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CHAPTER I 

INTRODUCTION 

1.1 Background of the Study 

As a part of Marriot International, the Ritz-Carlton Mega Kuningan was 

opened in 2005.  A five stars business hotel that is located in Lingkar Mega 

Kuningan Street, kav. E1.1 no.1, South Jakarta. Under the brand of the Ritz-

Carlton Hotel Company, the employees value the Gold Standards philosophy: 

The Credo, Motto, Three Steps of Service, Service Values, the 6th Diamond, 

and the Employee Promise (The Ritz-Carlton Hotel Company, 2019). This 

philosophy is all introduced to every employee under the Ritz-Carlton brand 

around the world as a part of their training programs to ensure the quality of 

service provided in daily operations. To be able to meet the company’s aims 

and goals, employees training is one of the essential tools since the hotel 

industry relies on human labour. Despite of the size or brand of a hotel, a well-

established and maintained human resources results a solid structure that could 

benefit the company success (Tounta, 2015). 

To provide the finest services that meet customer expectation, the Ritz-

Carlton brand has their own training system and standard operation procedures 

which need to be obeyed by every branch of Ritz-Carlton hotel all over the 

world. This was done to ensure their employees could perform their daily duties 

and maintain the company brand image. Being a part of hotel brand under 

Marriot International also gives them lots of benefits for both managerial 

aspects and marketing. Marriott International offered certain training programs 
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and courses that cover various employees’ levels and positions. Starts from new 

hire orientation program until workshops and performance appraisals for top-

performing employees.  

Front Office Department plays a vital role in a hotel, and it is the face of 

a hotel or hospitality establishment. It is the first yet the last department where 

a guest interacts, which is carrying a responsibility to create first hand 

impressions regarding the quality of services and facilities provided (Read, 

2017). At the Ritz-Carlton Mega Kuningan Hotel, the front office department 

consists of: front desk, guest relation, guest service centre, concierge, 

reservation, bell-man, and club concierge. All of these sections are connected 

to other departments to ensure smooth and functional daily operations. 

Therefore, a proper training at the front office department could increase 

efficiencies in processes that result in financial gain for the company and 

increased in the employee capacity to adopt new technologies and methods. 

However, even in a five stars hotel managed by Marriott International, 

the training and development program still needs some improvements. The 

human error phenomenon is still happening on their daily operations. The 

employees of the front office department could still conduct mistakes that would 

harm the hotel reputation. On the check-ins process for example, most of 

repeater guests complain that the process is taking too long and sometimes the 

employees could mis-arranged their transportation requests or even wake-up 

calls. There are problems during the check-outs too, such as overcharging and 
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miscommunication during the billing and payment process. Here are some of 

the complaints: 

 

 

(source: Agoda.com) 

 

(source: Tripadvisor.com) 
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On the quick interview with one of the club concierge staff, he feels that 

their current training and development program is not relevant with their 

conditions. The programs are not fully personalized to their needs. Some of the 

examples were when their new mobile application system was used for the first 

time, only the higher level of employees and IT Department that received the 

training. The rest of employees had to learn by trying the program directly while 

serving the guests. They would only get a brief training after they faced a 

problem or made a mistake. 

Speaking of the experience as a former trainee of guest relation agent in 

the Ritz-Carlton Mega Kuningan, this is the list of training plan for employees 

of front office: 
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Training and development programs are held by senior staffs or Human 

Resources department. During the six months as a part of the front office team, 

even though there were more than 150 materials on this training plan, only half 

of them were taught. Topics for cashier and check-outs, walk-in guests, credit 

card procedures, contingency procedures when system is down, and upselling 
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are all learnt by self. Either by trying to do it directly for the first time, or by 

watching other senior staffs handle the tasks. As a part of the guest relation, the 

job tasks are mainly focused on enhancing the guests’ check-in experience, but 

there are times that the front desk section that handles check-out is lacking of 

manpower. Trainees and employees on the same shift need to help with the 

check-outs and billings in the front desk. Trainees would sometimes feel 

confused and make mistakes on the tasks that they do not understand well 

because of the lack of training on that area. The senior staffs have to help them 

fix the problem and manager would apologize to the guests and give them 

compensation. 

The management of the Ritz-Carlton Mega Kuningan needs to take the 

training and development program seriously. The training program for 

hospitality industry needs to be flexible but effective to fill the knowledge gaps 

that employees have. As it states on one of Irfan Fahmi book, providing training 

according to the guidelines would allow the employees’ abilities to reach the 

goals (Fahmi, 2016:50).  

There are many studies and statements regarding the relationship 

between training program and employee performance. For instance, Abogsesa 

& Kaushik state that training and development program influence the 

capabilities of staff member to handle different job operations with the 

appropriate manner (Abogsesa & Kaushik, 2018).  

To prove the theories from experts with the real objects, this topic was 

chosen. The writer believes that by implementing a proper training for 
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employees on every department and business industry would affect their 

performance on completing daily job tasks, especially for hotels under Marriott 

International. On this manner, by using The Ritz-Carlton Mega Kuningan 

Jakarta as the research object and focusing on the Front Office department, the 

writer decides to do a research with title “The Effect of Employee Training 

and Development towards Employee Performance in Front Office 

Department at the Ritz-Carlton Mega Kuningan, Jakarta”. 

 

1.2 Problem Limitation 

The result of this research cannot be generalized across a broader range 

of sectors due to inadequate resource and time issues, there are limitations for 

this research: 

1. The research only covers the employee in Front Office Department in 

one of the Ritz-Carlton hotel branches in Jakarta, which is the Ritz-

Carlton Mega Kuningan. 

2. Result of the research is made to evaluate the employee performance in 

the Front Office Department in the Ritz-Carlton hotel Mega Kuningan.  

3. This research is only applicable for the Ritz-Carlton hotel brands under 

the Marriott International. 
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1.3 Problem Formulation 

By analysing the employee training in the front office department at the 

Ritz-Carlton Mega Kuningan Jakarta, this research is intended to give a better 

explanation and answer these questions: 

1. Does the Ritz-Carlton Mega Kuningan have good training and 

development programs? 

2. Do the employees of front office have a good performance? 

3. Does the training and development program affect the employee 

performance? 

 

1.4 Objectives of the Research 

The objectives of this research are to collect a large amount of detailed 

information about employee training and development program. To know and 

reveal the impact of employee training and development towards employee 

performance in the front office department in the Ritz-Carlton Mega Kuningan, 

Jakarta as the part of the Marriott International. 

 

1.5 Benefits of the Research 

1.5.1 Theoretical Benefit 

• To give a better insight about the importance of employee training.  

• Provide ideas to create a proper training program for the employees.  

• The results could be useful for other researchers that are using the same 

topics to inspire yet build knowledge for their studies.  
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• For university student, this could help them gaining educative information 

regarding working environment in the hotel industry that could help them 

to implement the theories taught in university to their real-life working 

experience. 

1.5.2 Practical Benefit 

• The result of this study could be useful for management roles who are 

responsible for planning training courses for their employee.   

• This research could provide a way of thinking logically about Marriott 

International hotel system of training and allows business owners or 

management to take actions where improvements to the system can be 

made.  

• This research could give a better understanding about the benefits of 

attending and cooperating with the company’s training program for their 

hotel employees. 

 


