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1. Setiap orang yang dengan tanpa hak melakukan pelanggaran hak ekonomi sebagaimana
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Preface

This book is adopted, compiled and revised from various
sources, prepared for the millennial generation or simply
Gen Y and also Gen Z who live in a world of technology
backed communication, in order to enrich references in
improving English proficiency in the field of hospitality
business. Students who use this book are those who have
intermediate level English proficiency, since the material is
designed to prepare the students to have English proficiency
at the managerial level.

Overall this book focus on verbal and non-verbal
business communication both internally and externally in the
hospitality business that encourages the students to discuss
both online and offline about the relationship between
tourism and hospitality business, exploring the way of
effective communication, conveying the message through
the most modern and the fastest way, writing a memorand-
um and letters of business, a business plan and a company
profile for presenting a business product and services,
arranging and chairing a formal meeting and the last is
handling recruitment. This book is also completed with the
English phrases for each language target to build up
speaking skill and language aspects including grammar and
vocabulary, and also listening activities to practice the
pronunciation.
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How Tourism and Hospitality Relates to Each Other

Both tourism and hospitality are two businesses that
support one another, since tourism offers several activities to
the activities to the tourists who engage in travelling to
destinations to experience recreational and leisure activities
and most of the time avails of accommodation, food and
beverage. The hospitality business itself is the supplier of the
services for tourism by providing a safe and an enjoyable
environment for patrons.

The tourism business usually includes three main

business-related components that one of them relates to
hospitality business. These components are:

a. Accessibility: Travel and transportation arrangements,
such as cars, public transit options, cruise ships, trains, and
airplanes.
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b. Accommodations: Hotels, motels, resorts, camping
spaces, cabins, and other lodging.

c. Attractions (or some type of entertainment or activity):
theme parks, historical sites, or natural resources.
The relations between tourism and hospitality business
can be figured on images 1.1 and 1.2.

gallerries
and arts

Tourism
business

retailing

Image 1.1 —Tourism Business
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other transport-
business ation

Hospitality

Food and
Beverage

Image 1.2 — Hospitality Business

QUIZ ZONE

1. How is tourism and hospitality different from each
other?

2. What is tourism in hospitality?
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3. What are the components of hospitality and tourism?

4. What is the importance of tourism and hospitality
industry?
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he communication of business is an activity of ex-
changing information, ideas, opinions, and instruc-
tions delivered personally or impersonal through
certain symbols or signals to obtain the same perception
between the parties communicating. Further, American
Hotel and Lodging Association (1999) argued that commu-
nication is a two ways process in which employees transfer

ideas or feelings to each other.
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Communication has been characterized as the most
important and one of the most used of all skills in every
industry and particularly in tourism and hospitality field
which is one of the fastest growing sectors not only in
Indonesia but throughout the globe. The effect I've
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communication between managers and subordinates can
build a good image of a hotel.

Source: edukasi. kompas.com

The performance of job in hospitality business depends
on having the required information and the necessary skill
set and both of these are heavily dependent on the
quality of communication.

Patterns of Commmunication in Hospitality Business

The patterns of the communication are verbal through
written and oral, and nonverbal including body language
and expression. Communication in business can be effective
depending on the skills of conveying (through writing and
speaking) and receiving (hearing and reading) business
messages. The pattern of communication can be figured on
table 2.1.
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Table 2.1 —=The Pattern of Communication

Verbal communication Nonverbal Communication
Internal It helps the communicator to strengthen
memorandum, notice,  the message by conveying sign

bulletin, newsletter, language, facial expressions, passwords,
teamwork discussion, symbols, uniforms, colors and voice
conducting staffs’ intonation. Thus, the message will be
briefing, conducting easier to be understood by the

management training,  recipients.
creating company’s
profile, presenting the
company development
proposals to internal
evaluator, conducting
online and offline
meeting, conducting
conduct job interviews
with job applicants in a
company.

External

writing a business letter,
giving information
about company’s
product, attending
exhibition, sales and
promotion, press
conference, press
release.
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Benefits of Effective communication in Hospitality
Business

The main area of hospitality communication is customer
service, and it is supported by staffs and management
interaction. The effective communication that occurs
hospitality business may lead the benefits. It can be figured
on table 2.2.

Image 2.1—The Benefits of Effective Communication

BUILDING THE TEAM

It helps the managers to build highly efficient teams which will
have a positive correlation with the organizational productivity,
reducing unnecessary competition within the teams, and solving
the gap or conflict

INCREASING MORALE

It helps in transforming workplace into a very healthy work
environment which can provide good guality services.

4
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GLOBAL BUSINESS

It helps the managers and employees to communicate with their

international partnership, since the tourism and hospitality more
global and borderless.

IMPROVED CUSTOMER SERVICE

It leads greater understanding among the employees in an
organization which will result in a positive attitude thereby im-
proving customer service, and also helps in better understanding

of the latest technology used by the companies which will
automatically improve productivity.

HOLDING DIVERSITY

It helps the management to hold all employee from difference
cultures, religions, castes and languages. All these diversity and
confusion is able to avoided by providing good quality training
to employees before joining and also on a regular phases post

joining.
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