202210100311011
Choirunnisa Ramadhani
Prodi Pendidikan Bahasa Inggris

COMUNNICATION STRATEGIES IN DELIVERING EXCELLENT SERVICE
: A CASE STUDY OF VERBAL AND NON -VERBAL COMUNNICATION
AT ASTON INN BATU

THESIS

Choirunnisa, Ramadhani

202210100311011

ENGLISH LANGUAGE EDUCATION DEPARTMENT
FACULTY OF TEACHER AND TRAINING EDUCATION
UNIVERSITY OF MUHAMMADIYAH MALANG
2026



202210100311011
Choirunnisa Ramadhani
Prodi Pendidikan Bahasa Inggris

COMUNNICATION STRATEGIES IN DELIVERING EXCELLENT SERVICE
: A CASE STUDY OF VERBAL AND NON -VERBAL COMMUNICATION
AT ASTON INN BATU

THESIS

This thesis is submitted to meet one of the requirements to achieve Bachelor
Degree in English Language Education

Choirunnisa Ramadhani

202210100311011

ENGLISH LANGUAGE EDUCATION DEPARTMENT
FACULTY OF TEACHER AND TRAINING EDUCATION
UNIVERSITY OF MUHAMMADIYAH MALANG
2026



APPROVAL PAGE

THESIS

Communication Strategies in Delivering Excellent Service: A Case Study of Verbal

and Non-Verbal Communication at Aston Inn Batu.

This thesis was written by Choirunnisa Ramadhani and was approved on 30

March 2026

By

Choirunnisa Ramadhani

~ Advisor,

ol

Agista Nidya Wardani , MLA



LEGALIZATION PAGE

This thesis was defended in front of the examiners of the Faculty of Teacher
Training and Education of University Muhammadiyah Malang and accepted as

one of the requirements to achieve Bachelor's Degree in English Language
Education on 12 April 2026

Approved by,

Faculty of Teacher Training and Education University of Muhammadiyah

Malang

. S0

Sto fature & Stamp)
Prof.Dr.Moh.Mahfud Effendi,M.M.

Examiners: Signatures:

1. Dr Sudiran M. Hum
2. Bramy Biantoro, M.Ed

Adviser

Ghud

Apista Nidva Wardani, M.A



202210100311011
Choirunnisa Ramadhani
Prodi Pendidikan Bahasa Inggris

MOTTO AND DEDICATION

MOTTO

“Being myself in a world that constantly tries to turn me into someone else is my

greatest achievement.”

'7g' and encqu

ng and m&gwlng upﬁr’_.'.-.l || | i | iy .-
=" __p #
Yl /)
__':”.-1 I.."L"*‘f_‘__ )/

iv



202210100311011
Choirunnisa Ramadhani
Prodi Pendidikan Bahasa Inggris

ACKNOWLEDGEMENTS

First and foremost, I would like to express my deepest gratitude to Allah SWT
for His blessings, mercy, and guidance, which allowed me to complete this thesis
title “Communication Strategies in Delivering Excellent Service: A Case Study of
Verbal and Non-Verbal Communication at Aston Inn Batu”. This thesis is
submitted as a partial fulfillment of the requirements for the degree of Bachelor
Education in the English Language Education Department at the University of
Muhammadiyah Malang. I realize that-this-thesis would not have been completed
without the support, guidane€,-and encouragement from many people. Therefore, I

would like to expressany sineere appreciation to;

1. Prof. Pr. Mohs Mahfud Effendi, M.M., the Dean_of the Faculty of Teacher
Training and Education, for hisleadership and, forproviding a sapportive

academic'environment for'all students!

2. Rafika=Rabba“ Farah,S:Pd. ;M-Ed, ‘the -Head of the ;English Language
Education BDepartment;-for ‘her invaluable -academic and “administrative

suppert’‘throughout my-studies.

3. Dra) Dwi Poedjiastuti, M.A., Bh.D., asimy Academic Advigor, for her
continuous guidanee, wisdom, and encourdgement since my: first year. Her
support has been instrumentalin my.academic journey and personal growth

in this department.

4, Agista Nidya Wardani, M.A., as my Advisor, for her valuable time,
patience, guidance, and expert suggestions during the process of completing

this thesis.

5. The Management and Staff of Aston Inn Batu, especially the Food and
Beverage Department, for granting permission to conduct this research and

providing access to the necessary documentation.



202210100311011
Choirunnisa Ramadhani
Prodi Pendidikan Bahasa Inggris

10.

1.

12.

My Beloved Parents and My Siblings, for their endless love, prayers, and

unwavering support throughout my university years.

My Beloved Best Friends, Retta and Keyko, for their constant support and

for always being there through every up and down.

My Best Friends in My Hometown: Diva, Iqrimah, and Leha, for staying by

my side despite the distance.

The "Imroatus Squad", fet their incredible support, help, and for making

this journey more-meaningful.

Special thanks te my fellow internship paftners and colleagues: Satria, Elsa,
Rangga Dea; Lina “and others , for the tegetherness;” motivation, and
professional support during, ourlinternship progfam. Thank you {0t being
such an hcredible support:system throughout-the precess of'€ompleting this

thesis.

All my friends in the English-Language Education Department, especially
the 2022 cohert; forthe‘motivation ‘and togetherness we shared during our

studies.

Last but not least, I would like to extend my deepest gratitide to myself.
Thank you for your gesilience™and for pot giving up,during the most
challenging times of this intérnship and writing process,;/ am proud of the

courage you have shown-m-completing-thisjourney. Stay strong.

vi



STATEMENT OF WORK'S ORIGINALITY

I hereby declare that this undergraduate thesis entitled "Communication Strategies
in Delivering Excellent Service: A Case Study of Verbal and Non-Verbal
Communication at Aston Inn Batu" is my own work and has not been submitted

for any degree or diploma at any other university or institution.

To the best of my knowledge, this thesis does not contain any material previously
published or written by another person, except where due reference is made in the

text.

Malang, 20" April 2026

OC743ANX415879884

(Choirunnisa Ramadhani)



ABSTRACT

Thus study investigates the communication strategics employed by Food &
Beveruge (FRB) smfl’at Aston Inn Batu in delivering excellent service, with a
specific focus on the use of verbal and non-verbal communication. The primary
aim is to examine how these communication strtegics contribute (o service
quality and guest satisfaction within a mid-scalc hotel setting. n descriptive
qualitative approach was used, with data collected through participant
observation, in-depth interviews with F&B supervisors and the department
manager, and roview of daily operational documents. The [indings show that
verbal and non-verbal communication strategies are both central to how guests at
Aston Inn Bamu perceive service quality .verbal strategies including polite
greetings, active listening, cmpathetic responses during complaint handling, and
proactive information-sharing were consistently applicd by staft. Non-verbal
strutegles such as sustained cye contact, genuine smiling, open body posture, and
appropriate gestures were equally important, particularly during high-pressure
moments. The combination of these two channels, reinforced through the hotel's
SOPs and everyday expericnce. proved to be the defining characteristic of service
excellence in this setting. Based on these findings, the hotel is encouraged fo
strengthen communication focused training and develop clear guidelines for both

verbal and non verbal interaction standards.

Keywords: Verbal Communication, Non-Verbal Communication, Excellent

Service, F&B Service, Guest Satisfaction.
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