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1 CHAPTER I 

INTRODUCTION 

 

1.1 Background of the Study 

The word of “Hospitality” obtains from Latin “hospes” which give 

a meaning of guest, host, or stranger. The hospitality industry is a sector of 

an economy which provides services to guests, customers, or travelers. The 

industry includes businesses which include hotels, resorts, restaurants, bars, 

and other service companies that offer accommodations, food and 

beverages, or entertainment that could meet guest needs and expectation 

(Annisa, 2022). 

Hospitality is a relationship between a host and a guest, whereas the 

host gives a warm welcome to a guest and provides them a homey feeling.  

The hospitality sector is dedicated to ensuring a favorable guest experience 

for customers who are engaging in a business. The main purpose of 

hospitality is providing best services to guests and build a good reputation 

name for a company. To provide the best service and experience for guests, 

skills are needed for the hospitality sector such as communication, 

commitment, discipline, adaptability, leadership, teamwork, and customer 

service. In order to fulfill the fundamental requirements and expectations of 

consumers, one of the skills that are required is communication (Jawabreh 

et al., 2022). 
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Skills that are needed is for employees who work in a service 

company to provide services to guests. However, to acquire skills and give 

the best hospitality experience for guests, employees must require training. 

Training is highly essential for employees to enhance the quality of human 

resources in propelling the advancement from the company. Employee 

trainings plays a crucial part in the growth of a company, enhancing 

performance, boosting efficiency, and ultimately positioning the company 

optimally to tackle competition and must maintain to stay at the top 

(Ivancevich in Ameen & Baharom, 2019).   

As employee training embodies an organizational investment that is 

aimed at fostering the personal growth and development of employees, it 

has the potential to be construed by staff members as a manifestation of 

advantageous treatment originating from the organization (Barling in 

Ogbonnaya et al., 2018). Through a comprehensive training program within 

the organization and company, a conducive work environment was 

cultivated which fostered a positive atmosphere. This initiative not only 

enhanced employees’ skills and knowledge but also facilitated the 

augmentation of synergy and teamwork among them, consequently 

amplifying their overall work performance (Kurrtessis in Ogbonnaya et al., 

2018). From a training program could enhance employees’ synergy, by that 

it could built a teamwork in an organization or company (Hanaysha & 

Hussain, 2018). 
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Amidst the numerous skills which are essential within an 

organization, there exists a method that fosters synergy to successfully reach 

both organizational and company objectives which is called teamwork. 

Teamwork is a process to improve the effectiveness and efficiency of a 

group of individuals which generates a positive working environment and 

has a collaboration with a significant degree of trust among the team 

members (Alvi et al., 2020).  

A dynamic and diverse idea, teamwork emphasizes cooperation, 

synergy, interdependence, and mutual support among team members in the 

pursuit of common goals. Having a teamwork or team building could 

contribute to increasing employees’ performance and their job satisfaction. 

In the real world scenario, a company or organization is required to have a 

teamwork in order for them to shine and achieve their goals. Working 

individually involves a solitary effort, however working in a team involves 

collaborative effort. This implies that the team’s effectiveness surpasses 

individual members within an organization or company (Achmat et al., 

2021). Teamwork could produce higher performance from an employee and 

will help the company to fulfill the company’s goal (Khan & Mashikhi, 

2017). 

In a business company or business organization, collaborative teams 

could have the potential to initiate valuable and unique concept ideas to 

improve manufacturing efficiency, where these concepts encompass 

various benefits for instance, reducing operational production expenses, 
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enhancing service excellence and adaptability, and swiftly achieving 

competitive edge (Adil in Adil & Hamid, 2020). A crucial aspect of a 

teamwork is that members collaborate interdependently and share collective 

responsibility for achieving performance objectives (Berber et al., 2020). 

