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Appendix 2. The Result Of Questionnaire By Hotel Staff

Researcher : Komang Deby Arya Devi

Practicioner :

Kuta)

Kadek Tari Purnama Sari (FO Supervisor at Hotel Aventus

Tabel Appendix Interview Result 1

Job Description Procedure Answer
1. Handling As a front office attendant, | Yes
reservation do you handle guest
reservations?
What are the most common | Online platform;
mediums used by guests | tiket.com, traveloka,
when making reservations? | booking.com, agoda,
serta  offline travel
agent

What procedures do you
follow when handling
guest reservations?

Greetings - ask for
booking confirmation
(through the guest
booking platform); if it
has been inputted by
the system, it can
immediately  process
check in / if not; ask
the guest if it can be
shown proof  of
confirmation via email
/ other evidence - if it
Is confirmed, it will
immediately  process
the creation of a guest
reservation according
to the type of room
order chosen.

What English expressions
do you use when you
handle guest reservations?
(Authentic examples of
conversations/emails, etc.)

Authentic light-hearted
conversation with
clear and informative
language so that guests
understand what is
being said.

What non-language forms

Friendly,




(posture, hand movement,
gesture, facial expression)
do you use when handling
guest reservations?

straightforward, fast,
and informative non-
language forms that
are easily understood
by guests

What difficulties do you
encounter when handling
guest reservations?

If the proof of room
order is not confirmed
by the hotel system,
then the method of
payment made by the
guest is not matched
by the hotel system, as
well as glitching that
occurs  when  the
system is down and
the hotel is in high
occupancy conditions
so that guests do not
get the room as
ordered

How do you solve these
problems?

Do apologize with the
guest  first, then
coordinate with the
manager/management
regarding the obstacles
that occur

2. Cancellation
reservation

of

As a front office staff, do
you handle reservation
cancellations?

Yes, but not always
because the
cancellation must be
approved by the E-
commerce and
reservation parties.

What are the most common
mediums used by guests
when canceling a
reservation?

Based on the platforms

(both  online and
offline)  used by
guests.

What is your procedure
when  handling  guest
reservation cancellations?

Ask the guest about

the reason for
canceling the
reservation - if the
reason is clear and
strong, the receptionist
will forward the
reservation

cancellation to the
reservation and E-

commerce parties.




Then the reservation
cancellation will be
processed immediately

What English expressions
do you use when you
handle guest reservation
cancellations?  (Authentic
examples of
conversations/emails, etc.)

Authentic light-hearted
conversation with
clear and informative
language so that guests
understand what is
being said

What non-language forms
(posture, hand movement,
gesture, facial expression)
do you use when handling

Friendly,

straightforward, fast,
and informative non-
language forms that

guest reservation | are easily understood
cancellations? by guests
What difficulties do you | If the cancellation

encounter when handling
guest reservation
cancellations?

process takes a long
time and the creation
of a new reservation
requires  proof  of
cancellation of the
previous reservation.

How do you solve these
problems?

Do apologize to guests
if the reservation
cancellation  process
takes a long time and
immediately process a
new reservation that
has been approved by
the online/offline
travel agent and the

relevant hotel
management who
handles the reservation
cancellation
3. Handling no | As a front office staff, do | Yes
show you handle no-shows?

What is your procedure for
handling no-shows?

Confirm that the guest
is indeed not present
on the selected check
in date; confirmation
can be via telephone /
email.

What English expressions
do you use when you
handle no shows?
(Authentic  conversation

If a no show occurs via
email, the delivery of
information provided
is in accordance with




example)

the hotel's standard
email structure.

What non-language forms
(posture, hand movement,
gesture, facial expression)
do you use when dealing
with no shows?

What difficulties have you
encountered when handling
no shows?

If there is no further
information from the
guest regarding the no
show.

How do you solve these
problems?

Coordinate with
reservations and E-
commerce regarding

no shows that occur.

Giving
information

hotel

As a front desk clerk, do
you provide hotel
information to guests?

Yes

What information  do
guests usually ask for and
what do you provide to
guests?

Hotel facilities, tourist
attraction & facilities
around -~ the hotel,
benefit ~ from  the
reservation chosen by
the guest

What procedures do you
follow when providing
hotel information

Request time
permission from the
guest if providing
information takes only
a short time with
communicative  and
easy-to-understand
language

What English expressions
do you use when you give
hotel information  to
guests? (Authentic
example of a conversation

Authentic light-hearted
conversation with
clear and informative
language so that guests
understand what is
being said

What non-language forms
(posture, hand movement,
gesture, facial expression)
do you use when providing
hotel information  to
guests?

Friendly,
straightforward, quick,
and informative non-
language forms that
are easily understood
by the guest

What difficulties do you
encounter when providing
information to guests?

Guests are in a hurry
so the information
provided IS not




conveyed clearly

How do you solve these | Ask the guest for

problems? permission that the
information is
important and  not
time-consuming.

Handling Check - in As a front office staff, do | Yes
you handle check in
guests?

What is your procedure
when handling check-in?

Greetings - ask if you
have a reservation; if
so, the receptionist
will ask for the guest
ID  (either  KTP,
KITAS, PASSPORT,
etc.) indicating that the
person is the one with
the reservation and
proceed to the guest
data registration
process

What English expressions
do you use when you
handle guests checking in?
(Authentic example of
conversation )

Expressions that are
certainly friendly and
welcoming so that
guests feel that they
have been welcomed
by the receptionist

What non-linguistic forms
(posture, hand movement,
gesture, facial expression)
do you use when providing
hotel information  to
guests?

