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CHAPTER II 

REVIEW OF RELATED LITERATURE 

This current study of chapter II introduces to related literature review that 

is correlated significantly with the research finding. It contains Apprenticeship, 

Business English, and Hotel. 

2.1 APPRENTICESHIP 

A brief explanation about program apprenticeship program has been 

stated; Sharpe‟s report found the following: It is one of interchange education 

form which the apprentices do not only follow academic components of 

apprenticeship program but also fill their time to obtain the training in the 

workplace. It is defined as an agreement for practical training between an 

apprentice and an employer exchanges job in a workplace environment. (2005, p. 

14) 

Furthermore, learning job skills while earning an income; wage 

progression; an original and widely recognized certificate of completion and 

proficiency provides in apprenticeship, so that is why it is a highly desirable form 

of training for workers because it is first and foremost a job. (“Understanding 

Apprenticeship Basics”, n.d.) 

From the two definitions above, it could be said that apprenticeship 

belongs to the persons who would like to make a contract in a workplace for 

training based on academic components at training institution. Besides, when 

conducting the apprenticeship, the apprentices are not only earning the ability but 
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might also earning an income and certificate of proficiency that is useful for 

getting a job later. 

2.1.1 BENEFIT OF APPRENTICESHIP 

“OECD” (2009) covers the benefit of apprenticeship, firstly, a very high 

quality learning environment is offered by workplace training, students are 

allowed to acquire practical skills on up-to-date equipment and familiar with the 

most recent working methods and technologies under trainers; the students are 

also allowed to develop key soft skills, such as dealing with customers in a real 

world environment. Secondly, a two-way flow of information will arise between 

potential employers and employees; making recruitment is more effective and less 

costly later. Thirdly, apprenticeship is a signal of labor market value that is 

provided by employer provision of workplace training. Fourth, apprentices in the 

workplace normally make a productive contribution.  

In addition “A Guide to Careers in the Skilled Trades” (2015) proposes 

there are more specific benefits of taking an apprenticeship. The benefits 

following: 

1. A job guarantee. The certificate of qualification after apprenticeship 

completion will almost guarantee a job later; the skills were acquired 

through apprenticeship. 

2. Earn while learn on the job. The employers who hire the apprentices will 

give a salary. 

3. Keep apprentices debt low. It means that the debt loads upon finishing of 

apprenticeship are lower since they “earn while learn on the job”. 
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4. Gain personal training and mentorship. The apprentices get an opportunity 

to improve their skills through personal training by the highly-qualified 

mentors that will share their experience how to do their jobs. 

5. Receive a skill that will last a lifetime. The learned skills will not only last 

a lifetime, they will also open doors to other opportunities; for example 

careers in management or teaching. (p. 16) 

 

2.1.2 BARRIERS TO APPRENTICESHIP COMPLETION 

In the apprenticeship program, there are many benefits that apprentices can 

take but assuredly there are also barriers to complete their apprenticeship. Bartono 

(2005, in Ardianto, 2014) verified that some troubles certainly happened in 

apprenticeship process and those troubles occur unexpectedly either by trainers or 

apprentices. Those troubles commonly cover: 

1. Time management. Some apprentices occasionally who are stationed in 

Food and Beverage Department get time loyalty longer than normally. 

Hence, the apprentices must manage time well in the period of time. 

2. Location issue. The taken place of apprenticeship could be a consideration 

because the apprentices spend more money for the transportation. 

3. Background knowledge. This problem is the most encountered in 

apprenticeship. The apprentices must have initiative to ask more to the 

trainers or employees, if they feel ashamed to ask what they do not know 

the apprenticeship would be worthless. 
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4. Association matter. The relationship between the company and the 

institution has to be cooperation each other to welcome hospitably for the 

apprenticeship program. 

 

In addition Lopata et al. (2015) introduced a number of matters that have been 

identified as problems in apprenticeship completion. The problems consisted: 

1. A limitation of essential skills. The deficiency of important skill in 

completing the apprenticeship is one of the most obvious problems. It can 

predict success and failure in skilled trades.  

2. A limitation of acceptable mentoring. A contact between trainers and 

apprentices is an essential factor of apprenticeship. Unacceptable trainers 

might discourage apprentices to their completion. 

3. System factors. External pressures influence the system of apprenticeship, 

such as from transferring training method to some skill taught, industry 

competition and the length of apprenticeship.  