For employees to have a good performance, they must show their skills and 

give good services to guests in order to leave a good satisfaction and 

experience for the company. In addition to the financial advantages for the 

company, these elements which are teamwork and training also play a 

significant role in establishing a favorable public image for the company. 

Performance signifies the outcomes an employee attains through aligning 

with the responsibilities that are associated with their role.  

Employee performance plays an important role for organization or 

corporate to be successful, as their key is to shine and achieve their goals, 

and by achieving it is depending on the productivity and efficiency from 

employee performance. Successfully reaching pre-established goals for 

either work quality or quantity, based on collectively agreed criteria, is a 

commendable accomplishment within the organization. By having 

teamwork and training, employees will be inspired and capable to perform 

better, besides it helps to attain peak performance. With these elements’ 

teamwork and training, it can help employees attain good performance 

when all the organizations or corporate’s operational components are 

operating effectively (Ridwan et al., 2020). Furthermore, teamwork and 

training create work environment to be better, employees will be motivated 
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and collaborate effectively, as a result, they can achieve their best 

performance. Moreover, the stronger the relationships among them, the 

higher their performance levels in fulfilling their responsibilities and will 

create the company reputation to shine more. 

After reviewing various perspectives on teamwork and training, it 

can be inferred that those elements’ training and teamwork, stands out as 

the most efficient approach for employees to fulfill their duty, 

responsibilities, and leading to improved performance in achieving 

company objectives.  

The hotel that the writer is investigating is The Ritz-Carlton, Bali. 

The Ritz-Carlton, Bali is a 5-star hotel in Bali which is located on the 

southern part of Bali in Sawangan, Nusa Dua, and just 30 minutes from Bali 

Ngurah Rai International Airport. The Ritz-Carlton, Bali opened on 15 

December 2014. It offers 313 spacious and luxurious suites and villas, 

accompanied by a stunning beach view. It is a luxury and paradise are not 

concepts but realities. This five-star resort is distinguished by romantic 

meals under star-lit skies; hotel villas with private pools and personal butler 

service; and a traditional Soul Purification Ritual steeped in the ancient 

mysteries and allure of Bali. 
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Figure 1.1 Intern Balance Score Card at The Ritz-Carlton, Bali 

Source: The Ritz-Carlton, Bali 
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From the figure above, it is a template of performance appraisal for 

trainee which is called as intern balance score card form at The Ritz-

Carlton, Bali. The balance score card is a structured organizational 

practice commonly employed to systematically record, assess, and 

evaluate a trainee’s job performance. 
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Figure 1.2 Employee Performance & Development Review at The Ritz-Carlton, Bali 

Source: The Ritz-Carlton, Bali 
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From the figure above, it is a template of employee performance 

appraisal which is called as performance & development review at The Ritz-

Carlton, Bali. The employee performance appraisal is a structured 

organizational practice commonly employed to systematically record, 

assess, and evaluate employees’ job performance.  

As it can be seen from figures above, the employee performance & 

development review form and intern balance score card, it is evident that 

the employees and trainees are being evaluated and reviewed based on their 

capability, their relationship with other co-workers which symbolized as 

how synergy and united they are in workplace, their quality of work, and 

their product knowledge regarding the workplace. The purpose of having a 

performance appraisal is to give feedback in order for employees to 

understand their mistakes, weaknesses, and strengths (Bolung et al., 2018). 

Lately, on a platform called TripAdvisor, there have been ratings 

from guests towards an employee’s performance or employee services. The 

writer found out that the rating and feedback that is given from the guest 

towards the employee is about the services from the employee that haven’t 

met guest expectations, and guest feel that the performance from the 

employee at The Ritz-Carlton, Bali, hasn't satisfied the guest. There is 

feedback regarding employee training not being trained well, there are lack 

of employees in a particular section where guests aren't being served. 

