
 

TABLE OF CONTENTS 

LEMBAR PENGESAHAN  ............................................................................................. iii 
PERNYATAAN BEBAS PLAGIASI  ............................................................................. iv 
ACKNOWLEDGEMENT  ............................................................................................... v 
INTISARI  ......................................................................................................................... vi 
ABSTRACT  ...................................................................................................................... vii 
TABLE OF CONTENTS  ................................................................................................ viii 
LIST OF PICTURES  ....................................................................................................... xi 
LIST OF TABLES  ........................................................................................................... xii 
LIST OF CHARTS  .......................................................................................................... xiii 
CHAPTER I  INTRODUCTION  ................................................................................... 1 

1.1 Background of Study  .............................................................................................. 1 

1.2 Objective of Study  .................................................................................................. 4 

1.3 Scope of Study  ....................................................................................................... 4 

1.4 Methods of Study  ................................................................................................... 5 

1.4.1 Method of Collecting Data  ......................................................................... 5 

1.4.2 Method of Analyzing Data  ......................................................................... 5 

1.4.3 Method of Presenting Data  ......................................................................... 5 

1.5 Presentation  ............................................................................................................ 5 

CHAPTER 2 GENERAL DESCRIPTION OF THE YOGYAKARTA MARRIOTT 
HOTEL ................................................................................................................... 7 

2.1 Vision and Mission Yogyakarta Marriott Hotel  ...................................................... 7 
2.2 History of Marriott International, Inc  ...................................................................... 7 
2.3 Marriott Core Values ................................................................................................ 9 
2.4 Marriott International Brands   ................................................................................. 9 
2.5 History of the Yogyakarta Marriott Hotel  ............................................................... 12 
2.6 Facilities in theYogyakarta Marriott Hotel  ............................................................. 12 

2.6.1 Lobby  ............................................................................................................ 12 
2.6.2 Rooms ............................................................................................................ 13 
2.6.3 M Club Lounge   ............................................................................................ 22             
2.6.4 Dining Venues ................................................................................................ 28 
2.6.5 Collaboration Area ......................................................................................... 30 
2.6.6 Wedding Atelier ............................................................................................. 30 
2.6.7 Meeting Rooms and Keraton Ballroom  ........................................................ 31 
2.6.8 Quan Spa  ....................................................................................................... 32 
2.6.9 Fitness Centre  ................................................................................................ 34 
2.6.10 Swimming Pool  ........................................................................................... 35 

2.7 Front Office Department and Organizational Structure  .......................................... 37 
2.7.1 Organizational Structure of the Yogyakarta Marriott Hotel  ......................... 37 

 

viii 
 

THE IMPACT OF LOBBY AMBASSADORS IN MAINTAINING THE QUALITY SERVICE OF GUEST
EXPERIENCE IN YOGYAKARTA
MARRIOTT HOTEL
MARSELINA DWI P, Cisya Dewantara Nugraha, S.S., M.A,
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/



CHAPTER 3 THE IMPACT OF LOBBY AMBASSADORS IN MAINTAINING THE 
QUALITY SERVICE OF GUEST EXPERIENCE IN YOGYKARTA MARRIOTT 
HOTEL .............................................................................................................................. 39 

3.1 Marriott Medallia (Guest Voice)  ............................................................................. 39 
3.2 Job Description of  Lobby Ambassadors  ................................................................ 42 
3.3 Critical Competencies of Lobby Ambassadors  ....................................................... 49 
3.4 Maintaining The Quality Service of Guest Experience  .......................................... 50 

3.4.1  Giving Surprise and Delight Program  .......................................................... 52 
CHAPTER 4 CONCLUSION  ......................................................................................... 59 
Works Cited  ...................................................................................................................... xvii 
APPENDIX 1: LIST OF INFORMANTS ...................................................................... xviii 
APPENDIX 2: LIST OF INTERVIEW QUESTIONS  ................................................. xix 
APPENDIX 3: DOCUMENTATION  ............................................................................. xx 
APPENDIX 4: CURRICULUM VITAE  ........................................................................ xxi 
APPENDIX 5: LOGBOOK  ............................................................................................. xxii 

ix 

THE IMPACT OF LOBBY AMBASSADORS IN MAINTAINING THE QUALITY SERVICE OF GUEST
EXPERIENCE IN YOGYAKARTA
MARRIOTT HOTEL
MARSELINA DWI P, Cisya Dewantara Nugraha, S.S., M.A,
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/


