdampak pada tingkat kepuasan tamu
VIP. Metode yang digunakan adalah kualitatif dengan pendekatan studi kasus, di mana
data dikumpulkan melalui observasi lapangan, wawancara dengan Guest Service Agent
(GSA), manajemen hotel, dan tamu VIP, serta studi dokumen. Hasil penelitian
mengungkapkan bahwa strategi utama Guest Service Agent (GSA) mencakup layanan
yang dipersonalisasi, sinergi antar-divisi, dan optimalisasi teknologi untuk memenuhi
kebutuhan tamu VIP. Meskipun menghadapi tantangan seperti keterbatasan SDM dan
tuntutan tamu yang tinggi, solusi seperti pelatihan berkala dan mekanisme umpan balik
terbukti efektif. Implikasi penelitian ini diharapkan dapat menjadi masukan bagi
praktik pelayanan tamu VIP di sektor perhotelan.

Kata kunci : Guest Service Agent, Tamu VIP, Layanan Prima, Kepuasan Tamu.
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ABSTRACT

Salsabila, 2025. Guest Service Agent Strategies in VIP Guest Services (Case Study at
Four Points By Sheraton Makassar). Final Project, Hotel Management Study Program,
Hospitality Department, Makassar Tourism Polytechnic. Supervisors: Muhammad
Arfin Muhammad Salim, M.Pd., Ph.D.,and Dr. Islahuddin, S.Sos., M.Si.

This study has three main objectives: (1) to examine the strategies implemented by Guest
Service Agents (GSAs) in serving VIP guests at Four Points By Sheraton Makassar, (2)
to analyze the factors influencing the success and challenges in applying these
strategies, and (3) to evaluate the impact of GSA service strategies on VIP guest
satisfaction. A qualitative case study approach was employed, with data collected
through field observations, interviews with GSAs, hotel management, and VIP guests,
as well as document analysis. The findings reveal that key GSA strategies include
personalized service, cross-departmental synergy, and technology optimization to meet
VIP guest needs. Despite challenges such as limited human resources and high guest
expectations, solutions like regular training and feedback mechanisms proved effective.
The implications of this research are expected to provide valuable insights for enhancing
VIP guest service practices in the hospitality industry.

Keywords: Guest Service Agent, VIP Guests, Premium Service, Guest Satisfaction,
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