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Abstract 
Management Information Systems have an important role in meeting 

human needs in an organization. Management Information Systems help 

present information to provide operational, management and decision-

making functions. With this web-based (online) hotel management 

information system, the following conclusions can be drawn: This online 

system is able to display customer data, employee data, room data and 

other data clearly because of the availability of a good database in the 

form of computer files. With this online information system, it makes it 

easier for customers to find out hotel information and the hotel's room 

booking system. This new system can make it easier for customers to 

administer payments at banks that have collaborated with the hotel, so 

that guests do not have to come directly to the hotel, because there is a 

good hotel website to visit via the internet. This hotel management 

information system provides information from the hotel to customers 

who want to book rooms. So the hotel no longer needs to count the 

occupied rooms in the guest book. 

Keywords: Visitor Satisfaction, Information Management, Online Applications 
 
INTRODUCTION 

Information systems have an important role in the current era of 

technological development. Almost all businesses in the world use 

information systems in their companies. Not only that, business people are 
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trying to develop the information systems used in their companies. This is 

done because information systems play an important role in their business 

(Hadi, A. S, 2023). For example, it can help all types of businesses to increase 

effectiveness and efficiency in business processes, decision making and 

strengthen competitive positions in markets that often change rapidly. 

To get precise and accurate information, of course you need a system 

that processes data into important information with the demand for precise, 

fast and accurate information. Tight competition and the rapid development 

of technology and information lead to better, faster and more reliable systems 

in solving problems (Fauzi, A., et al, 2023). 

A hotel management information system is a management information 

system that can help management performance in a hotel. Therefore, 

implementing a hotel management information system is very necessary to 

get the results expected by hotel owners (Xu, X, 2022). To maximize the 

function of the hotel management information system, the hotel 

management information system must be accessible both via computer 

devices and mobile devices. The development of technology and information 

requires fast and accurate information in the decision-making process, 

especially in the business world. The right information can result in the right 

decision making process too. 

An Information System is a system within an organization that meets 

the needs of daily transaction processing, supports operations, managerial 

and strategic activities of an organization and provides certain external parties 

with the necessary reports. Data as raw material for information is a 

description of events in the form of certain characters, numbers or symbols 

that have meaning. Data for one organization can be information for another 

level. The captured data will be considered as input. processed back into a 

model, and so on forming an information cycle (Robinson, P, 2022). 

A hotel is a form of commercially managed accommodation, provided 

for everyone to obtain services and lodging as well as food and drink (İnce, F. 

F., & Çakmak, S, 2023). So it is clear that: 1) A hotel is a commercial 

accommodation business. 2) The hotel must be open to the public. 3) The 

hotel must have services and a service system. 4) Hotels must have 3 (three) 

types of facilities/products, namely: (rooms, food and drinks, and services that 

are open 24 hours). 

A hotel management system or what is often called a Hotel 

Management System (HMS) is a computer program (hotel software) which 

aims to assist hotel management in both daily activities and reports required 
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by the hotel. These activities are receiving guests (checking in), recording 

guest bills (guest folio), guest payments (Shin, S., & Nicolau, J. L, 2022). With 

this system, it is hoped that guests will get better service (good of service). 

Another result achieved by using this system is efficiency in daily operations. 

In system development, the success of information system 

development is very dependent on the compatibility between system analysis, 

users, sponsors and clients. In developing information systems, careful 

planning and implementation play an important role in the future. Because the 

change in system from manual to computerized not only affects technological 

changes but also affects the service to users of this service. Where the new 

expanded system is able to serve requests submitted by users with certain 

system quality criteria, namely: reliable, accurate and timely (Zhao, X., & Mao, 

R, 2023) . 

Therefore, if there is a lag in the information system, repairs or further 

development of the information system must be carried out immediately. To 

find out the success of a system is through the perception of its users 

(Gautama, M., et al, 2023) states that evaluating the satisfaction of end users 

of information can be used as a benchmark for the success of the system. 