4. Affiliation of in underrepresented groups. According to the survey, 

commonly member of apprentice is male, under 35 years old. Apprentices 

from underrepresented groups in apprenticeship are women, aboriginals, 

visible minorities, immigrants, and people with disabilities. They tend to 

leave their apprenticeships. 
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2.2  BUSINESS ENGLISH  

Definition of the term Business has been stated in the book of Foundations 

of Business by the expert (Pride et al., 2012), “Business is the organized effort of 

individuals to produce and sell, for a profit, the goods and services that satisfy 

society‟s needs. A business is a particular organization, to be successful; a 

business must perform three activities, organized, satisfy needs and earn a profit”. 

It can be said that business is organization that has a purpose to produce, sell, and 

make a profit which is well-organized. 

 Moreover, the term of Business English has been described shortly by 

(Frendo, 2005) “Business English is using the language to build a communication 

with people in a specific business context. It is about negotiation, cooperation, 

persuading, conflict, explanation and finding solutions to problems within 

business area such as of industry, of commerce, of finance, of providing services 

and goods”. 

In Business English subject, the students study about the language in order to 

have a good communication in workplace and related to basics of business such as 

management, etiquette, organization, and the foresight of real world job. By doing 

an apprenticeship, the students will apply their knowledge in the real situation. 

 

2.3 HOTEL AND HOSPITALITY MANAGEMENT 

Some explanations of Hotel have been proposed by many experts. 

According to Muljadi et al. (2016, p. 192), “A hotel is an integral sector from 

tourism business which may be defined as accommodation business that is 
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commercialized for public. It commonly provides facilities that produce services 

such as room, food and beverage, recreation, gym, laundry, and business center”.  

In addition, Hotel means an establishment that is built by the owner for 

offering the accommodation to any person who are able and willing to pay a 

reasonable sum for the services and facilities provided (Mackenzie et al., 2009). 

From the two definitions above in other words, Hotel is one of businesses which 

mainly provides accommodation and facilities to the guest in certain periods. 

Hotel is one of the destinations to any persons who are away from home. 

They will stay in hotel for days and find a pleasure by getting good services. 

Therefore, the term of Hospitality closely related to Hotel. According to 

Mackenzie et al. (2009), hospitality is the performance of kindness in welcoming 

and looking after the basic needs of guests or strangers, mainly in relation to food, 

drink and accommodation. 

Besides, broader explanation of Hospitality proposed by Barrows et al. 

(2012) in their book of Introduction to Management in the Hospitality Industry 

stated that the hospitality professions are among the oldest of the human 

professions, and they involve making a guest, client, member, or resident feel 

welcome and comfortable. There is a more important reason, however, that people 

who are interested in a career in these fields should think of hospitality as an 

industry. 

On the whole from explanation above about hospitality, it can be said that 

hospitality concerns to make any persons feel comfortable and satisfaction by the 

kindness especially in industry for giving an accommodation, service to the guest. 
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2.3.1 FRONT OFFICE DEPARTMENT 

The main largest revenue in hotel is from the product of rooms, because 

the aim of hotel itself is for accommodation. There must be an important role of 

the primacy of a hotel. Front Office Department is a vital part of department in 

hotel to carry out the mission in hotel business. Bagyono (2012, p. 22) proposes 

that the role of Front Office Department is the essential one that causes all 

departments rely on it. It reflects the activities in a hotel can be disorganized if 

there is no Front Office Department, the product of rooms and service wheel 

rotation will be discontinued eventually. 

Additionally, Bardi (2003) has stated that the main two functions of Front 

Desk operation are communicating and accounting. In communicating function, it 

covers the activities such as responding to all guest inquiries about hotel services, 

guest room availability, and concerning on guest room reservations, staff to staff, 

or other departments in a hotel. In accounting function, it includes the activities a 

sort of keeps an eye on register or non-registered guest accounts, detailed charged 

are available for 24 hours because guests can settle their account anytime they 

want, so that is why the accounts must be updated and accurate all the time. These 

services are the highest priority of being a good management in Front Office. 

 Assuredly, it can be concluded that Front Office Department in a hotel 

must play a crucial role to other departments because it is the communications 

center for information in a hotel related to the guests, product of rooms, accounts, 

and the operation. Hence, there are some roles and responsibilities in it to operate 

Front Office activities. 



