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CHAPTER I 

INTRODUCTION 

In this chapter, the writer presents research background, research 

problems, research objectives, scope and limitation, research significance, and 

definition of key terms. 

1.1 RESEARCH BACKGROUND 

The curriculum of University of Muhammadiyah Malang at English 

Language Education Department provides the level of subject in Business 

English. The subject covers compulsory and elective course. For the compulsory 

course, Business English is taken for all students on the fifth semester. Meanwhile 

the elective course is available on the sixth semester which is divided three 

options. They are translation, English young learner, and Business English. The 

students who select their elective course for Business English must take Business 

English I and Business English II. In Business English I class, the students study 

all about theories of business and manners, the topics of the course cover the 

etiquette at the office, management, leadership, decision making, bank, and hotel. 

They are required to make two presentations of those topics. The purpose of this 

semester might would like fostering self-confidence and manage how to speak in 

public area. Business English II class is taken on the seventh semester. This 

semester is the real practice; the students have to join the apprenticeship at least 

one month. In the process of Business English classes, the students are expected 

to be more confident and ready to face the current development of business world. 
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Apprenticeship is one of the requirements to pass the Business English II 

subject. Students who select the elective course of Business English must take an 

apprenticeship such as bank, hotel, restaurant, tourism places and so forth in a 

group of students. This program has the purpose to create a generation of 

professional skilled students. Conducting of the apprenticeship for Business 

English, students are made in order to have many links until they obviously step 

in world of jobs someday. Moreover, they will know directly the process and the 

activities in the field that they will have experiences to practice and get the 

knowledge during the apprenticeship is held. Consequently, it must raise the 

problems that have to be faced by the students in English Language Education 

Department.  

The majority of apprentices of English Language Education Department 

are stationed at Front Office Department in a hotel. The intention is to improve 

their speaking performance while students communicate with some foreigners. 

Because of that position, the students will frequently handle the request of the 

foreign guests who want to stay at the hotel, not only about the registration but 

also about the service. 

Communication skill is obtained by practice regularly based on the 

situation take place. If the students rehearse to speak up and aware the manner of 

speaking in that situation, they will be categorized as skilled students in 

communication. This program is presumed to be the way of expressing their 

performances in job view on training process. There are three powerful principles 

that affect the communication proposed by Hirsch (2003). They cover connection, 
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flow, and reinforcement. Those principles mean; connection is get attached to the 

listener needs and make the interesting idea, flow is make the communication run 

smoothly and enjoyable, and reinforcement is supporting details within flow, the 

speaker must convince the listener that communication is connected. 

Communication will be happened if the speakers and listeners are attached to each 

other.  

Previous study focuses on the difficulties in charge at Housekeeping 

Department which is related to the room that guest stay in, providing a clean 

room, facilities, amenities, and giving the good service for the guest that have 

been conducted research by Ardianto (2014). Another previous study finding 

discusses about the hotel which focuses on English Register used by Room Boys 

at Housekeeping Department which is related to the language that is used and its 

meaning especially in Housekeeping Department that have been studied by Rani 

(2015). In addition, The researcher also finds another a study that investigates the 

register used by Guest Relation Officer in Front Office Department in Harris hotel 

which concentrates on the terms that are used in Front Office Department that 

have been analyzed by Putri (2016). While this current study is similar because it 

is related to the hotel, but the focus is different because it is destined to the 

apprentices of English Language Education Department especially who get the 

difficulties while they are on duty at Front Office Department in a hotel. Very few 

studies have been conducted in the area of Business English included in hotel that 

is why this study is urgent for the future. 
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According to Bagyono (2012, p. 3), the development of modern hotel 

prioritizes more on facilities, amenities, and services. It means that all divisions in 

modern hotel should give the best services and facilities let alone Front Office 

area. Front Office Department of hotel is selected because basically it is the 

biggest role of the hotel to build a good image for the first impression to the 

guests, so that is why it is called “Front Office’’. A hotel does not only provide 

the product of rooms but also provides the services which they are the essential to 

the hotel development. The hotel is classified into the star hotel based on the 

excellence of services. A hotel must consist of some departments that have their 

own roles as well as Front Office Department. It can be said that Front Office 

department is a heart of hotel because it is the central of department that controls 

all the departments toward the daily operations. Hence, the latest information that 

has been handled by one of the departments such as Back Office must be reported 

immediately to the Front Office attendants who are on duty at that time. 

Moreover, it is selected because in the period of current generation apprenticeship 

program mostly the apprentices were stationed at Front Office Department in the 

hotel, so they were expected to give best service in that area and could cope with 

their difficulties. 

 

1.2 RESEARCH PROBLEMS 

1. What are the difficulties faced by Business English apprentices in charge at 

Front Office Department in a hotel? 
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2. How do Business English apprentices solve the difficulties in charge at Front 

Office Department in a hotel? 

 

1.3 RESEARCH OBJECTIVES 

1. To identify the difficulties faced by Business English apprentices in charge at 

Front Office Department in a hotel. 

2. To know the solutions how the Business English apprentices solve the 

difficulties in charge at Front Office Department in a hotel. 

 

1.4 SCOPE AND LIMITATION 

This study deals with the difficulties faced by Business English 

apprentices of English Language Education Department students in 2015/2016 

academic year at University of Muhammadiyah Malang who are in charge at 

Front Office Department in a hotel. The researcher limits the discussion only at 

Front Office Department how to give good services, build a good impression and 

how to communicate effectively at Front Office Department as the apprentices in 

a hotel. 

 

1.5 RESEARCH SIGNIFICANCE 

The result of this study is supposed to contribute to Business English 

course especially the one who takes the apprenticeship in a hotel at Front Office 

Department. The study contains the information to evaluate apprenticeship and 

make preparation in the future. The most essential part of this study is desired to 

give the inspiration for the next researchers who would like to develop the study. 
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1.6 DEFINITION OF KEY TERMS 

This current study has some definitions to make a clear understanding of 

key terms, it covers: 

1. Apprenticeship: is system of job training in which trainees become highly 

skilled workers through a combination of worksite learning and classroom 

learning. (Farr et al., 2005) 

2. Business English: is the study of the language fundamentals needed to 

communicate effectively in today’s workplace. These basics include grammar, 

usage, punctuation, capitalization, number style, and spelling. Because 

business people must express their ideas clearly and correctly, such language 

basics are critical. (Guffey et al., 2008) 

3. Front Office Department: is one part of a hotel that is most required in the 

matter of realizing the goals to be achieved by the hotel and operationally 

associated with guests and its work area is not far from the lobby (Suwithi et 

al., 2008, p. 81) 

4. Difficulties: is the kind of problems that arise as an apprentice from untrained 

person to be a professional person working in certain department for giving 

good services to the guests 

5. Hotel: is type of accommodation which is managed commercially, provided 

for the person or for the group, providing accommodation services, food and 

beverage and other services by considering the needs and technological 

developments (Bagyono, 2012, p. 3) 

 




