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ABSTRACT

This study aims to investigate the role of job training implementation on work quality
produced by housekeeping department employees at The Ritz-Carlton, Bali. The target
population were all employees of the housekeeping department with a total of 216
people. Through the purposive sampling technique, obtained as many as 134 people who
fit the criteria. Empirical data were collected through the distribution of questionnaires
directly to the housekeeping staff. The data were analyzed through a simple lirfifr
regression approach with the SPSS program. The findings reveal that job training has
a positive and significant effect on work quality. The results of the coefficient
determination show that job training has a very strong influence onwork quality, where
the contribution given is 80.7%. The resultsindicated that the application of effective
job training to improveemployee skills will be able to encourage the improvement of
work quality. The research findings can make a positive contribution to the literature in
the field of hospitality management and can provide practical implications for the
management of The Ritz-Carlton Bali to always improve the work quality through the
application of job training that is fit with the needs and weaknesses of employees.
Keywords: Hospitality management, Housekeeping department, Job training, Work
quality

INTRODUCTION

Human resources are the most important element for companies, where their role is as
implementers of policies in operational activities that take place in a company (Siagian &
Nuryanta, 2008). The existence of human resources is always associated with work quality
(Warjiyono etal.,2021), whichis abenchmarkin assessing whether the company can provide
good service to its guests (Wahyuningsih, 2018). In addition, the quality of work also
describes the success of managers in managing the organization and all its human resources.
Employees in a company are expected to maximize the quality of their work and one way
that can be done is through training related to skills in their field of work (Turere, 2013).
The provision and implementation of job training programs are useful in the process of
developingskills, attitudes, and devel oping knowledge for each individual, especially in
completing the duties and responsibilities of the company. TE@training is applied to
determine the level of service provided by employees, as well as to determine the effect
of hining on their work quality (Yusnita & Rahdian, 2018). Training is also proven
to have a crucial impact on employee performance, meaning that the quality of the
@ork produced by employees is caused by the job training carried out (Triasmoko, 2014).
Training has a strong influence on employee performance, which means that training
has a major contribution to the ups and downs of employees’ work quality (Septian, 2006).
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Job training has a moderate level of relati@ship and has a significantand positive influence
on the quality of employee work, which means that the better the traininé
implementation, the better the work quality produced by the employees (Sugiarti et al,
2016). The better the training is carried out, the better the work quality produced by the
employees (Widijanto, 2017).

The Ritz-Carlton is one of the five-star hotels located in the Nusa Dua area that always
strives to improve the quality of work of each employee to beable to provide maximum
service to guests who come. In its operational activities, several
departments are interconnected with each other, namely the front office, food management,
housekeeping, human resources, sales marketing, and accounting. Housekeeping has a very
crucial role in a hotel because almost all of its activities are closely related to guest
comfort, either directly or indirectly (Abdullah & Achmad, 2015). The housekeeping
department is always required to have employees with good work quality to be able to
provide service quality as expected byfEhe company. Based on the information from the
housekeeping department supervisor at The Ritz-Carlton, Bali, to determine the quality
of work of the employees, an assessment is carried out every 6 months. This assessment
is carried out to determine whether the quality of the employee's work is good,
moderate, or lacking in doing his job.

Table 1: Annual Performance Review of Housekeeping Department Employees at The Ritz-
Carlton, Baliin 2017-2021

[Source: Human Resources Department, The Ritz-Carlton Bali, 2021]

Number of Employees

Qualification | 2017 2018 2019 2020 2021
Based on - - - - -
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Total “Io T IOURT LI T 009 | 216 | 100% | 216 | 100% | 216 | 100%
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supervisor at The Ritz-Carlton, Bali, the results of the assessment of the housekeepin
department employees were better in 2017 thanin 2018 to 2021. This can also be shown by
the fewer number of guest complaints that were directed to the housekeeping department
in the year 2017.

