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Abstract

The taining and development program aimed to ensure that employees gain the necessary knowledge, skills,
competencies, and attitudes to carry out tasks and achieve the goals and objectives of organizations. This study aimed to
determine the training and development programs by a four-star hotel in Malang city. The subject of the study was a
Human Resources Manager who has the training and development program in the organizartion which the total of
employess about 68 employess. Descriptive qualitative research is used while collecting research data through observation,
interviews, and documentation. Various training and development activities were very diverse, but excellent service and
communication were considered very important to carry out. Both types of activities were the central values that must be
possessed when choosing a profession in the field of hospitality. The results of the program showed that the atdrudes
obtained from experience have a direct influence on behavior at work and career development. Furthermore, those skills
eventually help in the improvement of productivity and efficiency in the team. In the future, problem-solving training is
necessarily needed to improve the participant’s skills and abilities.
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Introduction

Currently, competition in the hotel industry is increasing, aided by the numerous tourist attractions in
various locations around Indonesia. Many new lodging establishments or hotels have sprung up by delivering
originality and the best service in order to attract customers and outperform existing competitors. Of course,
the qualit\- of a decent lodging location or hotel cannot be divorced from excellent emplm-ee perfnrmance
(Anita, Kusumo, and Angglam 2021). To pertnrm ideally, the management of the lndglng establishment or
hotel must be able to provide facilities to continue to grow emplmee‘; abilities and confidence in their work,
which will indirectly boost the company's revenue.

Training and development are critical to the success of any firm (Younas et al. 2018). It attempts to
guarantee that people acquire the information, skills, abilities, and attitudes required to carry out duties and
achieve organizational goals and objectives. Any organization's performance is heavily reliant on the quality of
its staff, which must be trained and nurtured at various levels over time. As a result, training can be considered
one of the long-term measures of an organization's growth and sustainability. Wijayanto (2012) highlighted that
in this scenario, the training program is a procedure designed to maintain or improve existing work
performance, whereas program devel opmentl‘; intended to build the abilities required for future work activities.
Suwarto (2014) defined training as a continuous collaborative process in which managers connect with their
staff while remaining active and attentive to their performance. Human resource training will help them to
increase their job knowledge, skills, and talents. This will aid in the development of new skills and the updating
of old ones. As a result, it is critical to implement training and development so that the work becomes more
effective and efficient (Hazra, Ghosh, and Sengupta 2017)

The capacity to give services with a smile is only one aspect of human resource development in the
hospitality business. However, some skills and practical knowledge are required, as well as a perfect balance of
a pmitive mindset, creativity, and strong emotional intelligence. The primary purpose is to meet the
expectations and needs of visitors. The level of service provided to them is critical in attracting and retaining
customers at the hotel. According to Sutrisno (2009) stated that competence is an ability based on skills and
knowledge, as well as its application in carrying out the task and job at work that relates to the specified work
needs. If human resources already have good work competencies as a result of suitable training. Human
resources can thus be incentivized to work harder or to pertorm admirably in accordance with orgamzatmnal
standards (Salah 2016).

Malang City is now a popular tourist destination in Hast Java, with several good tourist attractions,
including Mount Bromo. As a result, several domestic and foreign tourists have participated in a variety of
activities in Malang for MICE and leisure purposes. In conjunction with this, the need for hotels as a place to
stay in Malang has increased. This study will look more closely at how hotels in Malang respond to these




conditions by creating training or development programs for their employees. Thus, the problem formulation
in this study is "what is the training and development program carried out by the Malang hotel industry?"

Research Methods

The subject of this research was a Hotel Resurces Manager in one of the four-star hotels that opened in
2013. It is located in Malang City and employs 68 people ranging from management to staff. This object was
picked using an examination of reviews available through digital media, which is suitable for the study. In
addition, the human resources manager's program was the subject of this study. The problem was a component
of the organization that is critical to training and development efforts.

This study was a case study using a descriptive method. The data collecting methods used were
observation, interviews with the subject of the study, and document studies. Participating in training and
development activities and documenting studies of these activities constitutes an observation. Interviews were
also done on the research topic and supplemented by selected participants for this study. This study aimed to
present an in-depth picture of the research objective, namely the training and development of human resources
that had taken place. They analyzed further to categorize based on their respective classifications. Then it was
reported as a descriptive work.

Results and Discussion

The subject of the study completed the first step of the study, which was planning. Planning is gathering
information on the factors to be considered while putting out a training program. The underlying issue
underpinning the training's execution was the limited number of employees due to the pandemic's impact,
which has been decreased by up to 50%; therefore, every employee must have multiple talents or abilities.
Furthermore, guest remarks were provided by consumers, implying that the topic of the study can observe
what services are still not ideal or what mistakes employees may make by looking at the ideas and complaints
received. Training for departments that receive client feedback might be carried out based on these ideas and
concerns. According to Bohlander (2010) Ehentioned the first stage in requirements assessment is identifying
the elements that influence the company's training needs. The first stage in developing a training program is to
identify training requiffinents. According to Hr-survey.com (2016) showed that training is required when
employees fail to meet an expected level of performance as assessed by management.

