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Abstract: This study aimed to determine the application of green practice to improve service quality in the front office
department at Padma Resort Ubud and to find the indicators that needed to be improved and maintained to improve ser-
vice quality. The observation method used to collect the data are questionnaires, interviews, and literature studies. The
sample used in this study was 75 respondents and 3 informants. Descriptive qualitative and quantitative analysis tech-
niques assisted by SPSS 25.0 for windows were used in the analysis of this research. The results of the qualitative descrip-
tive showed that the application of green practice in the front office department at Padma Resort Ubud has been maxim-
ized. The results of the quantitative analysis where the data has been obtained through the distribution of questionnaires
that have been tested for validity and reliability. The analysis technique used is IPA (Importance Performance Analysis)
showing green practice indicators that need to be improved to improve service quality, namely (X3) hotel lobby has natu-
ral lighting and ventilation, (X4) service check-in process is fast and precise by employees supported by computerization
skills, (X9) front office staff responds to guest requests and complaints by providing a whatsapp number as a communi-
cation tool, (X13) front office staff always gives individual attention and understands guest needs, and (X15) front office
staff is able to meet the level of needs visitor. Meanwhile, the indicators that must be maintained are (X12) the front office
staff is able to communicate clearly and well in English and Indonesian, and (X14) the front office staff is always friendly
and courteous to guests.
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Introduction

Tourism is defined as all things related to tourism including the exploitation of tourist attractions and
businesses related to the field (Bahiyah et al., 2018). The Ministry of Law and Human Rights (2009) in Bahi-
yah, et al,, (2018) explained that tourism is a variety of tourism activities supported by various facilities and
services provided by the community, entrepreneurs, government, and local governments (Bahiyah et al,,
2018). Furthermore, the ability of Tourism knowns can encourage the national economy has made many
countries serious in dealing with that sector (Bahiyah et al., 2018). it aims dealing tourism sector is to ensure
that tourism can always compete, and defend the society's economy (Estriani, 2019)

Accommodation is an important indicator that can influence the tourism sector one of them is Hotels.
Every Tourist attraction definitely needs accommodation, but there are some weaknesses of building many
hotels that are hotel waste. To handle that case we can commit to implementing an environmentally friendly
industry known as green practice.

Green practice is an action to protect the environment and the resulting product is minimally causing
environmental damage (Tzschentke, 2004) in (Irawan & Vianney, 2017). Schubert (2008) in [rawan & Vian-
ney (2017) categorizes green practice into green action, green food, and green donation. Green Action is an
activity that aims to protect and have a positive impact on the environment, such as recycling and reducing
the use of plastic. Green food uses local and organic food ingredients that support the environment in the long
term (Irawan & Vianney, 2017). Meanwhile, Green Donation refers to efforts to donate funds, participate in
community projects, and educate the public about the impact of environmental damage (Irawan & Vianney,
2017).
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The success of implementing Green Practice requires the participation of all parties or departments in
the hotel industry. One of the departments that are considered to have a big role in the success of the green
practice is the Front office department. The front office is the department in charge of receiving and helping
tourists to get rooms starting from the reservation process, reception when guests arrive (check-in) until
guests leave the hotel (check out) (Kisti & Mayasari, 2019). Front Office is also known as the first and the last
impression of the guest because it can influence the initial assessment of each guest who comes (Kisti &
Mayasari, 2019).

Padma Resort Ubud is one of the five-star and well-known hotels in Bali with a Front Office Department
currently developing a green practice strategy. The services of Front office department at Padma Resort Ubud
supported by the availability of barcodes. The barcodes is containing a series of hotel information for guests
check-in and a computer system of customer visits document. Therefore, this checking process becomes
shorter and can save paper usage so far it has been used for the manufacture of leaflets/brochures about
hotels. Similar to barcodes, the use of computers can also replace the use of books or paper in documenting
guest visits. In addition, this computer-based documentation is also fairly safe because it can minimize the
risk of damage or loss of data that is at risk for manual documentation.

In addition to environmental quality, the implementation of green practices can ultimately have a
positive impact on service quality in the front office department because of the effect it produces. Service
quality refers to services to satisfy customer needs. Customer satisfaction is a level where the needs, desires,
and expectations of customers can be met which results in repeat purchases or continued loyalty (Susepti &
dkk, 2017).