Table 2: Recapitulation of Guest Complaints on the Housekeeping Department at The Ritz-
Carlton, Bali 2017-2021
[Source: Human Resources Department, The Ritz-Carlton Bali, 2021]
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2017 2018 2019 2020 2021

= o T2 = L] o =2 o L - o
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1 Check-In (Room 17 23% 23 21% 25 22% 18 229 25 20%
Chek-In Prohlem)

2 Room Cleanliness 24 32% 30 33% 48 42% 25 30%4 54 42%
i Mosquito problem 15 20% 18 ﬁ{n 22 19% 19 23% 24 19%
4 Linen Condition) 19 25%| 19 % 20 17% 21 25% 23 19%

Total 75 100%| 20 [100% | 115 | 100% 83 100%|(126 100%

in problem), which had the highest number of comments, which was 25 or 22% in 2019,
and room cleanliness with a total of 25 or 22%. the highest number of comments was 54 or
42% in 2021. Based on the data obtained, it can be understood that the quality of work
provided by employees in the housekeeping department still needs more attention to be
improved, especially in carrying out operational activities, especially in the category of
rooms not ready when guests already checked in (Room check-in problem) and room
cleanliness to achieve guest satisfaction in the future. Improving the quality of work of the
housekeeping department employees at The Ritz-Carlton, Bali can be carried out through
various job training programs, which are important to provide understanding for new
employees, especially from different backgrounds related to the roles and
responsibilities assigned. While job training is also very important, especially for old
employees in facilitating the completion of tasks and responsibilities. The types of job
training provided to housekeeping department employees at The Ritz-Carlton, Bali
consist of 9 types of job training carried out per period, namely in the period 2017 to 2021.
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Table 3: Types of Housekeeping Department Training at The Ritz-Carlton, Baliin 2017-2021
[Source: Human Resources Department, The Ritz-Carlton Bali, 2021]
No Jenis Pelatihan Durations (hours)
2017 12018 |2019 (2020
2021
1 Product knowledge 30 30 30 30 30
2 Roleplay Three Steps of Service - Showing direction 30 30 30 30 30
3 New Room LSOP- 036 - Turndown Service 31 30 30 30 30
4 BSA Bathroom 31 30 30 30 30
5 Roleplay Three Steps of Service - Showing direction 30 30 30 30 30
6 [fGrooming Standard 30 30 30 30 30
7 Electrostatic Spraying 31 30 30 30 30
8 Wew Ways of Cleaning, Applying Hand Sanitizer, Face - - - 31 31
Masks, Proper Gloving
9 New Room LSOP-050-COVID 19 OCC Guestroom cleaning - - - 31 31

2020 to 2021. The Ritz-Carlton, Bali provides two additional types of job training which
are required due to the Covid-19 pandemic as an effort to prevent the spread of the virus.
The Ritz-Carlton, Bali added job training in the housekeeping department in the form
of New Ways of Cleaning, Applying Hand Sanitizer, Face Masks, Proper Gloving, and also
NEW ROOM LSOP-050-COVID 19 OCC Guestroom cleaning with classroom learning
methods with prepared materials. The results of observations and unstructured
interviews with The Ritz-Carlton, Bali to the management of human resources, obtained
results that are closely related to the implementation of job trainingto improve the quality of
work in the housekeeping department, which can be seen from the phenomena tfht
occur in operations. the housekeeping department, among others, can be seen from the
quality of work it is still not optimal as evidenced by a large number of guest
complaints in 2021 as many as 126 shown to the housekeeping department which is
influenced by several employees who do not understand the procedures for using certain
tools and machines, employees have not fully understood the effectiveness and the right
type of chemical, thus causing many complaints about the cleanliness of the room by
guests, employees are still unable to meet the target of cleaning the room in one work
shift without overtime which results in guest complaints against the room bell um ready
when guests have checked in most often happens.

