BAB V

KESIMPULAN DAN SARAN

A. Kesimpulan
Tujuan dari penelitian ini adalah untuk mengetahui apakah ada pengaruh
kemampuan bahasa Inggris karyawan terhadap kualitas layanan di Mercure

Pontianak City Center. Berdasarkan analisis data yang telah dikumpulkan dan

diolah, simpulan yang dapat ditarik dari hasil dan pembahasan dalam

penelitian ini adalah sebagai berikut:

1. Hasil dari Uji t menunjukkan bahwa variabel Kemampuan Bahasa
Inggris Karyawan (X) berpengaruh terhadap Kualitas Layanan (Y).
Dengan diperoleh thiung 10.513 > tipe 2.000 dan nilai signifikansi atau
nilai probabilitas sebesar 0.000 < 0.05. Maka dari itu, Ha dapat diterima
dan HO ditolak.

2. Dengan nilai adjusted R? sebesar 0.543, yang menyatakan bahwa variabel
Kemampuan Bahasa Inggris Karyawan (X) berpengaruh terhadap
Kualitas Layanan (Y) sebesar 54.3%, sedangkan sisanya 45.7%
dipengaruhi oleh variabel lain yang tidak termasuk dalam penelitian ini.
Berdasarkan hasil wawancara dengan Room Division Manager, M. Ferry

Fahlevy, dapat disimpulkan bahwa bahasa Inggris diperlukan dalam proses

pelayanan di hotel khususnya receptionist dalam melakukan tugas dan

tanggung jawabnya dengan jobdesc yang menggunakan bahasa Inggris dan

pelayanan terhadap tamu khususnya tamu asing.
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B. Saran

Berdasarkan hasil penelitian dan simpulan di atas, guna peningkatan

kualitas layanan di Mercure Pontianak City Center, Kalimantan Barat, maka

peneliti mempunyai saran sebagai berikut:

1.

Hendaknya perusahaan dapat membantu memberikan training berkala
dalam memperhatikan dan mengontrol kemampuan bahasa Inggris
karyawan khususnya frontliners (security) yang belum dapat menguasai
bahasa Inggris.

Hendaknya perusahaan dapat meningkatkan dan mendorong minat staff
maupun daily worker/casual untuk memiliki pengetahuan lebih atau

menguasai bahasa asing khususnya bahasa Inggris.
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Tabel Data Kemampuan Bahasa Inggris Karyawan (X)
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Tabel Data Kualitas Pelayanan ()
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LAMPIRAN 3
HASIL OUTPUT SPSS VERSI 25



Hasil Uji Validitas Kemampuan Bahasa Inggris Karyawan (X)

Correlations

X1 X2 X3 X4 X5 X6 X7 X8 X9 X10 X11 X12 | X TOTAL

X1 Pearson 1 | 568" | 4657 | 5497 | 4327 | 522" | 4237 | 2907 | 3527 | 354 | 365" | .544" 676"
Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .005 .001 .000 .000 .000 .000

N 93 93 93 93 93 93 93 93 93 93 93 93 93

X2 Pearson 568" 1 | .534™ | 55617 | 5417 | 585" | .344” | 219" | 2697 | 262" | 3327 | 493" 654"
Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .001 .035 .009 011 .001 .000 .000

N 93 93 93 93 93 93 93 93 93 93 93 93 93

X3 Pearson 4657 | 534" 1| 7217 | 6297 | 6997 | 4967 | 3957 171 136 223" | 455" 694"
Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 101 193 032 .000 .000

N 93 93 93 93 93 93 93 93 93 93 93 93 93

X4 Pearson 549 | 51T | 7217 1 | 644 | 7227 | 4597 | .446™ | 2937 | 2787 | 3117 | 5907 768"
Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 004 .007 .002 .000 .000

N 93 93 93 93 93 93 93 93 93 93 93 93 93

X5 Pearson 4327 | 5417 | 6297 | 6447 1 | 7217 | 4837 | 4057 | 344 | 3477 | 4457 | 4107 745"
Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .001 .001 .000 .000 .000

