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ABSTRACT

The purpose of this research is to understand the application of receptionist
etiquette at Graha Sriwijaya Hotel Palembang, which is located at Jalan Merdeka
No. 09 Palembang. Through this research, the author wants to identify how the
etiquette applied by the receptionist in serving every guest, and every regulation
that should be obeyed by the receptionist in this hotel. The author gets the data
through interview, questionnaire and library research. Based on the comparation
between the theory and the reality, there are some weaknesses found in the
receptionist etiquette application that haven’t been applied optimally. There fore,
the author suggests the hotel manager to solve those problem by organize some
job training, and increase the regulation of punishment for every infraction done
by the receptionist.



x

DAFTAR ISI

Halaman

HALAMAN JUDUL ................................................................................. i

HALAMAN PENGESAHAN................................................................... ii

SURAT PERNYATAAN .......................................................................... iii

LEMBAR PENGESAHAN ...................................................................... iv

MOTTO DAN PERSEMBAHAN............................................................ v

KATA PENGANTAR............................................................................... vi

UCAPAN TERIMA KASIH .................................................................... vii

ABSTRAK ................................................................................................. ix

DAFTAR ISI.............................................................................................. x

DAFTAR GAMBAR................................................................................. xiii

DAFTAR TABEL ..................................................................................... xiv

DAFTAR LAMPIRAN ............................................................................. xv

BAB I PENDAHULUAN

1.1   Latar Belakang ................................................................... 1
1.2 Rumusan Masalah .............................................................. 3
1.3 Ruang Lingkup Pembahasan .............................................. 3
1.4   Tujuan dan Manfaat Penulisan ........................................... 3

1.4.1 Tujuan Penulisan .................................................... 4
1.4.2 Manfaat Penulisan .................................................. 4

1.5   Metodelogi Penelitian......................................................... 4

1.5.1 Ruang Lingkup Penelitian ...................................... 4
1.5.2   Jenis dan Sumber Data ........................................... 4
1.5.3   Metode Pengumpulan Data .................................... 6



xi

BAB II TINJAUAN PUSTAKA

2.1  Pengertian Etika dan Etiket ................................................. 9

2.1.1   Etika.......................................................................... 9
2.1.2  Etiket......................................................................... 10

2.2  Etiket Pelayanan .................................................................. 10
2.3  Tujuan dan Manfaat Etiket .................................................. 12
2.4  Pengertian Profesi dan Profesional...................................... 14
2.5  Macam-macam Etika........................................................... 15
2.6  Teori dan Prinsip-prinsip Etika Profesi ............................... 15
2.7  Perbedaan Etika dan Etiket.................................................. 16
2.8  Pengertian dan Tugas-tugas Resepsionis............................. 16

BAB III GAMBARAN UMUM PERUSAHAAN

3.1 Sejarah Berdirinya Hotel Graha Sriwijaya Palembang ...... 18
3.2   Visi, Misi, dan Motto Hotel Graha Sriwijaya Palembang.. 27

3.2.1  Visi Hotel Graha Sriwijaya Palembang................... 19
3.2.2  Misi Hotel Graha Sriwijaya Palembang .................. 19
3.2.3  Motto Hotel Graha Sriwijaya Palembang................ 20

3.3 Struktur Organisasi dan Uraian Tugas ............................... 20

3.3.1  Struktur Organisasi .................................................. 20
3.3.2  Uraian Tugas ........................................................... 22

3.4 Ruang Lingkup Usaha ........................................................ 24

3.4.1  Produk dan Layanan ................................................ 24

3.5 Penerapan Etiket Resepsionis Pada Hotel Graha Sriwijaya
Palembang ........................................................................... 28

3.5.1 Pedoman-pedoman Etiket Resepsionis Pada Hotel Graha
Sriwijaya Palembang................................................. 28



xii

BAB IV   HASIL DAN PEMBAHASAN

4.1 Penerapan Etiket Resepsionis Pada Hotel Graha Sriwijaya
Palembang ........................................................................... 35

4.2  Analisis Penerapan Etiket Resepsionis Pada Hotel Graha
Sriwijaya Palembang ........................................................... 49

BAB V KESIMPULAN DAN SARAN

5.1   Kesimpulan......................................................................... 56
5.2   Saran ................................................................................... 57

DAFTAR PUSTAKA
LAMPIRAN



xiii

DAFTAR GAMBAR

Halaman

Gambar 3.1     Struktur Organisasi.............................................................. 21



xiv

DAFTAR TABEL

Halaman

Tabel 3.5.1   Tanggapan Responden ........................................................... 30

Tabel 3.5.2   Daftar Pertanyaan Wawancara dengan Resepsionis Hotel
Graha Sriwijaya Palembang................................................... 32

Tabel 4.1.1 Rekapitulasi Jawaban Responden mengenai Sikap dan
Prilaku Resepsionis Hotel Graha Sriwijaya Palembang ........ 36

Tabel 4.1.2 Rekapitulasi Jawaban Responden mengenai Penampilan
Resepsionis Hotel Graha Sriwijaya Palembang..................... 37

Tabel 4.1.3 Rekapitulasi Jawaban Responden mengenai Cara Berpakaian
Resepsionis Hotel Graha Sriwijaya Palembang..................... 39

Tabel 4.1.4 Rekapitulasi Jawaban Responden mengenai Cara Berbicara
Resepsionis Hotel Graha Sriwijaya Palembang..................... 41

Tabel 4.1.5 Rekapitulasi Jawaban Responden mengenai Gerak-gerik
Resepsionis Hotel Graha Sriwijaya Palembang..................... 42

Tabel 4.1.6 Rekapitulasi Jawaban Responden mengenai Cara
BertanyaResepsionis Hotel Graha Sriwijaya Palembang ...... 44

Tabel 4.1.7   Pernyataan Resepsionis tentang Penerapan Etiket Pada
Hotel Graha Sriwijaya Palembang......................................... 46



xv

DAFTAR LAMPIRAN

Lampiran 1 Rekomendasi Ujian Laporan Akhir

Lampiran 2 Tanda Persetujuan Revisi Laporan Akhir

Lampiran 3 Surat Permohonan Pengambilan Data

Lampiran 4 Surat Izin Pengambilan Data

Lampiran 5 Surat Balasan Pengambilan Data

Lampiran 6 Lembar Kunjungan Mahasiswa

Lampiran   7 Lembar Kesepakatan Bimbingan Laporan Akhir Pembimbing I

Lampiran   8 Lembar Bimbingan Laporan Akhir Pembimbing I

Lampiran   9 Lembar Kesepakatan Bimbingan Laporan Akhir Pembimbing II

Lampiran 10 Lembar Bimbingan Laporan Akhir Pembimbing II

Lampiran 11 Lembar Kuesioner

Lampiran 12 Pedoman Wawancara dengan Resepsionis Hotel Graha Sriwijaya
Palembang

Lampiran 13 Pedoman Wawancara dengan Pimpinan HRD Hotel Graha
Sriwijaya Palembang

Lampiran 14 Lembar Dokumentasi