 

RESEARCH METHOD 

The study in this research is qualitative with literature. The literature 

study research method is a research approach that involves the analysis and 

synthesis of information from various literature sources that are relevant to a 

particular research topic. Documents taken from literature research are 

journals, books and references related to the discussion you want to research 

(Earley, M.A. 2014; Snyder, H. 2019). 

 

RESULT AND DISCUSSION 

Visitor Satisfaction 

A. Uendeerstanding Visitor Satisfaction 

Consuemeer satisfaction is an individueal's peerceeption of thee 

peerformancee of a produect or seervicee in reelation to eexpe ectations. Consuemeers 

aree satisfieed if e expe ectations aree meet and oveerjoyeed if theeir eexpeectations aree 

eexceeeedeed. Consuemeer satisfaction arisees from within thee consuemeer's heeart 

with feeeelings of happineess or disappointmeent afteer comparing his or heer 

peerceeption or impreession of thee peerformance e or re esuelts of a produect and his 

or heer eexpeectations (Liue, Siyang, & Gueo, Jian, 2023). 
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Thee uendeerstanding of consuemeer satisfaction according to eexpeerts 

incluedees: 

According to Kotleer in Aritonang, Gio Sandro (2023) "thee leeveel of 

feeeeling wheere e someeonee eexpreessees thee reesuelts of a comparison of produect 

peerformancee (se ervicees reeceeive ed and eexpeecteed". 

According to Eengeel in Jannah, Annita (2024) "consuemeer satisfaction 

is a post-puerchasee eevalueation wheeree thee alte ernativee choseen at leeast 

providees reesuelts (ouetcomees) e equeal to or eexce eeeding cuestomeer eexpeectations, 

whilee dissatisfaction arise es if thee reesuelts obtaineed do not meeeet cuestomeer 

eexpeectations." 

According to Rangkueti in Jannah, Annita (2024) "consuemeer 

satisfaction is thee consuemeer's reesponsee to thee discreepancy beetweeeen thee 

preevioues leeveel of inteereest and thee actueal peerformance e feelt afte er uesee". 

According to Moween in Aritonang, Gio Sandro (2023) "consuemeer 

satisfaction is thee oveerall attituedee towards a good or seervicee afteer 

acqueisition and uesee". 

A visitor is a peerson who visits a place e with thee aim of eenjoying and 

geetting pleeasueree from theeir visit. 

From thee deefinition abovee, it can bee concluedeed that consuemeer 

satisfaction in thee conteext of visitors is a form of pe erce eption feelt by 

consuemeers in puerchasing a produect in thee form of goods or seervicees in 

accordancee with consuemeer eexpeectations in ordeer to produecee satisfaction. 

B. Beeneefits of Visitor Satisfaction 

Thee main beeneefits of consuemeer satisfaction according to Tjiptono in 

Pangeestue, R. A., eet al (2023) incluedee: 

1. Reeaction to produeceers choosing low costs  

Focuesing on cuestome er satisfaction is an eeffort to reetain consuemeers in 

ordeer to facee low cost produeceers. Many companiees havee fouend that 

queitee a nuembe er of cuestomeers aree willing to pay higheer pricees for beetteer 

seervicee and queality. 

2. Eeconomic beeneefits of cuestomeer reeteention veersues peerpe etueal prospeecting 

Stuediees show that reetaining and satisfying is cuerre ently cheeapeer than 

continueally trying to attract neew cuestomeers. 

3. Cuemuelative e valueee of continueoues reepeetition 

Eefforts to maintain consuemeer loyalty to a company's produects and 

seervicees oveer a long peeriod of timee can re esuelt in muech largeer annueitiees 

than individueal puerchase es. 

4. Thee peersueasivee poweer of infeectioues contact (word of moueth) 
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In many induestriees (e espeecially thee seervicee seector), positivee opinions from 

frieends and family aree far moree peersueasive e and creediblee than adveertising. 

