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ABSTRAK 

Industri perhotelan merupakan salah satu sektor penting dalam mendukung 

pertumbuhan pariwisata yang semakin kompetitif. Dalam menghadapi persaingan 

global, kualitas pelayanan menjadi salah satu faktor dalam menarik dan 

mempertahankan tamu. Swissôtel Jakarta PIK Avenue sebagai bagian dari jaringan 

Accor Hotels Group menerapkan nilai-nilai inti perusahaan atau Accor Core Values 

sebagai bagian dari strategi peningkatan kualitas layanan. 

Tujuan dari penelitian ini adalah untuk mengetahui bagaimana penerapan Accor 

Core Values berkontribusi terhadap peningkatan service quality di Swissôtel 

Jakarta PIK Avenue, baik dari sisi implementasi internal maupun pengaruhnya 

terhadap kinerja karyawan dan persepsi tamu. 

Penelitian ini menggunakan pendekatan kualitatif dengan metode studi kasus. Data 

dikumpulkan melalui observasi langsung selama masa On The Job Training, serta 

wawancara semi-terstruktur dengan manajemen hotel dari beberapa departemen 

terkait, yaitu Talent & Culture, Food & Beverage, dan Housekeeping. 

Hasil penelitian menunjukkan bahwa nilai-nilai seperti Guest Passion, Trust, dan 

Sustainable Performance telah ditanamkan melalui pelatihan orientasi dan 

kampanye internal. Namun, belum terdapat pelatihan lanjutan secara berkala untuk 

seluruh karyawan. Terdapat pula tantangan dalam konsistensi penerapan nilai pada 

aspek pelayanan sehari-hari, seperti responsivitas dan kebersihan, yang terlihat dari 

beberapa ulasan tamu. 

Penelitian ini menyimpulkan bahwa penerapan Accor Core Values memiliki 

pengaruh positif terhadap kualitas pelayanan, namun perlu dioptimalkan melalui 

pelatihan lanjutan, evaluasi perilaku kerja, dan pendekatan yang lebih interaktif 

dalam membangun budaya kerja berbasis nilai. 

Kata Kunci: Accor Core Values, Kualitas Pelayanan, Budaya Perusahaan, 

Manajemen Sumber Daya Manusia, Swissôtel Jakarta PIK Avenue 
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ABSTRACT 

The hospitality industry plays a crucial role in supporting tourism growth in an 

increasingly competitive landscape. In response to global competition, service 

quality becomes a key factor in attracting and retaining guests. Swissôtel Jakarta 

PIK Avenue, as part of the Accor Hotels Group, implements corporate core values 

as a strategy to improve service quality. 

This research aims to examine how the implementation of Accor Core Values 

contributes to enhancing service quality at Swissôtel Jakarta PIK Avenue, both 

from the internal operational perspective and its impact on employee performance 

and guest perception. 

The study employs a qualitative approach using a case study method. Data were 

collected through direct observation during an On The Job Training period and 

semi-structured interviews with management representatives from Talent & 

Culture, Food & Beverage, and Housekeeping departments. 

The findings reveal that values such as Guest Passion, Trust, and Sustainable 

Performance are instilled through orientation training and internal campaigns. 

However, regular refresher training have not yet been implemented for all staff. 

Inconsistent application of these values is evident in day-to-day service, 

particularly regarding responsiveness and cleanliness, as reflected in guest reviews. 

This research concludes that the implementation of Accor Core Values has a 

positive impact on service quality but requires further optimization through 

continuous training, behavioral evaluation, and more interactive strategies to 

embed a value-based work culture. 

Keywords: Accor Core Values, Service Quality, Corporate Culture, Human 

Resource Management, Swissôtel Jakarta PIK Avenue 
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