
ix 
 

TABLE OF CONTENTS 

TITLE SHEET…………………………………………………………………………..........i 

LEMBAR PENGESAHAN …………………………………………………………..............ii 

STATEMENT OF ORIGINALITY …………………………………………………....….iii 

ACKNOWLEDGEMENT ……………………………………………………………….....iv 

MOTTO ………………………………………………………………………………….......v 

DEDICATION SHEET ………………………………………………………………….....vi 

INTISARI …………………………………………………………………………………...vii 

ABSTRACT ………………………………………………………………………………..viii 

TABLE OF CONTENTS ……………………………………………………….…………..ix 

LIST OF PICTURES ……………………………………………………………………...xiii 

LIST OF TABLE ……………………………………………………………….……….....xiv 

LIST OF SCHEME ……………………………………………………………….………..xv 

 

CHAPTER 1: INTRODUCTION ………………………………………………………... 1 

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

1.2. Objectives of Study ………………………………………….…………………..3 

1.3. Scope of Study ……………………………………………….………………….3 

1.4. Method of Study …………………………………………….…………………..4 

1.4.1. Method of Collecting the Data …………………….………………...4 

1.4.2. Method of Analyzing the Data ………………….…………………...4 

1.4.3. Method of Presenting the Data …………………….………………...4 

1.5. Presentation …………………………………………………….……………….4 

CHAPTER 2:THE PROFILE OF TJOKRO STYLE HOTEL YOGYAKARTA….….6 

2.1. Company History ……………………………………………………..………...6 

2.2. Vision and Mission ……………………………………………………….….....6 

2.3. Hotel Location, Appearance, and Accessibility ……………………..……….....7 

2.4. Hotel Facilities ……………………………………………………………..…...8 

 2.4.1. Lobby ………………………………………………….………..….....9 

 2.4.2. Rooms ……………………………………………….…………..........9 

Receptionist Job Description In Tjokro Style Hotel
DIAN NUR RAHMA, Erlin EstianaYuanti, S.S., M.A.;Erlin EstianaYuanti, S.S., M.A.
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



x 
 

  2.4.2.1. Superior Room …………………………………………......10 

  2.4.2.2. Deluxe Room ……………………………………………....10 

  2.4.2.3. Junior Suite Room ………………………………………....11 

 2.4.3. Restaurant …………………………………………………………....11 

 2.4.4. Meeting Room …………………………………………………….....12 

  2.4.4.1. Lime Meeting Room …………………………………….....13 

  2.4.4.2. Pear Meeting Room ……………………………………......12 

  2.4.4.3. Grape Meeting Room ……………………………………....14 

  2.4.4.4. Olive Meeting Room …………………….............................15 

 2.4.5. Swimming Pool ……………………………………………………....16 

 2.4.6. Pool Bar ……………………………………………………………....16 

 2.4.7. SPA ……………………………………………………………..…....16 

  2.4.7.1. SPA Body Treatment ………………………………...….....17 

  2.4.7.2. Wellness Spa Body Treatment …………………………......17 

  2.4.7.3. Beautician Spa Treatment  ………………………………....17 

2.5.  Organizational Structure ....................................................................................18 

 2.5.1. Front Office department........................................................................19 

 2.5.2. Housekeeping department.....................................................................19 

 2.5.3. Food & Beverage service......................................................................19 

 2.5.4. Food & Beverage product.....................................................................19 

 2.5.5. Sales & Marketing department.............................................................19 

 2.5.6. Accounting department........................................................................19 

 2.5.7. Engineering department.......................................................................19 

 2.5.8. Human Resource department...............................................................20 

 

CHAPTER 3: RECEPTIONIST TASK AND RESPONSIBIITY IN  

TJOKRO STYLE HOTEL …………………………………………….....21 

Receptionist Job Description In Tjokro Style Hotel
DIAN NUR RAHMA, Erlin EstianaYuanti, S.S., M.A.;Erlin EstianaYuanti, S.S., M.A.
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