The hospitality industry which is committed to environmentally friendly concepts will be very
important in realizing sustainable development, so a scientific investigation is needed that aims to analyze
environmentally friendly hotel management practices called green hotels (Kementerian Pariwisata Republik
Indonesia, 2016). Based on the explanation above, the authors are interested in conducting in-depth research
on the application of green practice to be able to have an impact on the sustainability of tourism, especially
accommodation, and improve the quality of service for tourists.

Method

This research was conducted at Padma Resort Ubud for six months, green practice was taken as the
object to improve service quality at the front office department at Padma Resort Ubud. The types and sources
of data used are qualitative and quantitative data with primary and secondary data.

According to Sugiyono (2015:117) population is a generalization area consisting of objects or
subjects that have certain qualities and characteristics determined by researchers to be studied and then
conclusions can be drawn. The population of the research conducted researchers are guests who stay at the
Padma Resort hotel. The sampling method used in this study is a purposive sampling method where the
sampling technique is carried out by determining certain characteristics. Data collection is carried out based
on guests who are staying and have gained experience and are aged 17 years and over. The sample used in
this study was 75 respondents, according to Supranto (2016) the determination of the minimum sample was
calculated using the formula 5 x number of indicators used.

Observation, interviews, questionnaires, and literature studies were used in collecting the data.
According to Ghozali in (Noeraini, 2016) states that the validity test is used to measure whether or not a
questionnaire is valid. An instrument is valid if the instrument has a high level of validity, namely the
correlation rcount > rtable, and vice versa if the instrument is said to be less valid it means it has low validity
with a correlation value of rcount. A reliability test is a test that is carried out after the validity test. The
reliability test has the aim of testing the level of consistency of the research measuring instruments used. The
reliability test in this study used Cronbach Alpha > 0.60 so the research instrument could be declared reliable
or reliable to use (Haenady et al., 2016).

In analyzing the data the researcher used descriptive qualitative and Importance Performance
Analysis which is used to determine whether all service quality characteristics are important to be maintained
and improved. Importance Performance Analysis is a tool to analyze or be used to compare the extent to
which the performance or service that can be felt by service users is compared to the desired level of
satisfaction(Syukhri, 2018).
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Result and Discussion
Results

This section summarizes the results of data processing obtained from distributing questionnaires.
This research questionnaire was distributed via google form to guests who stayed with a total of 75 respond-
ents with the following results:
1. Characteristics Respondents

Respondent's identity was based on several characteristics including respondent's identity based on
gender, occupation, purpose of visit, and length of stay at the hotel.

Table 1. Characteristics of Respondent Based on Gender

No Gender Total Respondent Persentage (%)
1 Male 26 34.7%
2 Female 49 65.3%
Total 75 100%

Source: Data processed on IBM SPSS 25 (2022)

Respondent data based on gender showed that the respondents who were male were 26 people
(34.7%) and women were 49 people (65.3 %). So, it can be concluded that most of the guests staying at Padma
Resort Ubud have a female gender of 75 people with persentage (65.3%).

Table 2. Characteristics of Respondent Based on Occupation

No Occupation Total Respondent Presentage (%)
1 Employee 28 37.3%
2 Students 17 22.7%
3 Others 30 40.0%
Total 75 100%

Source: Data processed on IBM SPSS 25 (2022)

Respondent data based on occupation showed that the respondents who had jobs as employees were
28 people (22.7%), professions as students were 17 people (22.7 %), and those who had jobs others were 30
people (40.0%). So, it can be concluded that most of the guests at Padma Resort Ubus have other jobs as many
as 30 people and have a percentage (40.0%).

Table 3 Characteristics of Respondent Based on Purpose of Visiting

NO Purpose of Visiting Total Respondent Presentage (%)
1 Bussiness 7 9.3%
2 Holiday 61 81.3%
3 Others 7 9.3%
Total 76 100%

Source: Data processed on IBM SPSS 25 (2022)

Respondent data based on the purpose of visiting showed results, namely respondents who had the
purpose of visiting for business as many as 7 people (9,3 %), the purpose of visiting for holiday as many as 61
people (81.3%), and other purposes as many as 7 people (9.3%). So, it can be concluded that most of the guests
at Padma Resort Ubud have the purpose of visiting for a Holiday with a total of 61 people and a percentage
(81.3%).
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Table 4 Characteristics of Respondent Based on Leng Stay at Hotel