Moreover, in 2021, it shows that the results of a performance review of a total of 216
housekeeping department employees who have not met expectations at most in 2021
show that 66 or 31% of employees have not met expectations. Apart from these main
factors, several other factors are obstacles in achieving the quality of employee work such
as employees who do not take the initiative in taking jobs, employees who are still not
independent in completing their work well and quickly, employees who are still lazy at work,
to a lack of concern for the tasks assigned is the cause of employees not enjoying their work.
Based on the phenomena that occur in the offrations of the housekeeping department,
the implementation oftraining in improving the quality of work of employees is felt to be
very necessary for the housekeeping department, especially in the operational aspect to
maximize the quality of work of its employees.

LITERATERE REVIEW
Training is a systematic and planned effort to change or develop new knowledge, skills,
and attitudes according to the needs of the organization. Training allows employees to gain
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additional abilities so that they can carry out the tasks or jobs at hand (Priansa, 2014).
Training is a special program designed by the organization and is expected to provide
a stimulus to someone to be able to improve their ability to do something (Ibrahim et al,
2017). The concept of quality is seen as something relative. Quality can be described as the
characteristics possessed by a prodffit or service that show consumers the advantages
possessed by the product or service. Quality of work is a result that can be measured
by the effectiveness and efficiency of a job done by human resources or other resources
in achieving the goals or obj§tives of the company properly.

Qua]itygf Worklife (QWL) is a systematic effort in organizational life through a way in
which employees are allowed to play a role indetermining the way they work and
the contribution they ke to the organization to achieve its goals and various objectives
(Wijaya, 2012). Work quality is the level of satisfaction, motivation, involvement, and
experience of individual commitment regarding their life at work (Mangkunegara,
2013). Work quality is a process in which the organization evaluates or assesses
the performance of the work carried out properly, orderly, and correctly and can help
increase work motivation while increasing organizational loyalty from employees
(Nasution, 2018).

Training is important for managers in operating effective performance management.
Employees need training to be able §jproduce good quality work (Dharma, 2012). This
proves that appropriate training can improve the quality of employees' work. The
relationship between the implementation of training and the quality of employee
work is that training is carried out to be able to improve the performance of workers in
a particular job (Benardin, 2013), which means that if the training is carried out properly,
the quality of the work produced will show good results. From the two theories above,
it can be conclud@fjthat training is carried out to produce good quality employee work,
and the better the training is carried out, the better the quality of employee work produced.

RESEARCH METHODOLOGY
This study was conducted through a quantitative approach that focused on the role of job
trainingggih the work quality of housekeeping department employees. The location used
is The Ritz-Carlton, Bali, which is located at JalggjRaya Nusa Dua Selatan, Lot III,
Sawangan, Nusa Dua, Badung Regency, Bali 80363. The Ritz-Carlton is one of §g} luxury
brands from Marriott International with 101 properties covering 101 properties. located in
major cities and exclusive resorts in 30 countries around the world. The Ritz-Carlton Bali is
a five-star luxury hotel located in the Sawangan area, Nusa Dua which has very complete
facilities. The Ritz-Carlton, Bali started operating in 2014 so it has been operating for
more than 7 years. The Ritz-Carlton Bali stands on an area of 12.7 hectares with 313
suites and villa rooms and various other complete facilities. The types of data used
include qualitative and quantitative data sourced from interviews, observations, applied
job training data, employee performance results, guest comment percentage data, and
other supporting data obtained from The Ritz-Carlton, Bali. The target population in this
study includes 216 employees of the housekeeping department. Through purposive
sampling, obtained as many as 134 employees who meet the specified criteria.
Empirical data has been collected by distributing questionnaires directly to employees.
Furthermore, the empirical data were analyzed through a simple linear regression
approach.

RESULTS AND DISCUSSIONS
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The distribution of the questionnaire was carried out from August 10;72022.to August 14,
2022 via a google form. [EFestionnaires were distributed to 134 employees of the
housekeeping department. Based on Table 4, it is known that the majority of respondents
who participated were employees of The-Ritz-Carlton Bali with the age of 31-40 years
(51.59%), male (60.4%), high school/vocational education (58.2%), and have a working
period of 2-3 years (39.6%).