 

 



10 

 

Table 1.1 Review Data of The Ritz-Carlton, Bali (2022-2023) 

The Ritz-Carlton, Bali Guest Review Regarding Employee Training 
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The Ritz-Carlton, Bali Guest Review Regarding Employee Teamwork 
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The Ritz-Carlton, Bali Guest Review Regarding Employee Performance 
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Sources: Prepared by writer (Guest feedback and review from TripAdvisor) 

From the table above, it can be seen that the review and feedback 

conducted by guests in the platform of TripAdvisor, the employee 

performance is lack of training and teamwork between their co-workers. As 

is evident from guest reviews and feedback, employees at The Ritz-Carlton 

in Bali rarely cooperate with each other, they also lack training in 

communication, lack of training in product knowledge, and lack of 

cooperation or teamwork with other co-workers which results in creating 

guests disappointed and aren’t satisfied with the service and performance of 

the employee at The Ritz-Carlton, Bali. 

Based on the background of the study mentioned above, the writer 

decides to choose the title “THE INFLUENCE OF TRAINING ON 

EMPLOYEE PERFORMANCE; THE MEDIATING FACTOR OF 

TEAMWORK AT THE RITZ-CARLTON, BALI”. 
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1.2 Problem Limitation 

Due to the limitations of this research, the writer decides to set 

limitations on this research. The data used in this research will be collected 

from employees at The Ritz-Carlton, Bali. Data collection will be conducted 

in a survey and will be conducted from August until October 2023. 

In this research, there are 3 variables in which the independent 

variable is trained as variable X1. Intervening variable is teamwork as 

variable Z, and its dependent variable is employee performance as variable 

Y. The writer will use the indicator as a tool to measure each variable, 

beginning with the independent variable, which is trained by Fadhlurrahman 

et al. (2019) with 8 items of measurement. Then for the intervening variable, 

which is teamwork, from Ogbonnaya et al. (2018) with 5 items of 

measurement. Meanwhile, the indicator for dependent variable of employee 

performance from Arif et al. (2019) with 8 items of measurement. 

 

1.3 Problem Formulation 

Based on the observation, background of the study, and title that is 

conducted by the writer, the writer prepares the following problems to be 

answered in this study: 

1. Does training positively influence teamwork at The Ritz-

Carlton, Bali? 

2. Does training positively influence employee performance at The 

Ritz-Carlton, Bali? 
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3. Does teamwork positively influence employee performance at 

The Ritz-Carlton, Bali? 

4. Does training positively influence employee performance 

through teamwork at The Ritz-Carlton, Bali? 

 

1.4 Objective Research 

The objectives of this research are as follows: 

1. To discover if the training positively influences teamwork at The 

Ritz-Carlton, Bali. 

2. To investigate if training positively influences employee 

performance at The Ritz-Carlton, Bali. 

3. To identify if teamwork positively influences employee 

performance at The Ritz-Carlton, Bali. 

4. To find out whether training positively influences employee 

performance through teamwork at The Ritz-Carlton, Bali. 

 

1.5 Benefits of the Research 

There are two types of benefits as a result of the research of The 

Influence of Training on Employee Performance: The Mediating Factor of 

Teamwork at The Ritz-Carlton, Bali: 
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1.5.1 Theoretical Benefits 

The theoretical benefit into conducting this research is to 

empower valuable insights of the relationship between the variable of 

teamwork, training, and employee performance. The findings of the 

research are anticipated to hold academic value and reference for 

fellow researchers, particularly with the variables employed in this 

study. 

1.5.2 Practical Benefits 

The practical benefits from conducting this research are as follows: 

1. For the Writer 

Due to the outcomes of this research, the writer gains extensive 

insight and knowledge regarding the influence and impact of 

teamwork and training toward employee performance. 

2. For the Company 

The results of this research are anticipated to give valuable 

recommendations for the company to understand about the 

influence of teamwork and training on employee performance in 

the hotel sector. 

3. For the Researcher 

The outcome of this research is expected to be references for other 

researchers on topics related to training, teamwork, and employee 

performance in the hospitality industry. 

 