N 93 93 93 93 93 93 93 93 93 93 93 93 93




*k

*k

*k

Kk

*k

Kk

*k

*k

*k

>k

*k

*k

X6 Pearson 522 585 699 722 721 1 | .398 403 266 350 308 557 761

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 010 .001 .003 .000 .000

N 93 93 93 93 93 93 93 93 93 93 93 93 93
X7 Pearson 4237 | 3447 | 4967 | 4597 | 4837 | 398" 1 | .740™ | 5907 | 502 | 55677 | .384” 753"

Correlation

Sig. (2-tailed) .000 .001 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000

N 93 93 93 93 93 93 93 93 93 93 93 93 93
X8 Pearson 2907 | 219" | 3957 | .446™ | 4057 | 403" | 740" 1 | 778 | 690 | 606~ | .463" 756"

Correlation

Sig. (2-tailed) .005 .035 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000

N 93 93 93 93 93 93 93 93 93 93 93 93 93
X9 Pearson 3527 | 2697 A71 | 2937 | 344" | 2667 | 5907 | .778™ 1 | 746" | 7407 | 3847 691"

Correlation

Sig. (2-tailed) .001 .009 101 .004 .001 .010 .000 .000 .000 .000 .000 .000

N 93 93 93 93 93 93 93 93 93 93 93 93 93
X10 Pearson 354" | 262" 136 | 2787 | 3477 | 350 | 502" | 6907 | .746" 1 | .798™ | 4197 681"

Correlation

Sig. (2-tailed) .000 011 193 .007 .001 .001 .000 .000 .000 .000 .000 .000

N 93 93 93 93 93 93 93 93 93 93 93 93 93
X11 Pearson 3657 | 332" 223" | 3117 | 4457 | .308™ | 5677 | 606 | .7407 | .798™ 1 | 5007 7147

Correlation

Sig. (2-tailed) .000 .001 032 .002 .000 .003 .000 .000 .000 .000 .000 .000

N 93 93 93 93 93 93 93 93 93 93 93 93 93




X12 Pearson 544 | 4937 | 4557 | 5907 | 4107 | 5577 | 384" | 4637 | .384 | 419 | .500™ 1 708"
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
N 93 93 93 93 93 93 93 93 93 93 93 93 93
X_TOTAL | Pearson 6767 | 6547 | 6947 | 768" | 745 | 7617 | 753" | 756" | 6917 | 6817 | .714™ | .708™ 1
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
N 93 93 93 93 93 93 93 93 93 93 93 93 93
**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
Hasil Uji Validitas Kualitas Layanan (Y)
Correlations
Y1 Y2 Y3 Y4 Y5 Y6 Y7 Y8 Y9 Y TOTAL
Y1 Pearson 1| 5517 | 5297 | 6707 | .3437 | 2807 224" | 3397 263" 646"
Correlation
Sig. (2-tailed) .000 .000 .000 .001 .007 .031 .001 011 .000
N 93 93 93 93 93 93 93 93 93 93
Y2 Pearson 551" 1| 7197 | 656 | .446° | 4077 | 3147 | 2947 | 283" 728"
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000 .002 .004 .006 .000
N 93 93 93 93 93 93 93 93 93 93
Y3 Pearson 5297 | 7197 1| 7507 | 5137 | 3847 | 3237 | 3987 | 3377 766"




Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .002 .000 .001 .000

N 93 93 93 93 93 93 93 93 93 93
Y4 Pearson 6707 | 656 | .750" 1| 4647 | 4367 | 2717 | 3847 | 3097 760"

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .009 .000 .003 .000

N 93 93 93 93 93 93 93 93 93 93
Y5 Pearson 3437 | 4467 | 5137 | 4647 1| 6187 | .494™ | 55277 | 486" 7417

Correlation

Sig. (2-tailed) .001 .000 .000 .000 .000 .000 .000 .000 .000

N 93 93 93 93 93 93 93 93 93 93
Y6 Pearson 2807 | 4077 | 3847 | 4367 | .618” 1| .716” | 703" | 7157 785"