‘T#dle 4: Respondent Characteristics

[Source: Primary data processed, 2021]

No Category Number of Respondents Percentage
Age:
< 20 years 2 1,5%
21-30 years 36 26,9%

1 31-40 years 69 51,5%
41-50 years 24 17,9%
> 50 years 3 2,209
Gender:

2 Male 81 60,4%
Female 53 39,6%
Education History:

3 Senior Hligh School 81 60,4%
Diploma 53 39,6%
Workong Priode:

1-2 Years 32 23,8% nts,

+ 2-3 years 53 39,6% vith
3-4 years 49 36,6%

Total 134 100%
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Table 5: Validity and Reliability Test P4 ~
[Source: Primary data processed, 2021]

Variable Item| Pearson Correlation | Cronbach’s Alphal

X1 0764
X2 0.712
X3 0.680
X4 0.837
X5 0.745

Job Training (X) |_X6 0727 0932
X7 0.843
X8 0.866
X9 0938
X10 0.809
Y1 0.577
Y2 0.769

Work Quality (V) | Y3 0,638 0,765
Y4 0.636 ly,
Y5 0.825 he
Y6 0612 of

heteroscedasticity since the significance value obtained is above 0.05.

‘Bihle 6: Normality Test
[Source: Primary data processed, 2021]

Unstandardized Residual
Asymp. Sig (2-tailed) 0,059
‘Eidle 7: Uji Heteroskedastisitas
[Source: Primary data processed, 2021]
Model 4 Sig.
1 Pelatihan Kerja -1,416 0,159

‘l'able 8 below shows the results ot simple regression analysis, namely: Y = 8.231 + 0.352X.
The results obtained indicate that the constant value of 8.231 means that the work quality
variable will increase by 8.231. Furthermore, a positive regression coefficient value of 0.352
means that an increase in job training will improve the quality of employees' work.
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Table 8: Simple Linear Regression Test
[Source: Primary data processed, 2021

Model B Std. Error
1 (constant] | 8,231 0,515
The pa Pelatihan Kerja 0,352 0,015 ulated

hyp(}the;m 15 dilCpLdiie, wWILILL 1D Hultdleu DY LIIE L-euullL vdiue uumuﬂu u juu u‘ﬂil’lil’lg
showing a value of 23,528 (> ttable 1.656) with a significance below 0.05. This finding
suggests that Training (X) has a significant effect on Work Quality in the Housekeeping
Department at The Ritz-Carlton, Bali with an error rate of 5%, 95% confidence, and 133
degrees of freedom.

EDle 9: t-Test

[Source: Primary data processed, 2021]

Model t Sig.

1Pelatihan Kerja 23,528 0,000

Ref(:‘l’llug LU LdUIE 11U, 1L Ldll DE SEELL Uldl LIE VdlldUuull 1l WULK yudiily 1s cApiﬂil’led by

80.7% with the job training variable which can be categorized as a very strong influence.
While 19.3% is influenced by other external determinants. Training has a very strong
influence on the Quality of Work in the Housekeeping Department at The Ritz-Carlton Bali
compared to oth@ndependent variables not examined in this study. This shows that the
training applied will greatly affect the quality of work, therefore the management needs
to improve the training implemented by the leadership in the Housekeeping Department
at The Ritz-Carlton, Bali in order to improve the quality of work.

Table 10: R? Test
[Source: Primary data processed, 2021]

Model t Sig.
1Pelatihan Kerja 23,528 E50,000

JOb i o oo cor ciie cipeey coe s teie e emieopiiagy g weaene —e - ..€ Ritz-
Carlton Bali is still considered sufficient for the employees, from the results of the
questionnaire it was found that the company uses trainers from within the company,

namely the training provided by the supervisor, manager, and executive levels. A good
trainer should meet the requirements, namely having skills in education, communication
skills, authority, being technically and theoretically capable an@) emotional stability
(Hasibuan, 2005:74). The material presented by the trainer is still less effective and efficient
because employees are less able to absorb and understand the material presented during
the training so that it cannot be applied when working in the field by employees.