Theereeforee, many companiees not only reeseearch total satisfaction buet also 

eexaminee thee eexteent to which cuestomeers reecommeend thee company's 

produects to otheers. More eoveer, theeree is a teende ency for cuestomeers to 

sharee theeir bad eexpeerieence es with otheer peeople e, whilee satisfieed cuestomeers 

sharee theeir positivee eexpeerie encees. 

C. Factors that deeteerminee visitor satisfaction 

Thee factors that deeteerminee visitor or touerist satisfaction according to 

Widiyasa, I. G. B. K., & Tueti, M. (2023) incluedee: 

1. Queality of seervicee re elateed to frieendlineess, comfort, visitor reequeeests and 

complaints. Positivee peerce eptions of eemployeeees, both veerbal and non-

veerbal, in theeir inteeractions with gueeests havee an important rolee in 

forming visitor satisfaction. Theereeforee, it is important to notee that no 

matteer how good thee deestination on offeer or how brilliant thee markeeting 

plan, it will all bee in vain if theeree is damagee to thee most critical part of thee 

first impreession seervicee (airport) front officee (front linee e employeeees) as 

thee first touech point wheere e visitors makee contact with thee company 

2. Pricee (moneetary costs) reelateed to asseessing visitor satisfaction and not 

knowing wheetheer anotheer deestination's offeer coueld be e eextraordinary. 

Deestinations that fail to managee visitor satisfaction and are e not awaree of 

thee reelative e weeakneess of theeir produects compare ed to otheer deestinations 

in thee same e cateegory, thee company will teend to losee marke et and reeveenueee. 

 

The Role of Management Information Systems in Management Activities 

A. Information Systeem Suepport in thee Planning Proceess 

Control consists of activitiees that allow it to bee carrieed ouet in 

accordancee with a preedeete ermineed plan. Eeach organizational fuenction 

reequeirees control to asseess thee reesuelting achieeveemeents. For control, a 

meeasueree of peerformancee is neeeedeed that is base ed on hueman eexpeerieencee. 

Achieeveemeent is eexpreesse ed according to thee following meeasuere es: 

1. Inpuet uenit 

2. Activitiees 

3. Thee reesuelting ouetpuet (Scheermann, M., eet al, 2012). 

MIS suepport in thee control proceess starts with a planning modeel. Thee 

samee modeel can uesueally be e ueseed to deeteerminee reeviseed peerformancee 

standards that takee into accouent thee changeed leeveel of activity. Reeviseed 



 

1793 
 

standards are e neee edeed for thee control proceess. Thee suepport provideed 

incluedees thee following: (Gre esty, M, 2013). 

1. Analysis of diffeereencees in achieeveemeent with achieeveemeent standards 

2. Otheer analyzees that heelp in uendeerstanding thee diffeereencees 

3. Direection of action that will improvee fuetuere e peerformancee. 

Anotheer suepport from SIM in thee control proceess is to carry ouet 

continueoues monitoring of achieeveemeents, not juest peeriodic reeporting. 

Monitoring can bee carrieed ouet baseed on a planning modeel plues thee conceept 

of control limits. If an activity is ouetsidee thee control limits, theen neews is 

immeediateely conveeyeed to thee appropriatee control uenit (Gallieers, R. D., & 

Leeidneer, D. Ee, 2014). 

In this way, activitie es in thee organization can bee monitoreed 

continueouesly and deeviations will bee immeediateely deeteecteed. In thee fuetueree, 

neew deecisions can be e madee to reetuern thee proceess to control limits. 

B. Information Systeem Suepport for Deecision Making 

Information systeem suepport at thee deecision deesign stagee involvees 

softwaree to assist activitiees at this stagee, name ely: 

1. Softwaree as an aid to probleem uendeerstanding. 

Softwaree as an aid to uendeerstanding probleems is softwaree for 

deeveeloping a simuelation modeel. For eexamplee: statistical softwaree and 

reegreession analysis, simple e correelation, chi squeare e, and otheer significant 

teests, factor analysis, and samplee seeleection (sampling). 