Friendly,
straightforward, quick,
and informative non-
language forms that
are easily understood
by guests 4.

What difficulties did you
encounter when handling
check in guests?

Room readiness with
housekeeping

How do you solve these
problems?

Coordinate with
housekeeping in
advance about how

long the room will be
ready and inform the
guest. If the guest is
reluctant to wait, the
receptionist can direct
the guest to other hotel
facilities

Recommending  hotel

As a front desk staff, do

Yes




facilities/services to the
guests

you recommend hotel
facilities/services to
guests?

In what situations do you
recommend hotel
facilities/services to

guests?

If the situation and
conditions of the guest
are considered capable
of listening to the
provision of facilities
& services

What is your procedure
when recommending hotel
facilities/services to
guests?

If the situation and
conditions of the guest
allow for the delivery
of related information
and do not forget to
ask permission if the
provision of
information does not
take a long time

What English expressions
do you use when you

recommend hotel
facilities/services to
guests? (Authentic

conversation example)

Simple conversations
with friendly,
communicative  and
quick expressions

Non-language forms
(posture, hand movement,
gesture, facial expression)
when recommending hotel

Polite hand gestures in
indicating directions,
things, and manganjali
after the delivery of

facilities/services to | information after it has
guests? been delivered

What difficulties do you | Difficulty with
encounter when | language  variations
recommending hotel | other than Language
facilities/services to | and English

guests?

How do you solve these | Coordinate with a

problems?

team that is able to
speak other languages
and English, but if
there is no one, we
will use google
translate media as a
translator.

Advising guests where
to go

As a front office staff, do
you suggest places/tourism
spots that guests can visit?

Yes

In what situations do you
suggest places/tourism

When the situation and
conditions allow for




spots that guests can visit?

the delivery of
information to guests
so that information can
be conveyed properly

What is your procedure
when suggesting
places/tourism spots that
guests can visit?

Based on the guest's
needs at that time. If
supporting media s
provided (brochures,
business cards, etc.),
then it can be given to
guests so that it can
help the obstacles that
guests have

What English expressions
do you use when you
suggest places/tourism
spots that guests can visit?
(Authentic example of a
conversation)

Easy to understand by
guests  with  clear
delivery. Can also be
supported by polite
hand gestures / body
language

What non-linguistic forms
(posture, hand movement,
gesture, facial expression)
do you use when
suggesting  places/tourism
spots that guests can visit?

Non-language forms
(posture, hand
movement,  gesture,

facial expression) that
are polite and easy to
understand by guests

What difficulties do you
encounter when suggesting
places/tourism spots that
guests can visit?

Language variations,
then situations and
conditions that do not
allow the delivery of
information to be
conveyed clearly

How do you solve these
problems?

Asked guests to wait
directly in the room
and will be followed
up either directly or
through courtesy calls.

Handling complaints

As a front office staff, do
you handle guest
complaints?

Yes

What guest complaints do
you usually handle

Room readiness, room
availability, room
conditions after guests
check in, images
included on the online
platform are not in
accordance with the
wishes of guests

What is your procedure

Listen to every guest




when  handling  guest | complaint patiently, do

complaints? apologize with guests,
immediately find
solutions to ongoing
complaints, then
coordinate with
managers  regarding
existing complaints

What English expressions | Expressions and

do you use when you
handle guest complaints?
(Authentic  conversation
example)

conversations that feel
empathetic and caring
towards the grievance
and remain polite

What non-language forms
(posture, hand movement,
gesture, facial expression)
do you use when handling
guest complaints

Polite  non-language
forms (posture, hand
movement,  gesture,
facial expression)

What difficulties do you
encounter when handling
guest complaints?

If the guest's emotions
and  patience have
reached the limit and
there is no supervisor
in incharge when a
complaint occurs

How do you solve these
problems?

Giving  guests to
convey existing
complaints and

followed Dby listening
to what the guest's
complaint is. After
that, apologize for the
complaint that
occurred and forward
what is the guest's
concern regarding the
complaint to the
superior and
management.

Handling check out

As a front office attendant,
do you handle check out
guests?

Yes

What is your procedure
when  handling  guests
checking out?

Request permission to
wait for the room
checking process and
billing during the stay
if there is any

What English expressions

Friendly  expressions




do you use when you
handle guests checking
out? (Authentic
conversation example)

and not forgetting to
ask about the guest's
experience during the
stay so that the hotel
also gets feedback on
each guest who stays
while the check out
process is taking place

What non-linguistic forms
(posture, hand movement,
gesture, facial expression)
do you use when handling
guests checking out?

Polite  non-language
forms (posture, hand
movement,  gesture,
facial expression)

What difficulties do you
encounter when handling
check out guests?

If there is evidence of
an accident, whether
intentional or not, in
the hotel area, guests
are reluctant to pay the
cost of compensation
for what has occurred
during their stay.

How do you solve these
problems?

Inform guests if there
IS an accident that
occurs in the hotel area
and inform the cost of
compensation

according to
applicable regulations,
as well as informing in

detail about the
chronology that
occurred and what

steps have been taken
to the management
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