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CHAPTER I 

INTRODUCTION 

 

Observation is one of requirements to fulfill the final project as a student of Faculty of 

Language and Literature, SatyaWacana Christian University. The aim of observation is to 

give student knowledge and understanding about the real working world. The writer took 

hotel industry as her major, so the writer conducted the observation in Kayu Arum Resort 

Salatiga. In this report, it will be discussed about how to provide service to guest 

satisfaction and how to be a professional receptionist. Front office itself has many parts, 

such as: reservation service, porter or bell captain, desk service, information service, 

reception or front desk, front office cashier. Here, the writer focuses on reception in front 

office department. 

1.1 Place and time of the observation and the interview 

The observation was held from 27
th

 November to 30
th

 November 2014 in the following 

place: 

Name of place  : Kayu Arum Resort 

Address   : Jl. Magersari, Ringinawe, Salatiga, 50733, Central Java, Indonesia 

Phone/fax number : + 62 298 316654/ Fax. + 62 298 316656 
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1.2 Company profile of Kayu Arum Resort 

Kayu Arum was built in 27
th

 May 2007. It is located in Jl Magersari Ringinnawe 

Salatiga and the large of the resort is about 1 hectare.The name of the resort derived from 

Javanese word, kayu and arum. Kayu means wood and arum means smell good, so the 

meaning of the hotel name is the wood which has smell good. This three stars hotel has 

Javanese contemporary style. It is very comfortable place to stay because the guest will 

look like come back to nature, everything is made naturally. There are many trees, so it can 

indulge anyone eyes. The atmosphere of the hotel is so calm and it can refresh the mind. 

Kayu Arum also has large courtyard, so it is suitable for children who want to play outside. 

It is very suitable for family and people from big cities, who need calmness and a natural 

view. 

Kayu Arum has 43 rooms and each room is decorated with traditional furniture. All 

furniture is made by jati wood because the owner of the resort, Mr. Mulyono is a furniture 

businessman. It is also a way to promote the wood products to go international now. 

Seemingly, the concept of the resort attracts many western guests. Not only providing great 

concept, Kayu Arum also provides boutique in the hotel, which sells handmade handicraft. 

There are many products such as: bag, batik dress (Indonesia icon), also many kinds of 

statue. Kayu Arum provides this facility to make the customers easy to buy souvenirs. 

Kayu Arum also has others facilities such as spa and swimming pool. Kayu Arum always 

wants to treat the guest comfortably, so they can stay longer. 
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 Besides of the best service and good concept, Kayu Arum is also supported with the good 

department and employees. There are nine departments in KayuArum: 

 HRD (Human Research Department)  

 Front office department 

 Housekeeping department 

 Sales marketing 

 Accounting 

 Food and Beverage Service 

 Food and Beverage Product 

 HCR spa (Health Club Recreation)  

 Security 

All departments in Kayu Arum always help each other. Kayu Arum also supported by 68 

employees. All employees work for 8 hours each day and there are two shifts. The 

employees may have one day off in a week. There is no difference work system or office 

hours in holiday period such as: Idul Fitri, Christmas, and New Year, all employees stay 

work as usual. Although there are many departments and employees in Kayu Arum, there is 

no problem in applying the work system. 
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2 Interviewee profile 

The profile of the interviewee: 

Name   :  Mrs.Sriyanti 

Gender   : Female 

Position  : Receptionist at Front Office Department 

Period of job   : 5 years 

 

 

 

 

 

 

 

 

 