NO | Length Stay at Hotel Total Respondent Presentage (%)
1 1 Hari 11 14.7%
2 2 Hari 29 38.7%
3 > 2 Hari 35 46.7%
Total 75 100%

Source: Data processed on IBM SPSS 25 (2022)

Respondent data based on length of stay at the hotel shows the results, namely respondents who have
stayed in the hotel for 1 day as many as 11 people (14.7%), length of stay in the hotel for 2 days as many as
29 people (38.7%), and length of stay in the hotel for more from two days as many as 35 people (46.7%).
So, it can be concluded that most of the guests who stay at Padma Resort Ubud have a length of stay at the
hotel for more than two days with a total of 35 guests (46.7%).

2. Validity and Reliability Test

To ensure that all items from the questionnaire are valid and reliable, the following data were pro-
cessed using SPSS 25.0 for Windows. The validity test was carried out by comparing the value of the r-table
with the r-count using a significance level of 0.05. Sample in this study were 75 respondents, then the r-table
value used was 0.227. The following table is the result of the validity and reliability test.

Table 5 The results of the Validity Test of the Importance and Performance

Importance Performance
Atributs R Total Item . Total Item .
. Information . Information
Colleration Colleration
X1 0.227 0.722 Valid 0.796 Valid
X2 0.227 0.715 Valid 0.792 Valid
X3 0.227 0.757 Valid 0.779 Valid
X4 0.227 0.777 Valid 0.774 Valid
X5 0.227 0.816 Valid 0.774 Valid
X6 0.227 0.836 Valid 0.823 Valid
X7 0.227 0.849 Valid 0.831 Valid
X8 0.227 0.848 Valid 0.783 Valid
X9 0.227 0.807 Valid 0.786 Valid
X10 0.227 0.781 Valid 0.826 Valid
X11 0.227 0.817 Valid 0.783 Valid
X12 0.227 0.795 Valid 0.808 Valid
X13 0.227 0.825 Valid 0.821 Valid
X14 0.227 0.831 Valid 0.789 Valid
X15 0.227 0.748 Valid 0.676 Valid

Source: Data processed on IBM SPSS 25 (2022)

Based on Table 5, it shows that all the values of each questionnaire item have a correlation value
greater than 0.227, so it can be concluded that all items in the questionnaire are declared valid to be used in
this study. After the results of the validity test on each questionnaire item are declared to be valid, then the
reliability test is carried out. The instrument value is said to be reliable if it has a reliability coefficient or
Cronbach's Alpha > 0.60.
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Table 6 The Result of the Importance Reliability Statistics

Cronbach’s No of Items
Alpha
0.958 15

Source: Data processed on IBM SPSS 25 (2022)

Table 7 The Result of the Performance Reliability Statistics
Cronbach’s | No of Items
Alpha
0.957 15
Source: Data processed on IBM SPSS 25 (2022)

Based on Table 6 and Table 7, it shows that all the variables of importance and performance have a
Cronbach's alpha value > 0.60, so it can be concluded that the questionnaire on each variable is declared reli-
able to be used in this study.

3. Importance Performance Analysis

Importance Importance Performance Analysis is used to determine indicators of green practice ser-
vices that need to be improved or maintained by the front office department at Padma Resort Ubud which
will be presented in a Cartesian diagram of the 15 indicators of green practice service quality at Padma Resort
Ubud.
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The cartesian diagram consists of four quadrants, quadrant I the main priority, which means that the
indicators in this quadrant are indicators that need to be improved. Quadrant II is maintaining achievement
which shows that the indicators contained in this quadrant already have good service so it is necessary to
maintain their performance. Quadrant IIl is a low priority which means that in this quadrant it does not really
affect guest satisfaction. Quadrant IV shows that all indicators in this quadrant are considered excessive in
their implementation.

Discussions
Implementation of Green Prctice to Improving the Quality of Service on Front office department at
Padma Resort Ubud

The implementation of green practice to improve service quality at the front office department at Padma
Resort Ubud can be described through the results of observations and interviews that have been conducted
with three informants, namely the Assistant Front Office Manager, Hotel Assistant Manager, and Supervisor
Front Office Department.