Training provided by the management has been carried out routinely but the material
provided is monotonous every year as it is just a formality to meet the training targets
from HRD. The provision of training materials needs to be refreshed because of the
development of work capacity, how to operate machines, and technical aspects. Before
employees undergo training, an explanation of the meaning and purpose of the training
should be given so that employees are motivated to follow it (Widuriyanti, 2017). The
material delivered is not right on target according to the needs or weaknesses of the
employees, most of the training is only done using theoretical methods without any
practical methods while housekeeping is very important to do in practice. A good and
appropriate training method will increase the effectiveness of training for employees
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(Triasmoko, 2014). As with training materials, good training materials must always be
updated according to existing conditions and training materials mist be in accordance with
the needs of participants (Marwansyah, 2012). Poor material planning will affect the
results of less than optimal training because it is less relevant to needs (Triasmoko, 2014).
The results of the questionnaire distribution show that most employees in the
Housekeeping Department at The Ritz-Carlton, Bali are still experiencing problems
in managing work time effectively and efficiently so that performance is not maximized and
work is not completed on time, as well as lack of skills in completing the work. Employees
understand that they have not been able to provide maximum quality of work and need to
be improved to be more productive but still efficient and effective by providing
education and training on time management and skill improvement. Improving
the quality of employee work is supported through the provision of more intensive
[(aining and increasing employee competence (Intan, 2021).

The test results show that there is a significant positive effect obtained on the relationship
of job training to work quality, which can be shown through tcount > ttable, namely
23,528 > 1,656, and the significance value <= 0.000 < 0.05. The value of the maining is
0.352. Training has a verystrong influence on Work Quality, it is seen from the results
of the coefficient of determination that th§Ejraining variable has a contribution 0f80.7%
to Work Quality and the remaining 19.3% is influenced by other variables that are not
investigated in this study. Other independent variables that can affect the quality
of work @ksides training are compensation, leadership, motivation, and working
conditions. This study is in line with the results of research conductedm/ (Septian,
2006), (Sugiarti et al, 2016), and (Kusuma, 2015) which state that training has a positive
and significant effect on work quality. This can be interpreted when training increases,
the quality of work will also increase because it has a significant and very strong influence
on training on work quality. Thus, the management needs to pay attention and improve
the training implemented by the leadership to improve the quality of work. Effective job
training will develop employee skills and help employees correct weaknesses at work
(Triasmoko et al, 2014).

CONCLUSIONS

The job training program applied to the housekeeping department has a significant
positive effect on the quality of the work produced, which can be seen in the value 0f 0.352,
tcount >ttable = 23,528 > 1,656, and the significance value < = 0.000 < 0.05. Thus, it can
be said that the implementation of effective job training will be able to encourage
improvements in the quality of employee work. The findings in this study also show that
training can make a very strong contribution to work quality, which is indicated by the

RZ value of 80.7%. Seein@the importance of training for employees, the management
of The Ritz-Carlton, Bali to improve the quality of work and the effectiveness of the
training by providing targeted training according to the needs and weaknesses of
employees. The management of The Ritz-Carlton, Bali can provide effective training, for
example, employees who have problems with cleaning the room floor are given clear
practical training on how to use a mop, use the right chemicals, mop or mopping
techniques quickly but with good result. The leader of the housekeeping departmentat The
Rirtz-Carlton, Bali must improve employee work efficiency to complete room readiness,
namely by giving employees a target time and discipline by providing strict rules if they
are violated will be given sanctions, then employees will be reluctant and avoid violating
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such as not make good use of work time, be lazy and take advantage of more than one rest
time.
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