Correlation

Sig. (2-tailed) .007 .000 .000 .000 .000 .000 .000 .000 .000

N 93 93 93 93 93 93 93 93 93 93
Y7 Pearson 224" | 3147 | 3237 | 2717 | 4947 | 716" 1| 7347 | 672" 7107

Correlation

Sig. (2-tailed) .031 .002 .002 .009 .000 .000 .000 .000 .000

N 93 93 93 93 93 93 93 93 93 93
Y8 Pearson 3397 | 2947 | 3987 | 3847 | 55277 | 7037 | 7347 1| .658" 7507

Correlation

Sig. (2-tailed) .001 .004 .000 .000 .000 .000 .000 .000 .000

N 93 93 93 93 93 93 93 93 93 93
Y9 Pearson 263" | 2837 | 3377 | 3097 | 486 | 7157 | 6727 | .658" 1 699"




Correlation

Sig. (2-tailed) 011 .006 .001 .003 .000 .000 .000 .000 .000

N 93 93 93 93 93 93 93 93 93 93
Y_TOTAL | Pearson 6467 | 7287 | 766" | 760" | 7417 | 7857 | 7107 | 7507 | .699" 1

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000

N 93 93 93 93 93 93 93 93 93 93

**_Correlation is significant at the 0.01 level (2-tailed).

*. Correlation is significant at the 0.05 level (2-tailed).




Hasil Uji Reliabilitas Kemampuan Bahasa Inggris Karyawan (X)

Reliability Statistics

Cronbach's Alpha N of Items

.768 13

Hasil Uji Reliabilitas Kualitas Layanan (Y)

Reliability Statistics

Cronbach's Alpha N of Items

175 10




Hasil Uji Normalitas

One-Sample Kolmogorov-Smirnov Test

Unstandardized Residual

N 93
Normal Parameters*® | Mean .0000000

Std. Deviation 2.12394123
Most Extreme Absolute .083
Differences Positive 074

Negative -.083
Test Statistic .083
Asymp. Sig. (2-tailed) 123°

a. Test distribution is Normal.

b. Calculated from data.

c. Lilliefors Significance Correction.

Hasil Uji Linieritas

ANOVA Table
Sum of df Mean Sig.
Squares Square
Kualitas Between (Combined) 287.406 13 22.108 5.00 .000
Pelayanan * Groups
Kemampuan Linearity 221.041 1 | 221.041 50.0 | .000
Bahasa Inggris
Karyawan Deviation from 66.365 12 5.530 1.25 .263
Linearity
Within Groups 348.659 79 4.413
Total 636.065 92




Hasil Deskriptif Statistik

Gender
Frequency | Percent Valid Cumulative
Percent Percent
Valid | Wanita 57 61.3 61.3 61.3
Pria 36 38.7 38.7 100.0
Total 93 100.0 100.0
Age
Frequency Percent | Valid Percent Cumulative
Percent
Valid | 21-25 69 74.2 74.2 74.2
25-30 16 17.2 17.2 91.4
30-35 8 8.6 8.6 100.0
Total 93 100.0 100.0
Education
Frequency | Percent Valid Cumulative
Percent Percent
Valid | Senior High 23 24.7 24.7 24.7
School
Diploma 29 31.2 31.2 55.9
Bachelor / 41 44.1 44.1 100.0
Master
Degree
Total 93 100.0 100.0
Domicile
Frequency Percent Valid Cumulative
Percent Percent
Valid Indonesia 77 82.79 82.79 82.79
Other 16 17.21 17.21 100.0
Countries
Total 93 100.0 100.0




Hasil Uji t

Coefficients?

Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Beta
Error
1 (Constant) 11.817 1.928 6.130 | .000
Kemampuan 492 047 741 | 10.513 | .000
Bahasa Inggris
Karyawan

a. Dependent Variable: Kualitas Pelayanan

Hasil Uji Koefisien Determinasi (R?)