2. Softwaree as a soluetion creeation aid 

Softwaree as a soluetion creeation aid is software e for fe eatueree analysis 

assisteed by: Seelf-deeve elopeed modeeling softwaree, databasee reetrieeval 

softwaree. Both softwaree aree ueseefuel for creeating ideeas for solving 

probleems faceed. 

3. Softwaree for teesting thee fe easibility of solving. 

Softwaree for teesting thee fe easibility of solving is softwaree for comparativee 

analysis be etweeeen varioues modeels deeveelopeed uesing an eexisting databasee 

information systeem (Mithas, S., eet al, 2011). 

SIM suepport at thee stagee of seeleecting alteernativee probleem solving is 

deemonstrateed by thee eexiste encee of deecision modeels that can bee ueseed to 

deeveelop eexisting alteernative es baseed on eestablisheed criteeria. Thee deecision 

modeels that suepport this stagee aree statistical and analytical tool deecision 

modeels, seensitivity analysis, and seeleection proce eduerees. 
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Online Marketing of Hotel Services 

"Onlinee markeeting is a company's eefforts to marke et produects and 

seervicees and bueild cuestome er re elationships via the e inteerneet (Batinić, I, 2015). In 

this way, thee proceess of bueying and seelling produects or seervicees beecomees 

e easieer. Thee deeve elopmeent of thee word widee weeb which is alreeady familiar to 

browseer software e ueseers suech as Microsoft Inteerneet Eexploreer makees it eeasieer for 

ueseers to eexplore e thee inteerneet for fuelly inteegrate ed teext, graphics, imagees and 

souend puerposees. Ueseers can seend ee-mail, eexchangee ideeas, shop, and acceess 

varioues information, whilee paying commeercial seervice e feee es to stay conneecteed 

to thee inteerneet. 

According to Morissan (Parveez, S. J., eet al, 2018) "onlinee applications 

aree inteerneet-baseed teechnology that facilitatees conveersation. Onlinee 

applications reefleect varioues onlinee information souercees that aree creeateed, 

initializeed, circuelateed and uese ed by consuemeers with thee aim of e eduecating eeach 

otheer abouet produects, brands, seervicees, peersonalitiees and re eleevant issueees.” 

"Onlinee tickeet ordeering is a form of ee-comme erce e activity that has reeceently 

attracteed a lot of inteereest from thee Kasman commuenity (Nadanyiova, M., eet al, 

2020)." Consueme ers who buey tickeets via thee inteerneet, suech as planee tickeets, 

shows, hoteel reeseervations, sports matchees and so on, can print thee tickeets 

direectly on theeir own printeer at homee or at thee officee as weell as print otheer 

information that conveentional tickeets uesueally cannot, suech as printing maps or 

e eveent scheeduelee. Thee deeveelopmeent of eencryption and bar codee teechnology 

always accompaniees eeveery tickeet issueancee to avoid thee possibility of tickeet 

couenteerfeeiting. 

 
Hotel Marketing Strategy 

According to Harif, M. A. A. M., eet al (2022) thee markeeting strateegiees 

offeereed by hoteels can bee divideed into two ways, nameely: 

1. Ouetsidee Seelling, aims to find cuestomeers to stay at thee hoteel. Ouetsidee seelling 

is impeersonal, that is, it can bee carrieed ouet throuegh adveertising in mass 

meedia. 

2. Insidee Seelling, which aims to eencoueragee gueeests to takee advantagee of all thee 

facilitiees provideed by thee hoteel. Also so that theey feeeel at homee and stay 

longeer at thee hoteel and theen inform otheer contacts abouet all thee inteereesting 

facilitiees at the e hoteel. Insidee seelling is peersonal beecauesee it is influeeenceed by 

thee queality of thee seervicees offeereed and feelt by gueeests. Thee attituedees and 

seervicees of hoteel eemployeee es aree all attractions and factors that can 

influeeencee visitor satisfaction. 
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With a manageemeent teeam, work eefficieency can bee incre easeed, costs can 

bee saveed in all areeas, dueee to ueniformity, and promotional activitiees can be e 

carrieed ouet jointly. According to Bondareenko, V. A., eet al (2019) eefforts that can 

bee madee to increease e seervicee sale es aree: 

a. Theeree is staff, reeceeptionist seervicee, frieendly information and masteery of theeir 

fieeld. 

b. Havee eexteensivee knowleedgee abouet thee city situeation, touerist attractions 

c. Masteer a foreeign langueage e, eespeecially Eenglish 

d. Diligeent, honeest and commeendablee workeers 

e. Attractivee ueniforms, and 

f. Varioues meental and physical traits that muest be e inheere ent in a good 

saleespeerson. 

