THE IDENTIFICATION OF FRONT OFFICE STANDARD
OPERATIONAL PROCEDURES (SOP) USED IN U PAASHA
SEMINYAK BALI

TUGAS AKHIR

Diajukan kepada
Universitas Pendidikan Ganesha
untuk memenuhi salah satu persyaratan
dalam Menyelesatkan Program Studi Diploma 11 Bahasa Inggris
Jurusan Bahasa Asing

Oleh:
Gede Susila Mantara
NIM 1902041012

PROGRAM STUDI DIPLOMA 11l BAHASA INGGRIS
JURUSAN BAHASA ASING
FAKULTAS BAHASA DAN SENI
UNIVERSITAS PENDIDIKAN GANESHA
SINGARAJA
2022












ACKNOWLEDGEMENTS

Firstly, the writer would like to extremely thank to Ida Sang Hyang Widhi

Wasa, for blessing this study. The writer would like to thank to everyone who

helped and support in in this final project process,

1.

Made Aryawan Adijaya, S.Pd., M.Pd. as a Head of Diploma Il English
Study Program.

I Ketut Armawan, S.Pd., M.Pd., and Dr. Ni Putu Era Marsakawati,
S.Pd., M.Pd. as the supervisors. Thank you for your guidance, support,
correction, and valuable suggestions.

All of the Diploma lil English Study Program's lecturers who shared
their knowledge, experiences, and assistance for three years.

The writer’s parents-and family. Thank you for your mental support and
your financial assistance.

the writer's friends, classmates, and everyone else who cannot be

mentioned one by one. Thank you for the support.

Finally, the writer hopes this study could be reference to everyone in the

future. This study is far from perfect, feedback, criticisms and suggestions are

needed to complete this study in the future.

Singaraja, 15 July 2022

The Writer



TABLE OF CONTENTS
ACKNOWLEDGEMENTS ..ottt ssssans i
ABSTRACT oottt ii
TABLE OF CONTENTS ...ooiiiiieieieississieste st iii
LIST OF APPENDICES .....ovuiiiiiiiiiiesieisie s v
LIST OF TABLE ..ottt vi
CHAPTER | INTRODUCTIONS ....oiiiiireriessesessiie eseessessessessessessesessessessssssssens 1

1.1 Background Of STUAY ...ccoiiiiiiiiii b i cne et e 1
1.2 RESEAICH QUESTIONS ....cuveeveeiveeeiseeesseeessnssssaesssessborssnseessseesssenes 2
1. 3PS e | | S A ... 2
1.4 Significance of the study ...........cccociiiiii i 2
CHAPTER Il REVIEW OF LITERATURE .......ccoovvuimmirunssssssssssssssssssscoseesssssesssesnns 4
2.1 Front Office Department ..........ccccocvviveiieeneesessnnscieeeneenieeseeenns 4
2.2 Functions and Roles of Front Office Department ................... 4
2.3 The Front OffiCe SECLIONS .....cccvevuvieeiueiieiieaieeciieeeseeie e 6
2.4 Definition Of SOP (Standard Operational procedure) ............. 9
CHAPTER 11l RESEACH AND METHOD .......cooovviirvvoeneesieessesessesssesesssesenssnns 11
3.1 ReSEarch DESIGN ......ccceiiiiiiiiieiieiie st 11
3.2 Subjects of the StUdY ........ccceviriiieiee 11
3.3 Method of data collection ............ccccvevvevieve v 11
3.4 Procedures of Collecting Data.........ccccovvevenieeieiienesieseenn,s 12
3.5 Procedures Data ANalySIS .......ccocveieiieeieiieneeie e 12
CHAPTER IV RESULTS AND DISCUSSION........coomrvirrienriiiessisessissnsssinenes 13



AL RESUITS ..o 13
4.2 DISCUSSIONS ..o, 53
CHAPTER IV CONCLUSIONS AND SUGGESTIONS ..., 61
5.1 CONCIUSIONS .o, 61
5.2 SUQQESHIONS ..ottt 61
REFERENCES. ..o P N 63

APPENDICES ... . N 64



Vi

LIST OF APPENDICES
Appendix 1. Courtesy call after Check in..........ccccoeieiiiiiiinice 65
Appendix 2. Handling complaint Sheet...........cccov e 65
Appendix 3. Courtesy call CheCk OUL ..o 65
Appendix 4. ESCOrting guest SNEEL...........coviiiieieieie e 65
Appendix 5. Handling Luggage Sheet .........ccccvevieeieciisie e 66
Appendix 6. Key €ard traCking ..........cocoiieiiiiiieieie e 66
APPENTIX 7. LUGUAGE A0 . titueeirierreireeireasesseesseesseasiinscaeesseesseessesseessessesseessesssenns 67
Appendix 8. MiSCellanBous CRAGE ......cciuruii it etk e 67
Appendix 9. RECAII 100 . i it e aneenne s et 68
Appendix, JEEELCTH——_— e R N LA .. .......... 68

vi



vii

LIST OF TABLES
Table 4.1.3.1. Handling guest check-in ..........cccooovviviviiiin e, 14
Table 4.1.3.2. Handling group check-in .........cccoovevvivieniniiniieann, 18
Table 4.1.3.3. Handling guest check-0ut ..........c.cccocveviievininiieien, 22
Table 4.1.3.4. Handling walk — IN.........ccccooviviiiii i, 24
Table 4.1.3.5. allocating gUESt FOOM .........ccvvrieiieee e 28
Table 4.1.3.6. Handling guest extend Stay ......c.....cccceveveviveiiveiirnnnnnn, 29
Table 4.1.3.7. Extend stay guest reservation on system .................... 31
Table 4.1.3.8. Handling guest N0 SNOW..........ccceiiiiviiiieieciine e, 32
Table 4.1.3.9. Welcome guest on arrival ........ccccceeiiiviienieiiec e, 37
Table 4.1.3.10. Answering External calls..........cccocoviiiinnnnn, 35
Table 4.1.3.11. Answering Internal calls...........ccccovveiieniiiinnnne, 36
Table 4.1.3.12. Handling wake up call Service.........ccc...cooovvvenennne, 37
Table 4.1.3.13. Courtesy call guest after check -in ................cccc... 38
Table 4.1.3.14. Courtesy call guest check out tomorrow .................. 40
Table 4.1.3.15. Handling guest move ro0m..........ccccceevvevveiiesnecnnenn, 42
Table 4.1.3.16. Handling guest luggage ........cccoovevirienennninienieene, 44
Table 4.1.3.17. Escorting guest to the room. ..........cccceevviniiieniennnn, 46
Table 4.1.3.18. Handling guest luggages storage in long term and short

vii



viii

Table 4.1.3.19. Handling guest complaint ...........ccccooioniinineniennne 50
Table 4.1.3.20. Collect payment to the guest...........cccccevevevveieennnnns 51
Table 4.1.3.21. Handling late check out .........c.cccooevviviiiieccicceeie 53

viii