The descriptions were backed up by an interview with a human resources manager. [t was mentioned
that the initial step in carrying out a training program and development was not only planning but also multiple
steps. The steps or phases are as follows:

a. Phase of preparation. This phase begins by identifying the training objectives, which is very significant in
preparing its curriculum, which comprises "what the workers need to learn," which should not be
overlooked in its link to work behavior.

b. The training design step. As a result, because learning is an interaction between persons and their
surroundings, training environment design activities are required in the second step/phase.

c. The training activity evaluation phase The assessment phase is intended to be an activity to assess the training
activities that have been completed, and it is not an evaluation of trainee achievements.

"Several sieps had to be completed before we conld go on to the actnal training and developrent activity
that was scheduled. It also depends on the kind of activity that we are doing. When we want to have a
schedule of the important activities for the year, we hipically arrange activities at the beginning of the year,
even if they are for all of the employees. The Human Resonrces and Develgpment department will be in
charge of its actual implementation; however, if it is the kind of activity that can Wpically only be completed
by a certain division, then the appropriate division's head will be responsible for its planning at the
beginning of each month. Only activily reports are acceplable in my depariment. 11 is very evident that every
endeavor we undertake is predicated on requirements and that we continnally assess the outcomes." The
manager of human resources provided the explanation.

Furthermore, based on the interview results, it was discovered that there are many different sorts of
training and development activities. However, the fundamental training and growth to be implemented in the
two sessions were excellent service and communication. All these actions are essential values that must be held
while choosing a career in the hospitality industry. Hotel personnel plays a critical role in the hospitality




business. If these staff can deliver exceptional service while still being safe, hotel visitors are more likely to

return (Sultan et al. 2020).

The first session emphasizes the importance of providing outstanding service at the hotel. This training
was carried out utilizing the role-play method, according to the observation. Within 60 minutes, a total of 25
individuals had assembled in the meeting room. The trainer provided this training interestingly and with ice
breakers so the parti@ants could offer the content presented to the best of their abilities. According to Solihat,
Astuti, and Satriani (2020), ice-breaking is an activity that may be utilized to break the tension and saturation
of training participants so that the activity becomes entertaining and more conducive before they go on to
primary activities. This is vital because a pleasant training environment has a considerable impact on
participants' attitudes toward learning, and fun training is more effective. Several participants provided
additional commentary, including:

" yummy, sir. The training isn't making me drowsy,"”

"Despite the fact that I bave taken part in this training multiple times, I never become bored because both
the content and the way it is presented are entertaining.”

"This training is helpfil for those of us in operational roles who interact with guests on a daily basis."

It was absolutely critical to provide excellent service training. This can undoubtedly improve employees'
capacity to give excellent service and hence raise client happiness. As a result, when customer satisfaction is
reached, the firm will run smoothly. According to an interview with the subject of the research, she mentioned:

"This training is crucial, and we hape that future employees witl be able to put the information they have
been taught to use when serving austomers. If the customer is bappy with the service they receive, they will
retur to the establishment more frequentdy, which will boost both our revenne and onr profits. In addition,
we have been instricted to constantly review online visitor comments in order to gain insight into what
aspects of the following training material need to be analyzed and improved.”

There are three indications that can be used to assess the effectiveness of such training (Sutomo 2010).
These indicators were expected to be optimally attained in order to ensure customer happiness, namely:

a. Hospitality service. Employee friendliness was an essential factor in determining the quality of service
delivery to clients; with an employee-friendly attitude, customers will feel at ease and satisfied with the
services provided. It is important to highlight that in the service industry, personal interaction between
consumers and service providers is constantly present. The nature of hospitality and manners are elements
that can affect client happiness.

b. Service sincerity. Employee smoothness in serving clients is the attitude of an employee that customers
anticipate in the hospitality industry. Employees' genuine attitudes, such as willingness to assist when greeting
guests, the absence of wrong impressions of employees when serving guests, and the willingness of
employees to carry guests' bags and deliver guests to their rooms, are critical factors to consider when
marketing hotel services. Customers will feel and be considered necessary by the service provider if hotel
staff are sincere.

d. Service speed. One of the service quality metrics in personal contact between employees and consumers is
employee speed in servicing clients. The gap between the customer's expectations of the rate of employee
service and the perceived performance of employees is a factor that contributes to consumer discontent.
Furthermore, disparities in service speed judgments between consumers, personnel, and management might
lead to a gap in consumer satisfaction. For example, management designed a method in which check out,
including bill settlement and other administrations, will take no more than 15 minutes. However, customers
began to feel uneasy after only 10 minutes. This suggests that the management-instituted system produces
guest unhappiness. It is likely that the administration believed the 15-minute time limit was too short, but
guests did not.

