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PERAN KOMUNIKASI INTERPERSONAL GURU PRODUKTIF DALAM MEMBANGUN SERVICE
EXCELLENCE SISWA PERHOTELAN
(Studi Deskriptif di SMK SMIP YPPT Bandung)
Athaya Irsyanda Maulina, 2026, Mia Tania, M.I. Kom, Fakultas [lmu Komunikasi,
Universitas Sali Al-Aitaam
Email: irsyandaathaya@gmail.com

ABSTRAK

Penelitian ini dilatarbelakangi oleh pentingnya sof? skill keramahan sebagai fondasi
service excellence bagi lulusan SMK, di tengah bervariasinya kemampuan
komunikasi siswa. Tujuan penelitian ini adalah mendeskripsikan aktivitas
komunikasi interpersonal guru produktif, menganalisis implementasi peran saat
praktik, serta mengidentifikasi hambatan komunikasi dan solusinya. Teori yang
digunakan adalah Komunikasi Interpersonal DeVito, Peran Guru, dan Service
Quality (ServQual) Parasuraman. Penelitian ini menggunakan metode kualitatif
dengan pendekatan deskriptif. Teknik pengumpulan data dilakukan melalui
observasi partisipan pasif, wawancara mendalam, dan studi dokumentasi. Jumlah
informan sebanyak 7 orang yang dipilih secara purposive, terdiri atas 3 guru
produktif, 3 siswa akomodasi perhotelan, dan 1 perwakilan manajemen sekolah.
Hasil penelitian menunjukkan guru membangun pemahaman service excellence
melalui lima dimensi humanistik (keterbukaan, empati, sikap mendukung, sikap
positif, kesetaraan) lewat pendekatan deep knowing dan penciptaan happy class.
Saat praktik, guru mengimplementasikan perannya sebagai fasilitator, teladan (role
model), motivator, dan evaluator yang humanis. Pembahasan penelitian ini
menyimpulkan bahwa komunikasi interpersonal yang humanis dan keteladanan
fisik secara langsung mampu menekan hambatan instruksional berupa mental
block, kecemasan berbahasa asing, dan instruksi ambigu. Pendekatan ini terbukti
secara efektif membentuk kompetensi dan perilaku service excellence siswa secara
menyeluruh.

Kata Kunci: Komunikasi Interpersonal, Guru Produktif, Service Excellence,
Akomodasi Perhotelan, SMK
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THE ROLE OF VOCATIONAL TEACHERS' INTERPERSONAL COMMUNICATION IN BUILDING
HOSPITALITY STUDENTS' SERVICE EXCELLENCE
(A Descriptive Study at SMK SMIP YPPT Bandung)
Athaya Irsyanda Maulina, 2026, Mia Tania, M.1.Kom, Faculty of communication
science, Universitas Sali Al-Aitaam
Email: irsyandaathaya@gmail.com

ABSTRACT

This research war condueted base on the importance of hospitality soft skills as the
foundation of service excellence for vocational graduates. The objective is to
describe the teachers' interpersonal communication activities, analyze role
implementation during practice, and identify communication barriers and
solutions. The theories used are DeVito's Interpersonal Communication, Teacher's
Role, and Parasuraman's Service Quality (ServQual). This research uses a
qualitative method with a descriptive approach. Data collection techniques were
conducted through passive participant observation, in-depth interviews, and
documentation studies. There were 7 informants selected purposively, consisting of
3 vocational teachers, 3 hospitality accommodation students, and 1 school
management representative. The results show that teachers build an understanding
of service excellence through five humanistic dimensions (openness, empathy,
supportiveness, positiveness, equality) via a deep knowing approach and creating
a happy class. During practical activities, teachers implement their roles as
facilitators, role models, motivators, and humanistic evaluators. The discussion
concludes that humanistic interpersonal communication and direct physical
modeling are able to minimize instructional barriers such as mental blocks, foreign
language anxiety, and ambiguous instructions. This approach effectively shapes
students' comprehensive service excellence competencies and behaviors.

Keywords: Interpersonal Communication, Vocational Teacher, Service Excellence,
Hospitality Accommodation, Vocational High School
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