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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pelaksanaan pelatihan dan 

pengembangan karyawan front office department yang diterapkan oleh The 

Jayakarta Bali Beach Resort and Spa. Penelitian ini menggunakan pendekatan 

kualitatif dengan metode deskriptif studi kasus. Pengumpulan data diperoleh dari 

observasi, wawancara mendalam dengan lima narasumber dari manajerial level 

hingga karyawan baru di hotel tersebut dan beberapa referensi. Hasil dari 

penelitian yang telah dilakukan akan direduksi, analisa dan penarikan kesimpulan. 

Berdasarkan hasil penelitian, The Jayakarta Bali Beach Resort and Spa belum 

melakukan pelaksanaan dan pelatihan secara optimal sehingga perlu penerapan 

pelatihan dan pengembangan secara berkelanjutan untuk meningkatkan kualitas 

kinerja (skill, attitude, knowledge) dan meningkatkan efektivitas dari pelatihan 

(jenis pelatihan, tujuan pelatihan, materi, metode, kualifikasi peserta, kualifikasi 

pelatih, dan waktu). Dengan memberikan pelatihan dan pengembangan untuk 

karyawan front office department, diharapkan dapat meningkatkan kualitas 

sumber daya manusia, dan lebih efektif dan efisien dalam menjalankan tugasnya. 

Penelitian ini hanya mengambil studi kasus dari suatu hotel yang dikategorikan 

sebagai hotel bintang empat. 

 

 

Kata kunci : Efektivitas, Efisiensi, Front Office Department, Pelatihan dan 

Pengembangan, Sumber Daya Manusia.  
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ABSTRACT 

 

This study aims to determine the implementation of front office department 

employee training and development implemented by The Jayakarta Bali Beach 

Resort and Spa. This research uses a qualitative approach with a descriptive case 

study method. Data collection was obtained from observation, in-depth interviews 

with five sources from managerial level to new employees at the hotel and several 

references. The results of the research that has been done will be reduced, 

analyzed and drawn conclusions. Based on the results of the research, The 

Jayakarta Bali Beach Resort and Spa has not carried out optimal implementation 

and training so it is necessary to implement continuous training and development 

to improve performance quality (skills, attitude, knowledge) and increase the 

effectiveness of training (type of training, training objectives, material, method, 

participant qualification, trainer qualification, and time). By providing training 

and development for front office department employees, it is expected to improve 

the quality of human resources, and to be more effective and efficient in carrying 

out their duties. This research only takes case studies from a hotel that is 

categorized as a four-star hotel. 

 

 

Keywords : Effectiveness, Efficiency, Front Office Department, Human 

Resources, Training and Development.  
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