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During the post pandemic era, which people are allowed to do their activities outside, 

the demand of accommodation has arisen. Most people stay at a hotel. The type of 

hotels can be classified as 1 to 5 stars hotels. Luxury accommodation such as 4- or 5-

stars hotel has a position called Guest Relation Officer. Customer satisfaction is a key 

in the service standard of 4- or 5- stars hotels. This study aims to analyze the 

professionalism of Guest Relations Officer towards the customer satisfaction, to 

evaluate the to create service standard that meets the customer’s requirement. Other 

than that, this study also provides the training method of Guest Relations Officer’s to 

create customer satisfaction. Data will be collected from the survey questionnaires 

responded by the hotel’s guest and Guest Relation Officer’s from luxury 

accommodation.  

Guest Relation Officer, Customer Satisfaction, Service Quality, Professionalism, 

Luxury accommodation. 
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