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ABSTRAK 

Imanuel Yeheskiel Michael, Program Studi Teknik Industri, Fakultas Teknologi Industri, 

Institut Teknologi Nasional Malang. Juli 2025, Analisis Strategi Pemasaran Pada Hotel Ubud 

Cottages Malang, Dosen Pembimbing : Dra. Sri Indriani, MM dan Ir. Kiswandono, MM. 

Perkembangan industri perhotelan yang semakin pesat menuntut setiap pelaku usaha 

untuk mampu menyusun strategi pemasaran yang tepat agar tetap kompetitif. Hotel Ubud 

Cottages Malang mengalami penurunan tingkat hunian kamar di tengah tren peningkatan 

industri perhotelan Kota Malang. Kondisi ini menunjukkan bahwa strategi pemasaran dan 

kualitas layanan yang diterapkan belum mampu memenuhi harapan pelanggan, ditandai 

dengan beberapa keluhan terkait fasilitas dan pelayanan hotel. 

Penelitian ini bertujuan untuk mengetahui atau mengukur tingkat kepuasan dan prioritas 

perbaikan dalam pelayanan hunian kamar. Metode digunakan dalam penilaian kualitas 

pelayanan yaitu metode pendekatan Marketing Mix 7P untuk mengetahui nilai GAP yaitu 

sejauh mana perbedaan realita dan ekspetasi terhadap pelayanan yang dirasakan pengguna 

jasa. Metode Importance Performance Analysis (IPA) digunakan untuk mengetahui tingkat 

prioritas perbaikan dari pelayanan hunian kamar hotel. Pengukuran tingkat kepuasan 

berdasarkan 7 elemen, produk (product), harga (price), tampat (place), orang (participant), 

promosi (promotion), proses (process), dan bukti fisik (physical evidence). 

Hasil yang diperoleh dari pengukuran nilai GAP berdasarkan elemen fasilitas kamar 

hotel lengkap dan sesuai kebutuhan saya (-0,285), Kamar hotel bersih dan nyaman untuk 

ditempati (-0,656), Staf hotel melayani dengan ramah dan sopan(-0,012) yang menunjukan 

nilai kepuasan masih kurang memuaskan dan kurang sesuai dengan keinginan pelayanan 

yang dibutuhkan pelanggan 

Kata Kunci: Strategi Pemasaran, Marketing Mix 7P, Importance Performance Analysis 

(IPA), Kepuasan Pelanggan, GAP, Hotel Ubud Cottages Malang. 

  



 
 

 

SUMMARY 

Imanuel Yeheskiel Michael, Industrial Engineering Study Program, Faculty of Industrial 

Technology, National Institute of Technology Malang. July 2025, Marketing Strategy 

Analysis at Ubud Cottages Hotel Malang, Supervisors: Dra. Sri Indriani, MM and Ir. 

Kiswandono, MM. 

The rapidly growing hotel industry demands that every business owner develop 

appropriate marketing strategies to remain competitive. The Ubud Cottages Hotel in Malang 

is experiencing a decline in room occupancy rates amidst the growing trend in the city's hotel 

industry. This situation indicates that the marketing strategies and service quality 

implemented have not met customer expectations, as evidenced by several complaints 

regarding the hotel's facilities and services. 

This study aims to determine or measure the level of satisfaction and priority of 

improvement in room occupancy services. The method used in assessing service quality is 

the Marketing Mix 7P approach to determine the GAP value, namely the extent of the 

difference between reality and expectations of the service felt by service users. The 

Importance Performance Analysis (IPA) method is used to determine the level of priority of 

improvement in hotel room occupancy services. Measurement of the level of satisfaction is 

based on 7 elements, namely product, price, place, people (participant), promotion, process, 

and physical evidence. 

The results obtained from measuring the GAP value based on the hotel room facilities 

elements are complete and according to my needs (-0.285), the hotel room is clean and 

comfortable to occupy (-0.656), the hotel staff serves in a friendly and polite manner (-0.012) 

which shows that the satisfaction value is still less than satisfactory and less than in 

accordance with the service desires required by customers. 

     Keywords: Marketing Strategy, Marketing Mix 7P, Importance Performance Analysis (IPA), 

Customer Satisfaction, GAP, Hotel Ubud Cottages Malang. 
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