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 741° .548 543 2.479

a. Predictors: (Constant), Kemampuan Bahasa Inggris Karyawan




LAMPIRAN 4
KUESIONER PENELITIAN



RESEARCH QUESTIONNAIRE

AN ANALYSIS OF EMPLOYEES’ ENGLISH ABILITY ON THE
QUALITY OF SERVICE AT MERCURE PONTIANAK CITY CENTER,
WEST KALIMANTAN

Dear Sir/Madam,

| am a student of D-IV Hotel Management at Sekolah Tinggi AMPTA
Yogyakarta who is doing a research at Mercure Pontianak City Center entitled:
“AN ANALYSIS OF EMPLOYEES’ ENGLISH ABILITY ON THE
QUALITY OF SERVICE AT MERCURE PONTIANAK CITY CENTER,
WEST KALIMANTAN?”.

The questions asked would refer to the services given by the frontliners
(security & receptionist) at Mercure Pontianak City Center, West Kalimantan. For
the purposes of this research, | implore your willingness as respondents in this

research. Thank you.

Kind regards,

Ronauli Essika Sianturi

NIM 318191182




Respondent Profile

Please put [ ] in the column provided.

Name

Gender

Age

Domicile

Education

] Man [ ]Woman

] 21-25

1 25-30

130-35

] Indonesia [ ] Other Countries

] Senior High School

] Diploma

] Bachelor/Master Degree



Instructions:

Please put a check mark [ V ] in the column provided according to the answer

based on your opinion.

Description:

Highly Agree  (HA) 4
Agree (A) 3
Disagree (D) 2

Highly Disagree (HD) 01



QUESTIONS LIST

NoO QUESTION HA A HD
EMPLOYEES’ ENGLISH ABILITY (X)
SPEAKING
The staffs are able to speak English
1 [ grammatically and use formal words
to guest
The staffs are able to explain and
2 |give the information correctly
suitable for guest's needs
3 The staffs are able to respond to
guest's complaints and handle it well
LISTENING
The staffs are able to listen clearly
1 | and correctly while communicating
to guest using English
The staffs are able to listen and find
2 |out the needs which were raised
orally by guest
The staffs are able to listen and
3 | figure out the complaints which were
raised orally by guest
WRITING
1 The staffs are able to write in English
and grammatically well while giving




the service to guest

The staffs are able to respond to
2 | messages sent by guest through
WhatsApp or E-mail

The staffs are able to respond to

3 | reviews sent to hotel's website by

guest

READING

1 The staffs are able to read the
messages in English sent by guest

5 The staffs are able to read the

reviews sent by guest

The staffs are able to read the
3 | reservations in English given by

guest

No QUESTION HA A

THE QUALITY OF SERVICE (Y)

EMPATHY

The staffs are able to give the service
1 [to guest friendly and not

discriminating

The staffs are able to understand the

guest's needs well




3 The staffs are able to figure out the
guest's complaints well
RELIABILITY

The staffs are able to give the service
1 |to guest carefully and based on

established standards of service

The staffs are able to fulfill the
2 |demands and needs of guest

accurately

The staffs are able to handle the

guest's complaints accurately

RESPONSIVENESS

The staffs are able to respond to

guest's needs correctly

The staffs are able to respond to

guest's complaint nicely

The staffs are able to respond to
3 | guests which were having trouble

while staying




LAMPIRAN 5
WAWANCARA



WAWANCARA SKRIPSI “ANALISIS PENGARUH KEMAMPUAN
BAHASA INGGRIS KARYAWAN TERHADAP KUALITAS
LAYANAN DI MERCURE PONTIANAK CITY CENTER,
KALIMANTAN BARAT”

Narasumber: M. Ferry Fahlevy sebagai Room Division Manager
Pada tanggal: 4 Mei 2022

1. Apakah setiap frontliners (security, receptionist) yang ada di Mercure

Pontianak City Center dapat berbahasa Inggris? Bagaimana jika
tidak?
Jawab: Untuk security rata — rata tidak bisa berbahasa Inggris, sedangkan
receptionist semuanya bisa berbahasa Inggris. Untuk security mereka akan
mengarahkan tamu — tamu asing ke receptionist langsung, agar tamu — tamu
tersebut dapat berkomunikasi dengan lancar.

