APPENDICES

Appendix 1. Analysis Result Table of Lingua TV Video

55

Staff
Actlo.n Facial Description /
No | (duration . Postur Eye .
Expressio Gesture Explanation (Nonverbal
of e Contact .
n Evidence)
occurren
ce
The receptionist greets
guests with a broad smile
and focused gaze.
When no
1 welcomin | genuine stand specific adequate
" | g guests | smile upright | hand eye contact
(0.10) gestures
Good mdffiing. Welcome tt
Hotel. What can |
The receptionist
explained in detail to the
guest why the booking
did not exist, while
Crosschec | plea(.hng B¢ 7% maintaining eye contact.
. expression, | stand specific | periodic
2. | k booking .
furrowed upright | hand eye contact
(0.44)
eyebrows gestures
Maybe there was a glitch with fiéiooking system.
still standing upright and
bowed focusing on the guest.
. h
Provide Welili(lie
the access | focused stand . periodic
3. . . taking
code expression | upright eye contact
the
(1.12)
access
code
This is your access code and
instructiodeonhowtouse it
polite
hand The receptionist uses
Provide a gestures polite hand gestures when
list of | sincere and when providing a list of hotel
. stand . adequate .
4. | hotel friendly . giving a amenities and makes full
. . upright | 3 eye contact .
amenities | smile list  of but not excessive eye
(1.21) hotel contact with guests.
amenitie
s
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And this is a list of all the hotel amenities,
like the.gym.and the indoor pool.
body leaning forward to
Requestin shoW attention when
¢ guest ID . handlng over documents
leaning .. and asking for guest ID.
and f d p pointing Periodi —
providing ocused orwar | T | Periodic
. h expression | d eye contact
registratio form
0 forms posture
(1.36)
Friendly expressions
show the staff's interest
when communicating
Talking T with guests.
glig;ts sincere apd staqd specific | adequate
(1.43 _ | broad smile | upright | hand eye contact
2.05) gestures
The expression returned
to being friendly and
smiling, with clear
gestures when handing
leaning over the keys.
Giveroom | sincere forwar | using periodic -
key (2.07) | smile d one hand | eye contact -y Y
posture f" e T
»
N iy
\\' \
This is your room key.
Ya're inroom £S3,
Gesture pointing towards
the guest room. Eye
Direct contact to ensure the
guests to relaxed .. guest understands.
their friendly Eﬁiture $E€:§$€g periodic = == T T
rooms expression still at eye contact
(2.11- alert

2.21)
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Appendix 2. Analysis Result Table of [IPB INTERNASIONAL Video

Staff
Action Description /
N | (duration Facial Postu Eye escriptio
0. of Expression re Gesture Contact Explanation
(Nonverbal Evidence)
occurren
ce
The staff gives an
opening greeting with
their hands in front of
. . their chests and their
Welcomi focused stagd hands in staff. bodies upright.
I. | ng guest expression uprigh | front of | looking at ° .
(2.22) P t the chest | guests
y
Although the receptionist
shows open gestures
Ask  the leanin hands zvh@ri serving guests, her
¢ 1D o open acial expression appears
gues ) when adequate | tense and she rarely
and . slightl ' .
2. . flat expression asking eye smiles
booking y
for contact
confirmat forwa R
ion (2.30) rd R
ng
. \ S
Nodding to confirm room
details; gaze shifts calmly
Reconfir pVAYSY between the screen and
m the . prig / periodic | the guest.
assuring t nodding o .
3. | guest : eye == WA, 5
. expression postur | head e _
booking o contact
(3.18) “ J
3 \ ‘,’ i . 3 /\ ®
When receiving a deposit,
i o staff use both hands as a
Handling . uprigh | Receivi adequete | Sign of courtesy.
. Professional/fo | t ng with ..
4. | deposits . eye
rmal expression | postur | both
(3.43) contact
e hands
N RN
Hand Using all fingers to point
gestures | Eye to the sections that guests
Provide a Leani | directin | contact must fill out on the form.
5 registratio | Sincere . and | ng g 'fmd with -° ﬁ]%ﬂ i
n  form | helpful smile forwa | pointing | document ! 5
(4.35) rd to s and ¥/
docume | guests
nts
Give . . uprigh | Extendi Periodic Handing over keys and
6. | room key | Friendly smile ¢ no hand | €€ breakfast ns one b
(5.22) & contact St coupons one by
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one with polite and
orderly hand movements.

f <=

explaining in detail to

guests while occasionally

using hand gestures, but

the staff's expressions
flat.

B

Using hand  gestures
when explaining the
barbecue dinner event to
attract guests' interest.

R

postur
e

Explainin
& th; focused uprigh | hand periodic
arrival kit <pression/ flat t gesture
to the | SXPresslo postur | directin cye

expression contact
guest e g
(5.27)
Upselling | expression uprigh | hand .
hotel remains flat but | t gesture periodic
product occasionally postur 4| directin eyita 4
(6.25) smiles e g contac

a slight

When nod and
ending the uprigh | hands in -
check-in N = t front  of Ee:odlc
process & postur | the chest ynt t
escorting e as a | conac
(7.37) farewell

greeting

End the conversation with
a smile accompanied by a

polite nod and your hands
in front of your chest
before handing the guest
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Appendix 3. Comparison Table of Non-verbal Cues between Lingua TV and IPB

Internasional
No
nve
N| rba IPB
o c;l,t Lingua TV INTERNASIONAL Interpretation
ego
ry
Lingua TV tends to convey warmth
through spontaneous smiles to
Fac Staff tend to display a | build rapport with guests, whereas

The staff displayed

ial . formal, calm, and | IPB Internasional displays a
warm, friendly . .
1| Exp . sometimes looks flat calmer, more controlled facial
expressions and . .
ress | . ) expression, though it comes across
. sincere smiles .
ion as somewhat stiff.
In the IPB Internasional video, a
The staff stands at very upright standing posture is
Ho | attention but ) I 2- shown as the ideal standard for
. s The  staff -maintain an . .
w remains  flexible, : students. Meanwhile, Lingua TV
. upright posture and are .

2| to allowing for’ more hiehly discinlined features a more flexible and relaxed
stan | relaxed moments.as gy P : standing posture that reflects real-
d the  conversation world interactions in the hospitality

flows. industry.

IPB Internasional uses more hand

fewer hand . gestures. This is related to the
Ha demonstrating hand .

gestures, and the number of technical procedures
nd gestures that use both e

hand gestures used 3 g shown, such as pointing to
and hands to give or receive, .

are meant to support ” documents, using both hands when
Hea placing a hand over the g . .

3 the verbal receiving deposits, and showing the
d . heart as a formal | . . o .
Ges conversation, and N rreBY direction of facilities. Meanwhile,

there is no head- | & & & in the Lingua TV video, there are
ture . head.
nodding. fewer gestures because the
s . .o .
interaction is more in the form of
casual conversation.
In the Lingua TV video, there is
E ntact that trong eye contact with guests.
ye contac Eye contact appears to be very strong €y g
appears very | . . This can be seen when staff
intermittent, often . .
focused on the ey . communicate with guests; staff
Eye shifting between looking
guest; staff . look more at guests than at
Co at the guest and checking
4 members look at the computer screens or documents.
nta the accuracy of the data . . .
guest more than . Eye contact in the IPB video is less
ct on the screen or in the
they look at because staff focus more on
documents. .
documents. processing data on computer

screens and checking documents in
detail.
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