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Appendix 1. Letter Of Acceptance 
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Appendix 2. The Result Of Material Expert Judgment By Judges 1 
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Appendix 3. The Result Of Media Expert Judgment By Judges 1 
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Appendix 4. The Result Of Material Expert Judgment By Judges 2 
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Appendix 5. The Result Of Media Expert Judgment By Judges 2 
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Appendix 6. Syllabus 
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Appendix 7. The Result Of Questionnaire By Hotel Staff 

 

Researcher : Fuji Dewanthi 

Practicioner : Kadek Tari (Staff at Hotel Aventus Kuta)  

 

 

Job Description Procedure Answer 

1. Giving hotel information 1. As a front office 

officer, do you provide 

hotel information to 

guests? 

2. What information do 

guests usually ask for 

and 0what do you 

provide to guests? 

3. What procedures do 

you follow when 

providing hotel 

information? 

4. What English 

expressions do you use 

when you provide 

hotel information to 

guests? (Authentic 

example of 

conversation) 

5. What non-language 

forms (posture, hand 

movements, gestures, 

facial expressions) do 

you use when 

providing hotel 

information to guests? 

 

6. What difficulties 

do you encounter 

when providing 

information to 

guests? 

 

7. How do you solve 

this problem? 

1. Yes 

 

 

2. Hotel facilities, 

tourist attractions 

& facilities around 

the hotel, benefits 

from reservations 

chosen by guests 

 

3. Ask for time 

permission from 

the guest if 

providing 

information only 

takes a short time 

in language that is 

communicative 

and easy to 

understand 

 

4. Authentic light 

conversation with 

clear and 

informative 

language so that 

guests understand 

what is being said 

 

5. A non-language 

form that is 

friendly, 

straightforward, 

fast and 

informative so that 

it is easy for 

guests to 

understand 



97 
 

 

 

 

6. Guests are in a 

hurry so the 

information given 

is not conveyed 

clearly 

 

7. Ask guests for 

permission that 

the information 

conveyed is 

important and 

does not take up a 

long time 

10. Recommending 

hotel 

facilities/services 

to the guests 

1. As a front office 

officer, do you 

recommend hotel 

facilities/services to 

guests? 

 

2. In what situations do 

you recommend hotel 

facilities/services to 

guests? 

 

11. What procedures 

do you follow 

when 

recommending 

hotel 

facilities/services 

to guests? 

 

 

 

12. What English 

expressions do you 

use when you 

recommend hotel 

facilities/services 

to guests? 

(Authentic example 

of conversation) 

 

13. Non-language 

forms (posture, 

1. Yes 

 

 

 

2. If the situation and 

condition of the 

guest is deemed 

capable of 

listening to the 

provision of 

facilities & 

services 

 

3. If the guest's 

situation and 

conditions allow 

for the delivery of 

related 

information and 

don't forget to ask 

for permission if 

providing the 

information does 

not take a long 

time 

 

4. Simple 

conversation with 

friendly, 

communicative 

and fast 

expressions 
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hand movement, 

gesture, facial 

expression) when 

recommending 

hotel 

facilities/services 

to guests? 

 

14. What difficulties 

do you encounter 

when 

recommending 

hotel 

facilities/services 

to guests? 

 

15. How do you solve 

this problem? 

 

5. Polite hand 

gestures in 

showing direction, 

something, and 

holding hands 

after conveying 

information after 

it has been 

conveyed 

 

6. Difficulty in 

language 

variations other 

than Bahasa and 

English 

 

7. Coordinate with a 

team that is 

capable of 

speaking other 

than Bahasa and 

English, but if 

there isn't one then 

they will use 

Google Translate 

as a translator 

3.Advising guests where 
to go 

1. As a front office 

officer, do you suggest 

places/tourism spots 

that guests can visit? 

 

2. In what situations 

do you suggest 

places/tourism 

spots that guests 

can visit? 

3. What procedures 

do you follow 
when suggesting 

places/tourism 

spots that guests 

can visit? 
 

 

 

4. What English 

1. Yes 

 

 

 

2. When the situation 

and conditions 

make it possible to 

convey 

information to 

guests so that the 

information can be 

conveyed well 

3. Based on guest 

needs at that time. 