Green practice is an action to protect the environment and the products produced are minimal in envi-
ronmental damage through reducing the use of products, goods, and chemicals that have a small or large
impact on environmental damage. The implementation of green practice in the front office department at
Padma Resort Ubud has been well realized. However, only two of the three green practice indicators, namely
green action and green food, have been implemented, while green donation will soon be pursued and devel-
oped together with the other two green practices. The application of green practice to improve service quality
in the front office department is as follows:

1) Implementation of Green Action

Green action is an activity that aims to protect and have a positive impact on the environment, such
as recycling and reducing the use of plastic, energy and water efficiency, the use of environmentally friendly
materials, recycling, and pollution prevention. green action can be in the form of a movement that is carried
out directly and can be seen in the form of its implementation. The efforts to implement green action in the
front office department were delivered directly from the results of an interview with Mrs. Debby Sonia as the
Assistant front office manager stated that for now, Padma Resort Ubud, especially in the front office depart-
ment, has implemented paperless resort information, which has been replaced with a barcode, where guests
only need to scan the barcode using cellphone, as well as for backups of guest reservations, we attach them
directly at system.

It is known that the form of business carried out by the front office department in supporting the
application of green practice in terms of green action is carried out by initial action in the form of reducing
the use of paperless with barcodes. or paper consisting of resort maps, menus restaurant menus spa have
switched to using barcodes, no longer using print-out brochures so that they are not like in previous years.
With the implementation of the used barcode on the part of the guest, it will also feel more practical to visit
the hotel area without the need to carry paper everywhere. Other forms of reducing paper usage such as
invoices, and backing up data from guest reservations are added directly to the system without the need to
use printouts. As for the implementation of green action in front office departments, which were conveyed
directly from the results of interviews with Mrs. Elta as Hotel Assistant Manager, namely: where the lobby
form of Padma Resort Ubud is also semi-outdoor and surrounded by beautiful green plants so it can reduce
energy use such as air conditioners). It is known that the efforts made by the front office department in sup-
porting the application of green practice to improve service quality in terms of green actions, namely with a
lobby in the form of a semi-out door and surrounded by green and beautiful plants, it can minimize the use of
lights during the day because sunlight can directly enter the lobby and reduce the use of fans and air condi-
tioners (AC). because it feels cool with the green plants in the lobby. In addition to reducing energy use, guests
will directly breathe fresh air, and see a green and beautiful garden view. Application green action is the use
of straws for welcome drinks made from organic materials, the use of costars or placemats to serve welcome
drinks made from recycled materials that can be used many times. With this application, apart from reducing
waste, the application of green practice can also reduce costs.
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2) Implementation of Green Food
Green Food is the use of local and organic food ingredients that support long-term environmental preserva-
tion. Based on the results of interviews and observations while at the hotel. Welcoming guests are greeted by
giving a welcome drink which is prepared directly by the front office staff, in terms of providing this drinkus-
ing fresh ingredients, and organic local ingredients that are free from processed ingredients that are not good
for the body and the environment. The welcome drink provided is roselle tea. It is known that the efforts
made by the front office department in supporting the application of green practice to improve service quality
in terms of green food are done by providing welcome drinks made from local and organic ingredients, namely
rosella which are processed into rosella tea. flowers Rosella are picked in the garden of Padma Resort Ubud
itself or better known as Agroforestry. At this time the presentation of welcome drinks no longer uses plastic
or disposable materials but uses glass cups and stainless straws which can later be reused. The provision of
a welcome drink is stated to give additional points to the service quality of the front office department at
Padma Resort Ubud.
3) Implementation of Green Donation

Green donation is a company activity in providing financial assistance for environmental issues as
well as providing education about the impact of damage caused by the company. The results of the interview
stated that the implementation of green donation at the front office department has not yet been implemented
at Padma Resort Ubud, however, this green donation will be developed with a plan to be realized on the next
occasion through a rainwater collection program that is accommodated using a ground tank that streamed
through pipes from several points which will then be filtered and channeled to the rooms for savings in water
use and costs. So that later the remaining cost savings can be used in a donation program for environmental
sustainability. The conclusion from the results of the interview above is that in general the application of
green practice at the front office department at Padma Resort Ubud has been realized well. However, only
two of the three green practice indicators, namely green action and green food, have been implemented, while
green donation will soon be pursued and developed together with the other two green practices. The rela-
tionship between the application of green practice to service quality can be seen from the benefits of green
practice in increasing service efficiency to guests, especially during check-in. This efficiency is supported by
the presence of a barcode that allows the process of transferring information about resort information in the
lobby to be faster and more complete. In addition, it is also supported by the Print out invoices that allow
guests to no longer have to wait long because every proof of payment has been sent via email. supported by
Padma Care which has been launched since the pandemic that allows guests not to touch items such as menu
books anymore because they are packaged with a digital-based system in the form of a barcode. The applica-
tion of green practice has a great opportunity to be developed in the future along with the increasing aware-
ness of tourists about the importance of environmental conservation efforts. In addition, the application of
green practice also plays an important role in cost-saving because it can reduce the cost of using paper, uti-
lizing materials that can be reused, and recycled materials.

