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A VERTICAL GARDEN PROJECT AS AN IMPLEMENTATION OF A 

SUSTAINABILITY PROGRAM TO MAINTAIN GUEST ROOM 

SATISFACTION AT STHALA, A TRIBUTE PORTFOLIO HOTEL, UBUD 

BALI 

 

By 

I Kadek Twentu Agustina, NIM. 2215885019 

Jurusan Pariwisata 

 

ABSTRACT 

A new innovation in meeting guest satisfaction is needed in the hospitality 

business today. In light of the fierce competition among hotels to secure business, 

this is particularly important. As a result, a lot of hotels are racing to develop 

innovative ideas that will have an effect on both the survival of the surrounding 

environment and the guests. These innovations will be promoted and presented as 

one of the hotel's selling points and distinctive features. Sthala, a Tribute Portfolio 

Hotel, Ubud Bali as one of the accommodations in the Ubud area also innovates to 

keep up with the market based on analysis of guest needs and input. Transforming 

a chamber that was formerly just a wall into a vertical garden was one of the 

innovations to create the room's interior's green effect. The history of this invention 

stems from the many complaints from visitors regarding the view from rooms. This 

is a common complaint from visitors, particularly those who reserve deluxe rooms 

with balconies. Although it is the lowest tier, guests seem to favor these rooms the 

most.  

Vertical garden project is one of the sustainability projects that aims to 

anticipate the emergence of guests’ dissatisfaction with the view from the inside of 

the room during their stay in Sthala, a Tribute Portfolio Hotel, Ubud Bali. In 

addition, this project aims to give a green impression that is one of the 

characteristics of the Ubud region. As the sustainability program that involving all 

department leaders to improve the guest satisfaction, the vertical garden project 

itself was executed in three months with three stages. Those are Project Planning 

(scope of work, scheduling and budgeting), Project Execution, and Performance & 

Control.  

Monitoring and cooperation by all parties in the process of working on this 

project plays a crucial role. So that within three months the implementation of this 

project can be carried out well. This vertical garden project is related to one of the 

SERVQUAL model's implementations, specifically the Tangible dimension, where 

guests can observe directly the fundamental elements of a hospitality service. Apart 

from the primary objective of decreasing guest grievances, this project has the 

potential to enhance the building's aesthetics, establish itself as a distinctive feature 

that adds value for both guests and agents, and have an effect on the surrounding 

environment—particularly by generating oxygen space that is highly beneficial for 

all.  

Keywords: Vertical Garden, Sustainability, Guest Satisfaction 
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CHAPTER I 

INTRODUCTION 

1.1. Background 

The hospitality industry today requires a new innovation in the fulfillment 

of customer satisfaction. This is especially necessary in connection with the 

stringent competition between hotels in order to win the business. Therefore, 

many hotels today race to create new innovations that will not only impact the 

guests but also affect the survival of the surrounding environment. These 

innovations will be marketed and introduced as one of the sales values and 

characteristics of the hotel.  Expected from the innovation carried out by the 

hotel will be able to have a different impact on the quality of services and 

products to be provided to guests.  Certainly, the innovations taken are related 

and take into account the sustainability of the environment and make the hotel 

itself more competitive in the market.   The core of competition in the hotel 

industry is identified on an axis extending between innovation and 

sustainability. Oxenswärdh (2020) argues that sustainability applied to the hotel 

industry might increase the competitive advantage of the enterprises focused on 

guests aware of sustain-ability issues. However, a shift from professional 

account-ability towards more human responsibility is demanded. Sustainability 

must be considered by hoteliers not as a marketable slogan but a core value 

enabling the development of their enterprise and its stakeholders. 

Ulucan (2020) considers location as a crucial resource from the perspective of 

hotel competitiveness. She confirms that economic factors and agglomeration 

effects are the main important determinants of previous hotel location decisions. 
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However, from the perspective of achieving sustainable development goals, 

benefits of localities and regions should be considered simultaneously in the 

process of hotel location selection. On the other hand, Parzych & Brkić-

Vejmelka (2020) indicate that a hotel location has moderate impact on the 

overall assessment of the hotel by guests. Instead, innovative technologies 

(Giousmpasoglou & Thuy Hua, 2020; Napierała, Bahar, Leśniewska-Napierała, 

& Topsakal, 2020), modern facilities and amenities (Bik, Poreda, & Matczak, 

2020) and sustainable approach (Oxenswärdh, 2020) increase attractiveness of 

a hotel’s offer from the perspective of potential guests and, in consequence, 

make competitive advantage achievable.  

Ubud is a region famous for its natural views. All guests who come to the 

Ubud area are looking forward to getting a hotel with views associated with the 

green nature. Sthala, a Tribute Portfolio Hotel, Ubud Bali is one of the hotels 

located in Lodtunduh Village, Banjar Mawang Kelod Ubud district of Gianyar, 

Bali. Competition between hotels is very felt at present most of the hotel 

accommodation that appears in the area of Ubud. Then, Sthala, a Tribute 

Portfolio Hotel, Ubud Bali needs a new step of innovation to win the market. 