If supporting 

media is provided 

(brochures, 

business cards, 

etc.), then it can 

be given to guests 

so that it can help 
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expressions do you 

use when you 

suggest 

places/tourism 

spots that guests 

can visit? 

(Authentic example 

of conversation) 

 

5. What non-language 

forms (posture, 

hand movements, 

gestures, facial 

expressions) do 

you use when 

suggesting 

places/tourism 

spots that guests 

can visit? 

 

6. What difficulties 

do you encounter 

when suggesting 

places/tourism 

spots that guests 

can visit? 

 

7. How do you solve 

this problem? 

with the problems 

that guests have. 

 

4. Which is easy for 

guests to 

understand with 

clear delivery. It 

can also be 

supported with 

polite hand 

gestures / body 

language 

 

5. Non-language 

forms (posture, 

hand movements, 

gestures, facial 

expressions) are 

polite and easy for 

guests to 

understand 

 

 

6. Language 

variations, 

situations and 

conditions that 

make it less 

possible for 

information to be 

conveyed clearly 

 

7. Ask guests to wait 

directly in the 

room and will be 

followed up 

immediately either 

directly or via 

courtesy call 

4. Handling 

complaints 

1. As a front office 

officer, do you handle 

guest complaints? 

2. What guest 
complaints do you 
usually handle? 

 

 

 

1. Yes 

2. Room 

readiness, room 

availability, room 

condition after 

guests check in, 

images included 

on the online 

platform do not 
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6 What procedures do 

you follow when 

handling guest 

complaints? 

 

 

 

 

7 What English 

expressions do you 

use when you handle 

guest complaints? 

(Authentic example 

of conversation) 

 

 

8 What non-language 

forms (posture, hand 

movements, gestures, 

facial expressions) do 

you use when 

handling guest 

complaints? 

 

9 What difficulties do 

you encounter when 

handling guest 

complaints? 

 

10 How do you solve 

this problem? 

match guests' 

wishes 

 

3. Listen to 

every guest 

complaint 
patiently, 

apologize to 

the guest, 

immediately 

find a solution 

to the ongoing 

complaint, 

then 

coordinate 

with the 

manager 
regarding the 

existing 

complaint 

 

4. Expressions and 

conversations that 

feel empathetic 

and care about 

existing 

complaints and 

remain polite 

 

5. Polite non-

language forms 

(posture, hand 

movements, 

gestures, facial 

expressions). 

 

 

6. If the guest's 

emotions and 

patience have 

reached the limit 

and there is no 

superior in charge 

when the 

complaint occurs 
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7. Give guests the 

opportunity to 

convey existing 

complaints and 

then listen to what 

the guest's 

complaints are. 

After that, 

apologize for the 

complaint that 

occurred and 

forward the guest's 

concerns 

regarding 

complaints to 

superiors and 

management 

5. Multimodality 1. In your opinion, is 

mastery of non-verbal 

language important for 

front office staff to 

have? Why? 

2. What non-verbal 

forms do you use when 

you communicate with 

guests? 

1. Importantly, if there 

are guests who do not 

really master language 

or English, then using 

clear and correct non-

verbal language, 

communication 

between the 

receptionist and the 

guest can occur. 

 

2.Facial expressions, 
gestures, body 
language, which of 
course are conveyed 
clearly and politely 
to guests 
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Appendix 8. Author's Life History 

 

Fuji Dewanthi, lahir di Singaraja pada 

tanggal 6 Februari 2003 sebagai putri 

pertama dari pasangan Nyoman Sudarsa dan 

Nyoman Endang Pujawati. Penulis adalah 

warga negara Indonesia, dan menganut 

Agama Hindu. Saat ini penulis beralamat di 
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Bali. Riwayat pendidikan penulis dapat 

dijabarkan sebagai berikut. Penulis 

menamatkan bangku Pendidikan Sekolah Dasar di SD 2 Menyali lulus pada tahun 

2013. Setelah itu, penulis melanjutkan pendidikan ke bangku Sekolah Menengah 
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