Indicator Green Practice that need to be improved and maintained in the front office
department at Padma Resort Ubud

Service indicators that need to be improved and maintained in implementing green practice to improve
the service quality of the front office department at Padma Resort Ubud, an important performance analysis
which is presented in the form of a Cartesian diagram. Based on the calculation of important performance
analysis, five indicators that must be improved are found in quadrant I, and there are two indicators that must
be improved, and which arequadrant II.

1. Quadrant I (Main Priority)
a. Hotel lobby has natural lighting and ventilation (X3) alami

The X3 indicator is in quadrant 1 because the average value of guest interest is greater than the aver-
age value of performance at the hotel, the guests are not satisfied with the hotel lobby indicators that use
natural lighting and ventilation. Therefore, based on conditions in the scope of the front office department at
Padma Resort Ubud which implements a lobby, it is necessary to improve again, for example, the lighting of
sunlight which should be able to directly enter the lobby without the need to use lights during the day. until
the afternoon. However, the lobby concept outdoors with green trees makes the lobby feel cool because there
are many plants that naturally provide good breathing space for guests around the lobby so that it can reduce
the use of air conditioners (AC) and fans. The advantages of the lobby, which has natural lighting and
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ventilation, can be increased by reducing the use of lights during the day and fans. In addition, it can be im-
proved by adding green trees and beautiful flower plants around the lobby which are accompanied by provid-
ing understanding and supervising staff to carry out maintenance and reduce electricity use during the day.
Thus, guests will feel happy, comfortable, and more satisfied staying in the lobby area.

b. Process services checked by employees supported by computerized capabilities (X4)

Indicator x4 is the fast and precise check-in process services by employees supported by computeri-
zation capabilities in quadrant 1 because the average value of guest interests is greater than performance will
make the guests feel dissatisfied with the service of the check-in fast and precise accordance with real condi-
tions, this is due to the limited staff at the front office of the department at Padma Resort Ubud. The lack of
front office staff has made them wait a long time for check-in and check-out. Procedures Check-in is hampered
because new employees prepare equipment when guests arrive at the hotel. Likewise, training and daily
workers still do not understand the system that will increase the time during the check-in. For the check-out
process, the new front office staff prepares bills when guests check out and is already in the lobby. Based on
observations and interviews, the front office staff gives guests two options whether the invoice needs to be
printed out or sent via email. The front office staff has advised guests to choose the second option in an effort
to maintain the lobby environment and minimize the use of paper for billing and administrative purposes.
Improving services on this indicator can be done by adding staff or daily workers (DW), training for all staff,
and training to better understand the system in the hotel. Other service improvements are preparing the
things needed to check in before guests arrive such as registration forms, and room keys, and ensuring that
the room system used for check-in is vacant and clean. Likewise, the check out can be done quickly and accu-
rately if the employee prepares all the equipment in advance, as well as by ensuring that there are no bills in
the system or ensuring that guest transactions have been completed or not so that guests can select the option
of sending invoices via email to reduce paper usage.

c. Front office staff responds to guest requests and complaints by providing a WhatsApp number as a
communication tool (X9)

The X9 indicator is in quadrant 1 because the average value of guest interests is greater than the av-
erage value of performance. The front office department has implemented the use of WhatsApp numbers as
an efficient communication tool for resort information that can be sent via WhatApp so that it can respond to
requests and complaints when guests are at the hotel or outside the hotel. And, it can reduce the reduction of
paper that has been used so far. However, guests rate the hotel's performance as still not good. So the X13
indicator needs to be improved again. Improving service on this indicator can be pursued by recruiting more
staff specifically assigned to manage WhatsApp accounts so that they are more responsive to all guest re-
quests.tamu.

d. front office staff always pays attention individually and understands the needs of guests (X13)