2. Mengapa setiap frontliners (security, receptionist) perlu memiliki

kemampuan bahasa Inggris?
Jawab: Karena Bahasa Inggris merupakan Bahasa International yang harus
dikuasai oleh semua receptionist, guna nya untuk dapat berkomunikasi
dengan baik, serta mempermudah pekerjaan terutama saat berkomunikasi
dengan orang asing.

3. Apakah dengan berkemampuan berbahasa Inggris dapat membantu
jobdesc yang dilakukan oleh frontliners (security, receptionist)?

Jawab: Tentu saja, karena jobdesc kami rata — rata menggunakan Bahasa
Inggris, sehingga apabila receptionist bisa berbahasa Inggris, memudahkan

mereka untuk dapat memahami tugas dan tanggung jawabnya.



Bagaimana jika frontliners tidak dapat berbahasa Inggris khususnya
receptionist, apakah akan menghambat kelancaran operasional hotel?
Jawab: Tentu akan menghambat kelancaran operational, karena ketika ada
tamu asing pasti receptionist tersebut akan meminta bantuan lagi untuk
manangani tamu asing tersebut, tetapi pada saat proses interview, filter
utama kami yaitu harus bisa berbahasa Inggris.

. Apakah jobdesc dari setiap frontliners (security, receptionist) akan tetap
berjalan dengan baik tanpa memiliki kemampuan bahasa Inggris?
Jawab: Khususnya di receptionist tidak akan sebaik receptionist yang bisa
berbahasa Inggris.

Menurut Bapak, berapa persen kebutuhan bahasa Inggris dalam suatu
pekerjaan di hotel khususnya bagi frontliners (security, receptionist)?
Jawab: 95% (receptionist)

Bagaimana pendapat Bapak tentang kemampuan bahasa Inggris
mampu membantu frontliners  (security, receptionist) dalam
meningkatkan kualitas layanan di hotel?

Jawab: Untuk kualitas layanan, disamping bisa berbahasa Inggris, juga
diperlukan konsistensi dalam menjalankan SOP yang sudah ditetapkan.
Menurut Bapak, bagaimana kemampuan bahasa Inggris setiap
karyawan pada divisi Security & Front Office pada saat ini di Mercure
Pontianak City Center, apakah sudah dapat dikatakan cukup?

Jawab: Untuk di security tidak cukup & untuk di receptionist sudah cukup.



LAMPIRAN 6
DOKUMENTASI



Lobby Mercure Pontianak City Center



Swimming Pool



Fitness Center

Observasi Lapangan
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TABEL T



Tabel Distribusi T

o untuk 15i Satu Pihak (one ta/f test)

0,25 0,10 0,05 0,025 0,01 0,005
dk o untuk Uji Dua Pihak (two taif test)

