DAFTARISI

LEMBAR PENGESAHAN i
PERNYATAAN ii
KATA PENGANTAR iii
ABSTRAK v
ABSTRACT vi
DAFTAR ISI vii
DAFTAR GAMBAR ix
DAFTAR TABEL X
DAFTAR LAMPIRAN ..ottt ettt ettt ettt s b bbbt et be e b aenes xi
BAB 1PENDAHULUAN 1
1.1 Latar BELAKANE .......ooeiiiiieeiee ettt ettt st 1
1.2 RUMUSAN MaSaLAR ..ottt ettt 3
1.3 TUJUAN PENCIILIAN ..ottt ettt ettt e e st e st e sbeenbebeesbebeeseenbeessensesnas 4
1.4 Manfaat PENEIItIan ........c..cceciviiiiiniiniiiciccieeer et ettt 4
14.1 IMANTAAE TEOTIEIS .. cvvevenietieiiete ettt sttt ettt st b ettt ettt et s b sbesb et et esteb e ebeebeebesbenbebenaenean 4
142 Manfaat Praktis .......cc.ooieiiiiiiiii ettt e 4
BAB 2KAJIAN PUSTAKA 5
21 Pengertian HOEL .......coouiiuiiiiiie ettt sttt sttt sttt 5
212 KIASTEIKAST HOLEL ....cveviieiieiicieiie ettt sttt sn e st 5
22 Pengertian Front Office Departemen ............coeeeiririninienieieieieieeie ettt ettt 7
23 Standar Operasional Prosedur (SOP) ..........cccivieiiniiiiiieeeeee et 8
23.1 Tujuan dan Fungsi Standar Operasional ProSedur ...........c.ccceoieeiiiiiiiinineneeeeceeeeese e 8
24 RESEIVAST ...ttt ettt ettt sttt sttt b e et bbbttt b e bbb b een 9
24.1 Jenis — JENIS RESEIVAS ....ccueiuiiiiriiiiitititetetettet ettt sttt eb bbbt 9
25 ONIINE TTAVEL AZENL ...veeviiiieiieiiciiettettet ettt ettt ettt et e st e b e e teebeeseesbesseessenbaessesseessessesssensenss 9
BAB 3METODOLOGI PENELITIAN 11
3.1 ODJEK PENEIITIAN .......eeiiieieiietieie sttt ettt sttt e e te et esteest e besseesaeseeessesteessasesssesesseensensanns 11
32 Teknik penentuan INfOrmMan ...........ccooieeiiiiecieie ettt s esbeseeeaeereens 12
33 Teknik Pengumpulan Data...........cccoouiiiiiiiieiiiiiece ettt e ere e 14
3.3.1 STUAL PUSTAKA. ....c.oviiiiiiiiiiiciccce et e s s 14
1. TINJAUAN PUSEAKA . .....eotiiiiiiiciieie sttt sttt sttt ettt e stesetesbesbeestebeestentesseensesseens 14
332 StUAD LAPANGAN ...ttt ettt ettt et s te et e s e et e stesaeesbesseesseeteesaasseeseessesseessesseessensennes 15
2. WAWAIICATA ...ttt ettt sttt et sttt bbbt b e as e sbee et see bt e bt eneenneennesenanen 15
3. DIOKUIMEIIEAST ...ttt ettt ettt ettt s b e sbe bbbt et e st ebeebe et e ebesbenee 16

vii



Uji Keabsahan Data ..........ccevieriiiiiiiiiiieieiieieiese ettt sttt e eteetbesseestesaessessessaessesseessesssessensenses

35 Teknik ANalisa Data .........cccouieiiiriiiiiniiiiiieee ettt ettt 17
1. Pengumpulan Data..........ceciiiiiiiieieee ettt sttt b et eaean 18
2. REAUKST DIALA ...ttt sttt et s et a et et et et e e et e st eneeneebeeneneen 18
3. Penyajian Data ..........c.ccieiiiiiiee ettt ettt sttt et st e e enean 18
4. Penarikan KeSTMPULAN ........ccuiiiiiiiieiiicie ettt te e se e e esseeseeseesnseenseenseenns 18
5. EVALUAST .ttt etttk st ebe bbb 18
3.6 Lokasi dan Wakttu Penelitian ............coeovevvirieieiniiiininineneeeeetetcete sttt 19
3.6.1 LOKAST PENEIITIAN. ..ottt b et sae b et ee et e s eneeneebeeneseens 19
3.6.2 WK PNELILIAN ..ottt sttt eb bbb 19
3.7 WaKtu Penelitian ........cccccoiiiiiiiiiiiic ettt 19
BAB 4DATA DAN PEMBAHASAN 21
4.1 PrOFILHOTEL ...ttt ettt s bbbt ebe s sbenaen 21
4.1.1 Profil Le Dian Hotel and COttage ..........cevvviiriieeieiiieiiesieeieeieesieesresreesteesnesseesaessaessseesseesseenes 21
4.1.2 Struktur Organisasi Front Office Le Dian Hotel and Cottages .........c.cecveeverenenienienennincncnees 22
4.13 Fasilitas Le Dian Hotel and COttage .........cceeieririeriieiieierieeeiceeie et 22
1. ReStaurant/Coffe SNOP......vecviiieiicieeee ettt sttt enaan 27
2. SWIMMING POOL....eeiiiieiieti ettt st ettt st sttt be st et et e et e seesaeetesneeeesseenes 28
3. Ny F T B 1 € 7 oo OSSPSR 28
4.14 Tugas dan Tanggung JAWAD .........c.ceciiiiiiie ettt ettt sttt et sea e et e ese e saeseseenseenes 29
1. RECEPIION ...ttt ettt ettt ettt e st et e et e b e et e e b e e st enbeseeesb e bt enbenbeesaenseennan 29
Tugas Receptionist Le Dian Hotel and COttage. ........cc.evuieviriieieriieieieiiieie ettt eeve et evesteesresveessesseeseasseereens 30
Afternoon Shift (15.00 = 23.00) ......ccuiiierieiieieieetereete sttt et s et e e etesteessesseesse st sssessesseessesseessensesssensenssensessen 30
2. Y 7711 o) USRS 31
Tugas Reservation Le Dian Hotel and COttage : ........cccovvieieiiirieiiieiieiesieeeeteete sttt st beenseseenean 31
1. TEIEPON OPETALOT .....eeeeeeeiieiieeiie ettt et eete et et e sstessbe e teessbeesseesseessaessseanseesseessseassensseesaessseassennses 32
Tugas Telepon Operator Le Dian Hotel and COttage & .......cocveevieciieriieniieiieciie et eriee et eieeseve e esaeseneeeneas 32
42 Data dan Pembahasan ............cccociiiiiriiiiiiniiieiccn ettt 32
42.1.1 Langkah — langkah Standart Operasional Prosedure (SOP) Reservasi Le Dian Hotel and Cottage
....................................................................................................................................................... 33
2. Cara pengisian Reservation Card...........coceeeieeuieienieiieiesieeie ettt ettt steetesseeseesaeseeenaesseens 33
3. Konfirmasi PEMESANAN ..........cccoiiiriiriiieieieieiecnenestese ettt ettt ene e eneere b srens 34
422 Proses penanganan Reservasi Online Travel Agent di Le Dian Hotel andCottage ....................... 35
BAB SKESIMPULAN DAN SARAN 37
51 K@STMPUIAN ...ttt ettt b bbb bbbttt ebeebeebesbesbesben 37
52 SATATL ...ttt ettt e st h e e s ae et e r e e s e et e st ne s eeene e 37
LAMPIRAN 39

viii