The X13 indicator is in quadrant I because the average value of guest interests is greater than the
average value of performance so guests are not satisfied with the services provided by the front office depart-
ment staff at Padma Ubud resort and needs to be improved. In accordance with the duties of a front office
department, itis an obligation to always be ready to help every need or desire needed by guests. In accordance
with real conditions at the front office department at Padma Resort Ubud. the staff is always ready to offer
assistance to each guest, for example, such as offering assistance to call guide or driver to guests who are
waiting for a pick-up, or offering to help carry goods, luggage to the room, or to the lobby or offering promos
at the hotel, so that staying guests feel cared for, and happy while at Padma Resort Ubud. In the X13 indicator,
most of the guests who feel the service provided by the front office department staff at Padma resort Ubud
consider that this indicator has been implemented well. However, the performance of the staff must be im-
proved so that guests still feel comfortable and satisfied with the service they feel. during your stay at the
hotel. Improving the quality of service on this indicator can be pursued with supervisors and providing train-
ing to all staff,

e. The front office staff is able to meet the level of guest needs (X15)

The X15 indicator is in quadrant I because the average value of guest interests is greater than the
average value of performance. front office department staff at Padma Resort Ubud so that guests are not sat-
isfied with the services provided. Understanding the level of guest needs while at the hotel has been carried
out optimally, for example, for example, guests want to stay in a room with a garden view that has been pre-
pared, but guests still feel unsatisfied with the services provided. Other examples such as providing and pre-
paring benefits or compliments to members or VIPs who stay at the hotel, but guests still judge that the
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performance of the front office department staff is still not good, and is not optimal, it is necessary to improve
its performance again.This X15 indicator can be improved by training all front office staff to foster empathy,
cooperation, and coordination. So that guests will feel happy and satisfied with the service provided.
2. Quadrant II (Maintain Achievement)

a. Front office staff are able to communicate clearly and well in English and Indonesian (X12)

The X12 indicator is in Quadrant Il because of the average value of importance and the average value
of high performance, so that guests are satisfied with the services provided. In accordance with real condi-
tions and guest assessments, the front office staff at Padma Resort Ubud are able to communicate in English
and Indonesian well so that miss-communication between staff and guests rarely occurs. In addition, the staff
is also very polite and friendly with guests so that they can support the status of the front office department
as an information center for a hotel. so this X12 indicator must be maintained so that it can support the com-
fort and satisfaction of guests during their stay at Padma Resort Ubud.

b. Front office staff are always friendly and polite to guests (X14)

Indicator X14 is the service front office staff is always friendly and polite to guests, is in Quadrant Il because
of the average value of importance and the average value of high performance, so that guests feel satisfied
with the services provided. In accordance with real conditions and guest assessments of the front office staff
at Padma Resort Ubud, they have always been friendly and polite to all guests, from new guests to the hotel
to guests who are about to leave the hotel, for example, greeting good morning, good afternoon, and congrat-
ulations. night, asking how the guest is doing, and always smiling at anyone he meets at the hotel. The front
office staff are always friendly and polite when receiving and listening to guest complaints and are willing to
help with any guest requests and complaints. so this X14 indicator must be maintained so that guests feel
satisfied and comfortable during their stay at Padma Resort Ubud.

Conclusion

Based on the results of the analysis and discussed in the previous chapter related to the implementation of
green practices to improve service quality at the front office department at Padma Resort Ubud, it can be
concluded as follows:

The application of green practice to improve service quality at the front office of the department at Padma
Resort Ubud has been implemented optimally through the application of green action and green food. The
application of these two green practices has a positive impact on improving the service quality of the front
office department in terms of the benefits of green practices in supporting the efficiency of the services.

Based on the results of the calculation of the importance-performance analysis, there are five green must
improve its services front office department to enhance the quality of service, which consists of, first, the hotel
lobby having natural lighting and ventilation, two about, check fast and precise supported by mechanical
skills, thirdly about the front office staff responding to guest requests and complaints by providing a
WhatsApp number as a communication tool, four about the front office staff always giving individual attention
and understanding the needs of guests, and five about the front office staff being able to meet the level of guest
needs. In addition, there are 2 indicators of green practice need to be maintained, namely first the front office
staff being able to communicate clearly and well in English and Indonesian and the second, the front office
staff always being friendly and polite to guests.
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