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CHAPTER I 

INTRODUCTION 

 

1.1 Background of the Study 

Human resources hold a very essential role in performing their activities 

towards guest in order to achieve an organizational goals. Even if an organization 

owns an enormous resource but only owns common human resources inside, 

won’t help them to develop or even maintain their goals to compete with others. 

Therefore, human resources are an important part of an organization that needs 

protection by providing training to help them perform better. 

As stated in the study (Engetou, 2017), company must have materials, 

money, supplies, equipment and ideas regarding the good or services for them to 

operate successfully and to offer the individuals who can use it as a result and 

lastly people, who is a human resource, to run the company. Srouji et al., (2015) 

added that one of the criteria that measured the wealth of the country is human 

resources who are at head of capital components and assets affecting the 

economic and social situation of the communities. The human element and the 

level of efficiency are also determining factors for economic progress and 

development. 

The role of human resources and line management can be institutionalized, 

with each party focusing on its own responsibilities. An improved regulatory 

environment may have a role here, with firms needing clear guidelines around 
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responsibilities to ensure compliance with regulations and standards (Farndale et 

al., 2015). Therefore, employee training is needed as it is an activity did by 

organization to enhance the product knowledge, skills and efficiency of 

employees. Training for both new and old employees is important to keep them 

updated with the latest technology or trends in the society, latest changes in an 

organization and many more. 

The training design and method for each different employee is also 

important to increase the needed professional skill for the right employee to 

maintain and develop the quality of work which will bring effect for the employee 

performance itself. According to Biech (2015), training is about transformation 

and change. This is all about learning. Training is a procedure intended to help a 

person to learn new abilities, information, or attitudes that can carry people to 

make change that improves their exhibition. It can ensure people and 

organizations can do things better, faster, easier, and with higher quality by these 

improvements. 

Numerous organizations currently understand that learning through 

training, development, and knowledge management helps employees strengthen 

or increase their skills in order to improve or create new products, generate new 

and inventive thoughts, and provide high-quality customer service (Noe, 2017). 

To get the desired knowledge, skills and abilities of employees to perform 

well on the side of their jobs, appropriate training programs are required that may 

also have an impact on employee motivation and commitment (Engetou, 2017). 

Successful framing and existence of training function is only possible through 
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effective training process starting from the analysis of training need until 

evaluation. Training methods or the delivery style has an important role to play in 

the whole process (Jevana, 2017). 

Therefore, the training design and method has to be interesting and 

efficient to create a meaningful training. One of the training method used in The 

Hill Hotel & Resort is they divide the training based on each different department. 

Because by dividing each of employee department once in a while, will help them 

to have an intimate and focus training that can help them to build a solid team and 

fully understand the topic delivered by instructor.  

Regardless the size of the organization is, it is important to note that 

employees are the foundation of any organization as employees represent of how 

successful or how incompetent an organization is. Therefore, having a well-

trained workforce is very important to ensure that the workplace has the right 

employees who have been trained professionally and area qualified to do their 

tasks properly (Halawi & Haydar, 2018). 

Shafiq and Hamza (2017) defined that training and development will 

provide benefits for employees such as better career life and better position that 

make organization efficiency increase. Instead of unskilled employees, skilled 

employees will provide a better performance to the employees. Engetou (2017) 

described it as an undeniable fact that recently many organizations recognize the 

importance of training and development role because it increases the efficiency, 

skills and productivity of organization staff. 
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Based on my observation during the stay, the issue I witnessed is some of 

the employees who hold the chance on making interaction with guest is not good 

in expressing sincerity which means they still lack in friendliness and services. I 

saw one of them try to avoid eye contact when guest was about to call and only 

give brief information with slight smile. Theory from Hery (2019, p.8) stated that 

one of the basic principle in performance management is service and it also play 

as most powerful element to measure the performance of an organization. In 

addition Kasmir (2016, p.190) also added that someone who has a good 

personality will be able to do the work seriously and full of responsibility that will 

bring out a good result on their work. 

I observe other problem when I was at their outdoor spot, I was strolling 

around and walk towards the accommodation when I heard peoples start 

complaining about the room service they have dialed. It has been an hour since 

they order food but haven’t delivered to their room, and also said that the staff 

needs almost 20 minutes to just give them the extra towel they asked for. A 

mutual communication is one of the indicators to gain a good employee 

performance which is stated on Kasmir (2016, p. 210), performance appraisal is 

often linked with cooperation or the harmony between employees. One of the 

relationship measurement is an employee was able to develop cooperation 

between one employee with another employee. 

Another part they need to take care of is the public toilet near receptionist 

because the water are not able to flow which causes the floor become wet and 

they also not providing enough tissue. From the phone interview with the HR, I 
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gain some information that they rarely have new training location which means 

they constantly have their training in the same place. Based on Kasmir, (2016, 

p.145) done the training outside the company will usually provide new 

atmosphere for training participants that will increase the result for the 

performance. 