xi 
 

 3.1. Front Office Department………………………………………………….........21 

  3.1.1. Receptionist ……………………………………………………….....21 

  3.1.2. Concierge ………………………………………………………….…22 

3.2. Receptionist Job Description ………………………………………………......23 

  3.2.1. Interaction with The Guests Directly …………………………...…....23 

   3.2.1.1. Handling Check In ……………………................................23 

   3.2.1.2. Handling Guest Complaint ……...............................…..…..26 

   3.2.1.3. Handling Telephone ………...........................…………...…27 

   3.2.1.4. Handling Guest Luggage …………………..........................28 

   3.2.1.5. Making Courtesy call to the guest room……........................29 

   3.2.1.6. Handling Walk-In Guest (WIG).……............................…...29 

   3.2.1.7. Handling Chasier ............................………………………...29 

   3.2.1.8. Handling Check-Out ..........................………………………31 

  3.2.2. Interaction with the guests indirectly………….………………………31 

   3.2.2.1. Check the log book ………………………………………….32 

   3.2.2.2. Check and Follow Up the Expected Arrival (EA),  

Expected Departure (ED), and VIP Guest ………………......32 

   3.2.2.3. Night Shift ………………………………………………......35 

 

CHAPTER 4: CONCLUSION …………………………………………………………....36 

WORKS CITED ……………………..……………………..……………………………...37 

APPENDIX 1: List of Informants...…………………………………………………….....38 

APPENDIX 2: List of Questions ……………………………………………………….....39 

APPENDIX 3: Log Book of Internship ………………………………………………......40 

APPENDIX 4: Internship Certificate ………………………………………………….....69 

CURRICULUM VITAE ………………………………………………………………......70 

 

  

Receptionist Job Description In Tjokro Style Hotel
DIAN NUR RAHMA, Erlin EstianaYuanti, S.S., M.A.;Erlin EstianaYuanti, S.S., M.A.
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



xii 
 

LIST OF PICTURES 

 

Picture 1: Tjokro Style Map ................................................................................................. 7 

Picture 2: Tjokro Style Hotel ................................................................................................. 8 

Picture 3: Lobby area of Tjokro Style Hotel ......................................................................... 9 

Picture 4: Superior room of Tjokro Style Hotel .............................................................10 

Picture 5: Deluxe room of Tjokro Style Hotel ..............................................................10 

Picture 6: Junior Suite room of Tjokro Style Hotel ............................................................. 11 

Picture 7: Citrus restaurant of Tjokro Style Hotel ............................................................. 12 

Picture 8: Lime meeting room of Tjokro Style Hotel ............................................................. 13 

Picture 9: Pear meeting room of Tjokro Style Hotel ............................................................. 14 

Picture 10: Grape meeting room of Tjokro Style Hotel ................................................. 14 

Picture 11: Olive meeting room of Tjkro Style Hotel  ................................................. 15 

Picture 12: Swimming pool area in Tjokro Style Hotel ................................................. 16 

Picture 13: SPA of Tjokro Style Hotel ......................................................................... 17 

Picture 14: Gesture Position of receptionist in Tjokro Style Hotel in greeting the guest........24 

Picture 15: Guest Registration Card ..................................................................................... 24 

Picture 16: Cash Receipt Form in Tjokro Style Hotel ........................................................... 25 

Picture 17: Key jacket and Breakfast coupon In Tjokro Style Hotel .................................... 26 

Picture 18: The Luggage Tag in Tjokro Style Hotel ............................................................ 28 

Picture 19: Log Book of Reception in Tjokro Style Hotel ................................................ 32 

Picture 20: Expected Departure Folder ........................................................................ 33 

Picture 21: Expected Arrival Folder .................................................................................... 34 

Picture 22: VIP Request Form and Welcome Letter in Tjokro Style Hotel ........................ 35 

  

Receptionist Job Description In Tjokro Style Hotel
DIAN NUR RAHMA, Erlin EstianaYuanti, S.S., M.A.;Erlin EstianaYuanti, S.S., M.A.
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



xiii 
 

LIST OF TABLES 

 

Table 1: Meeting Room Dimension and Capasity of Tjokro Style Hotel........................13 

  

Receptionist Job Description In Tjokro Style Hotel
DIAN NUR RAHMA, Erlin EstianaYuanti, S.S., M.A.;Erlin EstianaYuanti, S.S., M.A.
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



xiv 
 

LIST OF SCHEME 

 

Scheme 1 : Organizational Structure of Tjokro Style Hotel ................................................ 18 

 

Receptionist Job Description In Tjokro Style Hotel
DIAN NUR RAHMA, Erlin EstianaYuanti, S.S., M.A.;Erlin EstianaYuanti, S.S., M.A.
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/


	TABLE OF CONTENTS
	LIST OF PICTURES
	LIST OF TABLES
	LIST OF SCHEME

