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ABSTRAK 

Gaizka Tinezia (51220073), Optimalisasi Proses Kerja Untuk Meningkatkan 

Kualitas Pelayanan di Linen Section Hotel Best Western Premier The Hive. 

Pelayanan linen yang berkualitas merupakan salah satu faktor kunci dalam menjaga 

standar kebersihan dan kenyamanan tamu di hotel. Penelitian ini bertujuan untuk 

menganalisis dan meningkatkan kualitas pelayanan di linen section hotel. Metode yang 

digunakan adalah metode penelitian deskriptif kualitatif. Pengumpulan data yang 

digunakan meliputi observasi secara langsung, wawancara dan dokumentasi. 

Berdasarkan hasil penelitian terdapat area yang memerlukan perbaikan, manajemen 

persediaan, proses penyimpanan dan distribusi linen. Dengan menggunakan Theory of 

Constraints (TOC) dalam mengidentifikasi kendala yang dihadapi linen section dan 

menerapkan standar operasional prosedur yang berkualitas, diharapkan dapat 

meningkatkan efisiensi operasional dan kepuasan bagi tamu yang menginap. 

Kesimpulan dari penelitian ini menekankan pentingnya memberi pelatihan 

berkelanjutan kepada staff linen section, serta dapat menggunakan teknologi modern 

untuk meningkatkan kualitas pelayanan di Hotel Best Western Premier The Hive. 

Kata Kunci : Housekeeping, Linen Hotel, Kualitas Pelayanan, Standar Operasional 

Prosedur (SOP), Theory of Constraints (TOC). 

 

 

 

 

 

 

 

 

 

 

 



 

ABSTRACT 

Gaizka Tinezia (51220073), Work Process Optimization to Improve Service Quality 

at Linen Section of Best Western Premier The Hive Hotel. 

Quality linen service is one of the key factors in maintaining cleanliness standards and 

guest comfort in hotels. This research aims to analyze and improve the quality of 

service in the hotel linen section. The method used is a qualitative descriptive research 

method. Data collection used includes direct observation, interviews and 

documentation. Based on the research results, there are areas that require 

improvement, inventory management, linen storage and distribution processes. By 

using the Theory of Constraints (TOC) to identify the obstacles faced by the linen 

section and implementing quality standard operational procedures, it is hoped that 

operational efficiency and satisfaction for staying guests can be increased. The 

conclusion of this research emphasizes the importance of providing continuous 

training to linen section staff, as well as being able to use modern technology to 

improve the quality of service at the Best Western Premier The Hive Hotel. 

Keywords: Housekeeping, Hotel Linen, Service Quality, Standard Operating 

Procedures (SOP), Theory of Constraints (TOC). 
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