Based on the information obtained by interview with the HR, the training 

location is still in The Hill Hotel & Resort itself and employee still has never been 

sent out from hotel to attend training. The training method that has been used in 

implementing the training is on the job training, team building, games and 

simulation, mentoring and job rotation. 

Table 1.1 Training Method at The Hill 

Training Method Definition Time of Conduct 

On the job training Observing other experienced 

employees behavior and learn how to 

do the job 

This is the most frequent 

training method. Usually for 

new employees and go on for 

several months. 

Team building Working together in groups to 

achieve goals in work team 

When project is available at 

workplace. 

Games and simulation A situation in imitating the actual 

reality of work 

Fire safety simulation is did 

twice in a year. 

Mentoring The learning process between mentor 

and trainees in order to provide 

knowledge and thoughts that increase 

employee competencies 

Once in a month for 

employee to develop the 

knowledge and skill. 

Job rotation Employees did tasks beside their 

assigned work 

When employee get new 

assignment in new position in 

a certain period of time. 

Source: Prepared by Researcher (2020) 

Naturally, to own a successful training means an implemented good 

behavior from employee to serve the guest are accomplished. The organization’s 

goals are not consider achieved when they can’t reach the customer satisfaction. 
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Lately, I found some latest complaints from unsatisfied guest through online 

review on the employee and most of it is about poor services. 

 

Figure 1.1 Customers Complaint 

Source: Google Review (2019) 

Training gives people an awareness of the rules and procedures to guide 

their behavior and improve their performance on the current job to prepare them 

for the desired job. Training is everything that is done by and for staffs in order to 

maintain and explore skills and knowledge capabilities related to their work 

(Abhishek & Senthilkumar, 2016). 

An employee who gets the vital training is better able to carry out the tasks 

assigned to them. They turns out to pay more attention to security measures and 

legal methods for basic tasks. The training may also build employee confidence 

because they have a more down-to-earth understanding of the business and the 
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duties of the activity. This confidence can produce outstanding performances and 

new ideas that will help to exceed expectations (Halawi & Haydar, 2018). 

The Hill Hotel & Resort Sibolangit as the research object is an 

accommodation surrounded by nature with many kinds of various facilities 

around. They provide 8 types of rooms, 2 restaurants, 2 bars, a café, mini zoo, 

several awesome spots, 3 exercise venues, grand ballroom, swimming pool and 

karaoke room. To handle a very huge area, writer believes that The Hill Hotel & 

Resort are dealing with employee training issues in order to improve the employee 

performance. Therefore, the writer decides to do a research with title “The Effect 

of Training on Employee Performance at The Hill Hotel & Resort”. 

1.2 Problem Limitation 

Researcher is fully aware that this research is still lack in many aspects 

due to limitation of knowledge and period of time given. The focus of this final 

paper is on training in improving employee performance. Therefore, the limitation 

of this final paper is that writer can only gain data and give questionnaire to The 

Hill Hotel & Resort employees.  

The data is all obtained based on the training indicators (independent 

variable) namely training participant, instructor, training material, training 

location, training environment and training time by Kasmir (2016). The other 

variable is employee performance indicators (dependent variable) which contain 

quality, quantity, time, cost reduction, supervision and relationship between 

employees by Kasmir (2016). 
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1.3 Problem Formulation 

This research is to analyze the effect of training in employee performance 

at The Hill Hotel & Resort. Therefore, these questions are formulated to answer 

the research: 

1. Does training bring effect on employee performance at The Hill Hotel & 

Resort? 

2. What training methods that are used at The Hill Hotel & Resort? 

3. Is there positive relationship exists between training and employee 

performance at The Hill Hotel & Resort? 

1.4 Objective of the Research 

From the above problem formulation raised the following purpose of 

writing this research as follow: 

1. To find out is there an effect of training on employee performance at The Hill 

Hotel & Resort. 

2. To find out the method of training that are used at The Hill Hotel & Resort. 

3. To discover the relationship between training and employee performance at 

The Hill Hotel & Resort. 

1.5 Benefit of the Research 

The following are some of the benefits of writing the research. The 

benefits delivered are in the form of Theoretical Benefit and Practical Benefit. 
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1.5.1 Theoretical Benefit 

The expected theoretical benefit of this research is to strengthen the 

existing theories about training and employee performance, provide the effect of 

training on employee performance and to deepen the theory regarding title chosen 

by writer.  

1.5.2 Practical Benefit 

After doing the research, the expected practical benefit of this research are: 

1. As a consideration or input for the Human Resources Department of The Hill 

Hotel & Resort to improve the employee performance by applying the 

effective training theories 

2.  To develop the training skills on the employee that can affect the 

effectiveness and quality of work implemented by each of employees. 