0,50 0,20 0,10 0,05 0,02 0,01
L 1,000 3078 6314 12,706 31,821 63,657
2 0,816 1,886 24020 4.303 6,485 9925
3 0,765 1.638 2,353 2,182 1,541 5841
4 0,741 1,533 2,132 2,776 3,747 4,604
5 0,727 1,476 2015 2,571 3,365 4032
6 0,718 1,440 1,943 2,447 3,143 3,707
7 0,711 1,413 1,895 £,365 2,948 3,454
8 (0,706 1,597 1,860 ' | 2,306 2,896 3,355
9 0,705 1,383 1,833 2,762 2,821 3,250
10 ¢, 700 1,372 1812 2,228 2,764 3,165
11 0,697 1,363 1,766 2,201 2,718 3,106
12 0,695 1,356 1,782 2,179 2,681 3,085
13 0,692 1,350 1,771 2,160 2,650 3,012
14 0,691 1,345 1,761 2.145 2,624 2977
15 0,690 1,341 1,753 2,131 2602 2,947
16 0,689 1,337 1,746 2,120 2583 2921
17 (0,688 1,333 1,740 2,170 2567 2,898
18 (0,688 1,330 1,734 2,101 2552 2,878
19 0,687 1,323 1,729 2063 2539 2,861
20 C,687 1,325 1,725 2,086 2524 2845
21 (3,686 1,523 1,721 2,080 2518 7,831
2 (1,684 1,521 1,717 2,074 2508 2,819
23 (0,685 1,319 1,714 2,069 2,500 2807
24 0,685 1,318 1711 2,064 2,492 2,797
25 (0,654 1,315 1,7C8 2,060 2,485 2,787
26 0,684 1,315 1,706 2,056 2479 2,779
27 0,684 1,314 1,703 2,052 2473 2,771
28 0,683 1,313 1,701 2,048 2,467 2,763
29 0683 1,311 1,699 2,045 2462 2,756
30 0,683 1,310 1,697 2,042 2457 2,750
40 0,681 1,303 1,684 2021 2423 2,704
60 0679 1,296 1,671 2,000 2,390 2,660
120 0677 1,289 1,658 1,980 2358 2,617
oo 0674 | 1,282 1,645 1,964 2326 2,576




LAMPIRAN 8
TABEL R



Tabel Distribusi R

Taraf Signifikan . Taraf Signifikan|  |Taraf Signifikan
" s 1% 5% 1% " 5w 1%
3| 0997 | 0,999 |27] 0.381 | 0,487 |55| 0,266 | 0,345
4| 0950 | 0,990 (28] 0,374 | 0,478 |60| 0,254 | 0,330
5 | 0,878 | 0,959 |29] 0,367 | 0,470 |65 0,244 | 0,317
6| 0,811 | 0,917 |30! 0,361 | 0,463 |70| 0,235 | 0,306
7 | 0,754 | 0.874 |31 0,355 | 0,456 |75| 0.227 | 0.29
81 0,707 | 0,834 |32] 0,349 | 0,449 |80| 0,220 ; 0,286
9 | 0,666 | 0,798 (33| 0,344 | 0,442 |85 0.213 | 0,278
10| 0,632 | 0,765 {34| 0,339 | 0,436 {90 0,207 | 0,270
111 0,602 | 0,735 {35| 0,334 | 0,430 {95] ©,202 | 0,263
12| 0,576 | 0,708 |36} 0,329 | 0,424 {10} 0,195 [ 0,236
13| 0,553 | 0.684 |37} 0,325 | 0,418 |12} 0,176 | 0,230
14| 0532 | 0661 [38! 0,320 | 0,413 {15! 0,159 | 0,210
15| 0,514 | 0,641 [39! 0,316 | 0,408 |17’ 0,148 | 0,194
16| 0,497 | 0,623 |40| 0,312 | 0,403 |20} 0,138 | 0,181
17| 0,482 | 0,606 |41| 0,308 | 0,398 |30| 0,113 | 0,148
18| 0,468 | 0,590 |42| 0,304 | 0,393 |40 0,098 | 0,128
19| 0,456 | 0,575 [43| 0,301 | 0,389 {50 0,088 | 0,115
20| 0,444 | 0,561 |44 0,297 | 0,384 |60| ‘0,080 | 0,105
21| 0,433 | 0,549 |45| 0,294 | 0,380 00| 0,074 | 0,097
22| 0,423 | 0,537 |46| 0,291 | 0,376 OO 0,070 | 0,091
23| 0,413 | 0,526 |47| 0,288 | 0,372 POO| 0,065 | 0,086
24| 0,404 | 0,515 |48] 0,284 | 0,368 {000 0,062 | 0,081
25| 0,396 | 0,505 (49| 0,281 | 0,364
26| 0,388 | 0,496 |50} 0,279 | 0,351
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