14 
 

2.3.2 THE ROLES AND DUTIES OF FRONT OFFICE DEPARTMENT 

Hereinafter, there are some duties that must be done in Front Office 

Department. According to Ismail (2002), the organization and service levels of 

each role under the field of the Front Office manager are significant to ensuring 

guest satisfaction. Some of the roles and the duties of Front Office are described 

as follows: 

1. Front Desk Manager: Its profession has whole responsibility for the 

organization. He controls daily operation of the Front Desk, organizes 

communications with housekeeping, and typically is assigned direct 

supervision of a shift. 

2. Front Desk Supervisor: Commonly he works directly with the Front 

Desk staffs to make sure quality and efficiency of the operation. 

3. Front desk agent/ Guest service attendant: In each hotel, the role 

names are diverse but the basic responsibility is general; record 

checking in and out guests of the hotel. 

4. Bell captain: The responsibility is overseeing the bell-staff. 

5. Bell staff: Basic responsibility is to help guests into and out of their 

rooms related to escorting and the belongings. 

6. Doorperson: Greeting the guests and assisting them from their 

vehicles into the lobby. 

7. Valet/Garage supervisor: Arranging the valet parking and parking 

garage staff. 

8. Valet parking attendant: Parking and saving cars of the guest. 
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9. Parking garage attendant: Controlling the entries and exits of the 

parking garage hotel.  

10. PBX (Private Branch Exchange) supervisor: Controlling the operation 

of switchboard hotel. 

11. PBX operator/ Telephone Operator: This role is typically in charge for 

the smooth execution of internal and external communications. 

12. Concierge manager: Most responsibility is to manage the concierge 

staff in serving guests with all requests such as the keeper of 

belongings. (p. 114) 

 

2.3.3 RESERVATION 

“Front Office Operations Study Guide” (2009) in the book proposed that 

reservation is responsible for taking enquiries from prospective guests, travel 

agents, group or conference administrator who want to book accommodation. The 

role is recording the required information to make a reservation; entering that 

information in manual or computerized reservation records; monitoring the levels 

of reservations; offering any documentation to guests to confirm the booking such 

as by confirmation letters or requests for deposit; and making sure that reception 

is informed of the confirmed reservation details and expected arrivals guest every 

day. The reservation department usually operates during work hours 8.00 am - 

6.00 pm to cover up the over-bookings: extra-hour telephone reservations can be 

taken by reception. 
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According to Abbot et al. (1999), the process of making a reservation 

starts with an enquiry. Frequently guests contact hotels in different ways. Mostly, 

the ways are as follows:  

1. The term of the guests who check-in directly to hotel without 

reservation is known as walk-in guest. That is the prospective guest 

who are travelling suddenly or touring to an area „out of season„. It is 

crucial to group reservations such as tours or conferences. 

2. Letter. In this era, the using of letter is outdated, but still holiday 

reservations are used in this way. Letters recommend the advantage of 

being understandable, unambiguous and permanent. Letters are also 

worthwhile evidence that a contract is truly agreed. 

3. Telephone. Today reservations are using the form of telephone calls. 

The telephone is quick and simple, but it lacks to provide a permanent 

record which means that the speakers in end of the line have to make 

the notes of what was agreed. 

4. Fax (facsimile transmission). It has become very popular in the 1980s, 

but long before that time some hotels had been applying internal fax 

systems. Fax is used to send copies of documents through telephone 

lines to a machine which prints out a similar copy at the other. It can 

be used to transmit plans, diagrams and even pictures, but the main use 

is to send memos and letters. 

5. The internet or computerized communications. This way can be the 

using of ‟email‟ (electronic mail) which is expanding rapidly. It means 
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that a travel agency‟s computer can „talk‟ to a hotel‟s computer in 

intent city, making reservations directly and leaving an electronic 

record. Still, it is probable for personal guests to make a reservation 

directly through their personal computers. (p. 18) 

 

2.4 BUSINESS ENGLISH CLASS 

 Belonging to the elective course of English Language Education 

Department at University of Muhammadiyah Malang, Business English class 

covers three level subjects. 

a. Business English 

This course must be taken by all students of English Language Education 

Department in 5th semester. This class relates to business correspondences, 

how to write a formal and an informal letter. 

b. Business English I 

This course is taken by the students who choose the elective course of 

Business English. The discussion is all about the individual presentations on 

business, management, etiquette, histories, etc. 

c. Business English II 

In this course, the students who continue their studies from Business 

English I will do an apprenticeship at some places, choosing one of some 

places that related to business. 

 