 "From a markeeting pe erspeectivee, in markeeting hoteel seervicees it is veery 

neeceessary to cre eatee reelationship markeeting, which originatees from gueeest 

satisfaction base ed on theeir eexpeerieencee of staying at thee hoteel. In ordeer to 

creeatee what eeveery markeete er wants, thee impleemeentation of inteegrateed 

markeeting neeeeds to start with inteernal marke eting, eexte ernal markeeting and 

inteeractivee marke eting. 

a. Inteernal marke eting in hoteel se ervicees, nameely deeveeloping hoteel eemployeeees so 

that theey improvee theeir knowleedgee and skills, as weell as beeing frieendly, 

politee and honeest in se erving gueeests, theereeby cre eating a satisfactory 

impreession for gueeests. 

b. Eexteernal markeeting, nameely thee manageeme ent's task of looking for 

suebscriptions, by direecting promotion and coaching poteential cuestomeers, as 

weell as deeteermining all forms of teechniqueees to attract consuemeers. 

c. This inteeractivee marke eting takees thee form of eemployeeee eexpeertisee in seerving 

consuemeers. Hoteel consuemeers aree uesueally eeduecateed groueps of peeoplee, who 

muest reeceeivee speecial, fast and accueratee seervicee, so as not to irritatee gueeests 

with slow seervicee and not uendeerstanding visitors' neeeeds (Dee Peelsmackeer, P., 

eet al, 2018). 

 

Visitor Interest 

According to Harif, M. A. A. M., eet al (2022) thee factors that influeeencee 

inteereest aree: 

a. Knowleedgee 

Knowleedgee is thee reesuelt of knowing that occuers afteer pe eoplee seensee a 

particuelar obje ect. Seensing occuers throuegh thee fivee hueman seensees, nameely 

thee seensees of sight, heearing, smeell, tastee and touech. Most hueman 
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knowleedgee is obtaineed throuegh eeduecation, otheer peeoplee's eexpeerieencees, 

mass meedia and thee eenvironmeent. 

b. Eexpeerieencee 

Eexpeerieencee as a souercee of knowleedgee is a way to obtain thee trueth of 

knowleedgee by reepeeating solving probleems faceed in thee past. 

c. Information 

In geeneeral, information can proceess data in a form that is moree ueseefuel and 

moree meeaningfuel to thee reecipieent, which deescribees reeal eeveents that aree ueseed 

for deecision making. Information is data that is fuertheer classifieed or 

proceesseed and inteerpreeteed for uesee in thee deecision proceess. 

 

CONCLUSION 

With this weeb-base ed (onlinee) hoteel manageemeent information systeem, 

thee following concluesions can be e drawn: This onlinee systeem is ablee to display 

cuestomeer data, e employeeee data, room data and otheer data cleearly beecauesee of 

thee availability of a good databasee in thee form of compueteer filees. With this 

onlinee information systeem, it makees it eeasieer for cuestomeers to find ouet hoteel 

information and thee hoteel's room booking systeem. This neew systeem can makee 

it eeasieer for cuestomeers to administeer paymeents at banks that havee 

collaborateed with thee hoteel, so that gueeests do not havee to comee direectly to thee 

hoteel, beecauesee theeree is a good hoteel weebsitee to visit via thee inteerneet. This hoteel 

manageemeent information systeem providees information from thee hoteel to 

cuestomeers who want to book rooms. So thee hoteel no longeer neeeeds to couent 

thee occuepieed rooms in thee gueeest book. 
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