Because this trainer had a broad group of participants in terms of position, age, and talents, the method
used in this training was role-playing. According to Dananjaya (2017) explained that role play is a learning
process activity in which the learner should not be concerned because a real-life situation would be generated.
The training was carried out by trainees sharing roles. Role-playing improved participants' interpersonal
relationships and social transactions (Rahmawati 2019). For a simulation to take place, participants must
embrace their roles and responsibilities and do their best in the scenario in which they find themselves.

Training must be tailored to the needs of the participants and given in an appealing manner, such as
through role play and icebreakers. The role play during the training also demonstrates that the participants have
a greater understanding. Participants can instantly put the activity's outcomes into practice. Brief conversations
with several participants revealed the following:




"1t is beneficial to put this into practice so that we can gain insight from one anather on our strengths and
weaknesses."

"1 feel drowsy during a presentation. 1 wonld much rather engage in role-playing.”

"Becanse I am involved in activities, it's best for me to get some excperience right away."

After a 15-minute break, the training returned to the theme of communication in the second session.
Employee communication skills were part of the endeavor to make guest satistaction the goal of hotel services.
Customer satisfaction is a person's joy or dissatisfaction as a result of comparing the performance or results of
a product to the performance of the person being charged. Good relationships with service managers influence
customer happiness (Mahafzah et al. 2020). One of these positive ties was formed through interaction with
hotel personnel (Silaban, Pasaribu, and Silalahi 2019). The human resources manager further stated

"Later on, in the process of fulfilling the fundtion of an employee, participants were required lo complete
this communication training. We bave bigh hopes that staff bas pained a deeper understanding of the
Sundamental privciples underlying communication as a vesult of 1his training, which will allew them to
appreciate better the significance of speaking successfully in the future. They will exhibit increased levelr of
inventiveness, activity, and self-assurance. Naturally, the most important item was to be able to fulfill the
requirements of our clients and guests."

During the communication training, researchers get the opportunity to interview multiple employees in
order to determine how active the employee's level of communication is when dealing with guests. They stated
that:

"Sometimes, there is still a sense of uneasiness when I meet new individuals."

" When I communicate with guests, there are occasions when 1 bave to stop and think about what I should
do firit.

"When I meet with guests, I always become nervous.”

"I am a commnnicative person, but when 1 meet a new person, I am hesitant to speak, and it feels like
ey mouth is locked, Sir."

This class focuses on two abilities: non-verbal and vocal communication skills. Knowledge, how to talk,
and brief and clear communication are all examples of verbal communication abilities. Non-verbal
communication characteristics include friendliness and politeness, a good personality, a cheap grin, loyalty and
dedication, work efficiency, a practical, honest approach, and self-confidence (Syamsudin, Purnono, and
Kusumadinata 2021). To attain this goal, training used the same strategy, namely role-playing. The following
comments were made by the attendees about this session:

"This communication training is very good for me. 1t is very nsefid, and the effect is not only made for
work, but when I am outside, 1 get carried away on how I should conmunicate well with pesple.”

"1 think this training is very usefil so that when we meet guesits, we can communicale well and not be
awlward amymore.”

"I can be more confident by participating in this training."

"Very effective training. Thanfk you management for this advantageous knowledge."

"The first day, I was a little disturbed by the vaices of the project wordkers next door, but during the training
process that was served, I was very enthusiastie, sir"

"1 really like this training so it can be easy and niderstandable and even explained when dealing with the
ather person.”

"As the back office employee, the most frequent communication is by telepbone. This training made us
know how to commaunicate ethically at nork."

To sum up, excellent service and communication training is understandable and has the potential to
change participants' behavior. It occurs due to the influence of prior experience factors during exercise.
According to Azwar (2008) claimed that attitudes formed via experience directly influence subsequent
behaviors. The direcfonsequence is more behavioral predispositions, which will manifest if conditions and
circumstances allow. When an organization provides training to its employees, it assists them in advancing their
careers, which they desire and require. Employees have recognized the importance of skillf) eventually
improving team productivity and efficiency. They will be more satisfied with their jobs and are less likely to
leave the company. It has an immediate impact on an organization's bottom line. A better future is linked to
advancement in an employee's career. It is a multifaceted approach that includes mastery of a body of
knowledge, a code of conduct, and a sense of social obligation.

Conclusion




Training is a systematic and organized effort to inerease performance cffectiveness by developing
knowledge, skills, and attitudes through learning experiences. The 120-minute training and development
workshop titled exceptional service and communication yielded satisfactory results. Employees can better
comprehend and carry out their jobs in accordance with hotel management goals with the application of
training. Furthermore, individuals feel skilled and confident in applying their knowledge to their actual task or
their job description.

The training and subsequent development initiatives are likely to improve. For example, in the future,
the trainer will prepare a number of examples to be solved. The problem can be created using pre-prepared
materials or by using previous cases. As a result, the trainees' abilities and skills develop. Furthermore, the
following program is supposed to be more in-depth regarding the value of these skills and abilities to an
organization's business by offering specific facts of analysis. As a result, training participants can take activities
seriously and develop a sense of belonging, or they can play an important role in an organization's success.
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