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CHAPTER III 

ANALYSIS 

 

3.1 Description 

Based on the observation and interview, the writer found that basically the 

job description of receptionist in Kayu Arum has the similarities with the theory. 

The interviewee, Mrs.Yanti told me that to be a professional receptionist someone 

has to make the guest comfortable. Receptionist has to give the best service for the 

guest. A receptionist has a big responsibility to create a good image of the hotel. 

The standard rule of a receptionist is a receptionist has a good personality and has 

an ability to handle any problem. Based on the observation, the writer found that the 

theory of the requirements of professional receptionist is same as the real working 

world. Mrs.Yanti said “as a receptionist we have to keep our smile, however we are 

in a bad mood”. As a professional receptionist, she must keep smile all the time, 

warm to anybody, cheerful and enthusiastic. Kayu Arum itself has a standard 

procedure that each employee has to give smile and greeting. Receptionists also 

have to serve what the guest need so the guest feels satisfied. It is consistent with 

the theory of requirements to be a professional receptionist that a receptionist has to 

have an ability to handle any problem. A receptionist also must have some skills 
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too, such as: has a good ability in communication, negotiating, selling the room, 

using computer and facsimile, handling correspondence, handling telephone call, 

handling complain, easily adapting with the environment, also has high sales 

marketing room soul. Based on the writer observation, the writer thinks that 

Mrs.Yanti has these skills. She can operate the computer, handling telephone and 

has good ability in communication. 

Although there are many similarities between the theory and the reality but 

the writer still found a difference between the theory and the real work. Based on 

the theory, the writer found that front office department consists of many staff, such 

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

receptionist or front desk, front office cashier. But, in fact a receptionist in Kayu 

Arum Resort not only does the main job but also work as an information service and 

front office cashier. 

The writer thinks that there is a tendency that employees in Kayu Arum do 

some jobs beside her main job. For the example, receptionist in Kayu Arum should 

handle some jobs beside her main job, such as: be an information service and front 

office cashier. However, they can still keep working professionally because they 

have a good personality and skill.  

Based on the writer observation and interview in Kayu Arum, the 

discrepancy between the theory and the fact is because the minimum of human 
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resources, they have to work maximally. Besides, the number of facilities in Kayu 

arum still can be handled by some employees. The number of room and facilities 

are not too many so it still can be handled by available employees there. 

 

3.2 English role in Kayu Arum 

The role of English in Kayu Arum is very important. Although the staffs do 

not use it in daily conversation but English still has important role in Kayu Arum. 

The management of Kayu Arum states that every Wednesday all staff must speak in 

English. The goal is to raise the ability in English, so all employees have to speak 

English on that day. 

English also has a big role in correspondence, English hotel term, make a 

telephone call. English is used both of written and orally in Kayu Arum. 

Besides, there are some problems dealing with the use of English for 

communicating with the guest because there are some tourists who can not speak 

English. The receptionist has some problems in limited verbs. Also the pace of 

tourist speaking, so the receptionist can not understand well. To overcome this 

problem the receptionist uses body language or writes to clarify what the guest 

mean.  
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3.3  REFLECTION 

The writer can learn more about hospitality industry especially how to be a 

professional receptionist. However, the writer had a limited time for conducting the 

observation and interview. Consequently, the writer got limited data in analyzing 

the organization chart.  

 The writer learns many things from the observation. One thing that the 

writer learns is when we want to enter the hospitality industries, first we have to 

know about the background of hospitality industry. At least when we know deeper 

about the hospitality industry, automatically we can know the important of good 

communication towards guest. Also, the writer can learn how to serve the guest so 

they can feel comfortable. To support guest satisfaction, we must have a good 

attitude. Warm greeting, keep smile, listening the guest complain and try to fix their 

problem are the key success in Hospitality industries. 

 

 

 

 

 


