ABSTRACT

This research paper is entitled “The Influence of Speaking Skills of Guest Service Agent at
Sheraton Bandung Hotel & Towers. Speaking ability is very important to have good
communication, especially for the Guest Service Agents in 5-star (*****) Hotel to communicate
with the foreign guests. This study aims to find the Influence Speaking Skills of the Guest Service
Agents between the guest. The writer used the qualitative methods and applied the descriptive
analysis. The data obtained through Interview with the Guest Service Agents and the guests,
questionnaire for the Guest Service Agents. Data interview by the guests that distributed to the
foreigners guest who stayed in Sheraton Bandung Hotel & Towers as the sample in this research.
Guest Service Agents are the first impression for the guest who should have a good grooming and
the knowledge about tourism and good performance to welcome the guest. After discovering the
theory about Speaking Skills, the writer analyzes based on data interview and questionnaire to find
out the ability to speak in Guest Service Agents especially in English to serve foreign guests. The
writer analyzes using descriptive and concludes the data with one Variable, namely (GSA) to
describe the results of data interviews and questionnaires, then the writer concludes the results by
comparing the results of guest interviews. After data analysis the data descriptive shaped, then the
writer perfomed correlation analysis. As the result of this research the influence of Speaking
Skills of Guest Service Agents doesn’t affect that much is the quality of service to foreign guests,
but the constraint on the Guest Servie Agent is not very good in speaking English is the lack of
practice every day and not enough to dominate the vocabulary. Therefore the writer realized that
there is no significant influence for foreign guests in their ability to speak especially in English,
but Sheraton Bandung Guest Service Agents must have a lot of vocabulary.
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the requirements for taking the Sarjana Degree at English Department, Faculty of

Arts and Letters, Pasundan University.

The writer also wish to express her deep and sincere gratitude for those
who have guided in completing this Report. And this Report is submitted to the
English Department Pasundan University Bandung as supporters and
complements for the assignment of Field Study subject.

The writer is very hopeful if this paper will be a useful reference for other

students and readers who read it, especially for students of English Department.

Bandung, August 2018

The Writer



Acknowledgement

Alhamdulillahirabilalamin, the writer finally could finished this paper
entitled “The Influence of Speaking Skills of Guest Service Agent in Sheraton
Bandung Hotel & Towers”. The writer expresses her highest gratitude to Allah
SWT, for blessing, love, opportunity, and health. On this occasion the paper
finally has been resolved. Within this context, 1 would like to express sincere
gratitude and deep appreciation to:

e Hj. Senny Suzana Alwasilah, S.S., M.Pd., the Dean Faculty of Arts and
Letters, Pasundan University and as the first Supervisor. The writer’s
advisor who has guided, advised and giving valuable corrections for the
writer sincerely in completing and finishing her paper.

e Erik Rusmana, S.S., M.Hum., the Head of English Department, Faculty
of Arts and Letters, Pasundan University.

¢ Angga Maulana, S.S., M.Pd. as the second Father for 2014 force.

e Drs.H.Gumelar S.Sastrayuda,CTM as the Second Supervisor, who
always support and gives advices to the writer.

e Alfi A and Neneng A, her beloved parents who has been supporting the
writer to finishing this paper and embrace the writer at all times with love.

e The writer’s familliy especially her grandfather and deceased grandmother
who always loves and supporting the writer.

e Drs. Herman Hopman the second father of Major of Tourism 2014

e Her beloved young brother , 1zar Hannan who always gives support.

e Her closed friends: Inri, Vera, Vinnia, Egi, Pambudi, Raffael, Azis who
always gives support, otivations, cares and help advised.

e Her beloved boyfriend: Multi Gangsar Wibowo who always supporting
the writer.

e RANGERS Squad: Tya, Dessy, Anindya, Anggi, Fatih, Diki and Senna,

who always gives support for the writer



Beloved Guest Service Agents in Sheraton Bandung Hotel & Towers who
always gives support to the writer.
All of the friends in 2014 of English Literature, who can’t be mentioned

one by one.

Bandung, August 2018

The writer



Table of Content

Approval Page

Declaration

Dedicated Page

ADSITACT e i
Preface TP TSP PP OO PP PP PO VPPPOPPPPOPPPRTPRPPPPRPRPON |

ACINOWIBAGMENT ... sreeraesneneenee e D

TaDIE OF CONTENTS. ...ttt %

CHAPTER I

Introduction

Background O the STUAY oo 1
1.2 Identification of ProbIEmS ...t et e 5
1.3 Research Question OOV UP PP RPRTRRN 6
1.4 Limmitation of the ProbIEmS ... 6
1.5 Signification of the STUAY  .....ocviiiiicc e 7
CHAPTER Il

The Influence Of Speaking Skills of Guest Service Agent in Sheraton Bandung Hotel
& Towers

2.1 Hotel Definition s 9
2.2 GUESE SBIVICE AGENT s 11
2.3 Key Responsibilities 0f 14
2.4 About Front OFFICE s s 16
2.5 Definition of Check in & ChECK QUL ..........ccuiiiiiiiiii e 19
2.6 Definition 0f GUESE o 19
2.7 Definition of TOUMISE e 20



2.8 Definition of Quality SEIVICE oo 21

2.9 The Variety TREOMES s 23
2.10 Definition of Speaking SKills oo 25
2.11 The History of Marriot =~ o 27
2.12 Sheraton Bandung HOtel & TOWENS ........cociiiiiiiiiiiierese e 29
213 Towers Building 30
2. 14 R0O0MS 32
215 Front OFfiCE s 41
2.16 ADOUL SPG s 42

CHAPTER 11

Research Method

3.1 Research DESIGN e 45
3.2 Method of the ReSearch 46
3.3 Techniques of the ColleCting data ..........cccceveiiiiieie i 48
3.4 Techniques of analyzing data  .....cccoveieii e 48
35 RESPONUENT 52
CHAPTER IV

Data Analysis, Findings and Discussions

4.1 Data ANalYSIS e 54
4.1.1 Data INTEIVIEW oo 51
4.1.2 Data QUESLIONNAITE ......cciiuieieiieciecie ettt sttt sreere e 55
4.2 Analysis U TTPTTRRRI o ¥ 4
4.2.1 Analysis Of INTEIVIEW .o 67
4.1.3 Analysis Of QUESLIONNAITE .........cvviriiiiieieieieee s 72
A2 FINGINGS oot bbbttt 75
4.3 DISCUSSIONS .....vevereseeiiiest ettt s ettt e s e et b b et en e 77

Vi



CHAPTER YV

Conclussions and Suggestions

5.1 CONCIUSSIONS ...vveeeiietee e ettt e s ettt e sttt e e s et e e s ettt e s stee e s st et e e s sabaeeesabseeessbbeessbaeeesaraeesrans

5.2 SUQGOESTIONS ....veeiiiiteiteste ettt te sttt be et et e e st eete e be s b e et es s e besaeesaeseesteeneesreneeneas

Bibliography
Curiculum Vitae

Appendices

vii



List of Table

TADIE 2.1 s 32
TADIE 2.2 s 43
TADIE 4.3 s 66
TADIE 4.4 ..o 68
TaDIE 4.5 ..o 69
TADIE 4.6 ..o 70
TADIE 4.7 s 72
TADIE 4.8 ..t et et 74

viii