One of the innovations was to change the view of a room that was originally 

just a wall into a vertical garden. To give the green impression seen from inside 

the room. The background of this innovation is due to the frequency of guests 

complaining about the view of rooms that are tall walls. This complaint quite 

often appears from guests especially guests who book rooms with category 

deluxe room with balcony. This is the lowest category of rooms and the most 

preferred by guests. So problems of room view are the most frequent things that 
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appear from guest reviews and greatly affect the satisfaction of guests during 

their stay in Sthala, a Tribute Portfolio Hotel, Ubud Bali. Few comments related 

to the dissatisfaction of the room view are captured as below (Figure 1). 
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Figure. 1 Guest Reviews 

 

Guest comments in Sthala, a Tribute Portfolio Hotel, Ubud Bali are captured in 

the Guest Voice system. The guest will receive an email survey that expected to be 

filled and share experience during their stay in the hotel. In the Table 1. as per below  

is the summary number of guest comment that received by Sthala, a Tribute 

Portfolio Hotel, Ubud Bali starting January 2023 until June 2023 

 
Table 1. Guest Comments January – June 2023 

Sthala, a Tribute Portfolio Hotel, Ubud Bali 

Guest Comment  

Jan - June 2023 January February March  April May June 

Number of Comment 40 38 61 61 74 75 

Wall View Comment 1 1 3 0 1 5 

% Wall View Comment 3% 3% 5% 0% 1% 7% 

 

Referring to the guest comments in the first semester of 2023, there were a 

number of comments that provided reviews related to the view from the room. 

During six months, there were 349 guest reviews in the Guest Voice system. In 

January, there were 40 reviews with 1 negative comment regarding room view.  
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Figure. 2 Guest Comment - January 2023 

 

In February, the hotel received 38 reviews with 1 negative comment related to room 

views.  

 

Figure. 3 Guest Comment - February 2023 

 

Number of feedback regarding room view in March was raised, there were 3 

negative comments regarding room view out of 61 guest comments.  

 

Figure. 4 Guest Comment - March 2023 

 

With the same number of Guest Comment, in April were devoid of negative reviews 

about the room view. Continued by May, 1 negative comment about room view was 

showed out of 74 guest comments.  
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Figure. 5 Guest Comment – May 2023 

 

Then the last month in first semester was closed by 75 guest comments received 

with 5 negative comments contain room view.  

 

Figure. 6 Guest Comment – June 2023 

 

In addition, Guest comments about the room view also came from groups which 

ultimately impacted the number of confirmed groups. This also refers to the number 

of group inquiries that have lost more than 40% when compared to the total number 

of entries. 
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Table 2. Group Inquiry January – June 2023 

Sthala, a Tribute Portfolio Hotel, Ubud Bali 

No Month 
Incoming 

Leads 
Definite Lost 

Total 

group lead 
Definite Lost 

1 January 32 19 13 

141 

59% 41% 

2 February 64 29 35 45% 55% 

3 March 45 25 20 56% 44% 

4 April 62 20 42 

251 

32% 68% 

5 May 99 50 49 51% 49% 

6 June 90 55 35 61% 39% 

 

Seeing as stated in the table data shows that in January there were 32 group 

inquiries and 13 (41%) groups canceled. For February, 35 (55%) groups canceled 

out of a total of 64 group inquiries. Furthermore, in March as many as 20 (44%) 

groups canceled from a total of 45 incoming group inquiries. Continuing in April 

there were 42 (68%) missing group inquiries from a total of 62 incoming groups. 

In the following month there were 49 (49%) missing group inquiries from a total of 

99 groups and in June there were 90 group inquiries received by the sales team but 

35 (39%) were lost. 

 

 

Figure. 7 Guest Group Comment 

Referring to this review result, the management of Sthala, a Tribute Portfolio 

Hotel, Ubud Bali tried to find a way out to reduce the negative reviews regarding 

the room view. Innovations must be made based on naturalness and sustainability 

in accordance with current trends in the market. Therefore, Sthala, a Tribute 

Portfolio Hotel, Ubud Bali does not want to be left behind to be able to compete 
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with competitors in order to get a portion of the tourism cake around Ubud. 

Innovation is done by transforming part of the building, which was originally only 

a concrete wall into a vertical garden that gives a beautiful and green impression. 

This project also aims to reduce the complaints of guests who stay overnight, 

especially those related to the view from their bedrooms. Guest reviews and 

comments about the view of the rooms are very visible in some of the comments 

on social media. So, the hotel is trying its best to reduce the appearance of other 

comments by doing a vertical garden project in 3 months in 2023. The work target 

is quite short, starting in July 2023 and aiming to be able to pursue completion in 

September 2023. This is because the end of the year is the phase where the 

occupancy rate will start to be high, especially for many guests who celebrate 

Christmas and the New Year. 

This project certainly involves several external parties, in order to achieve 

timely completion. In addition, the hotel can reduce in receipt of negative guest 

comments related to the room view. 

1.2. Formulation of Problems 

By answering the following questions, this project will identify and define the 

problem related to the room view at Sthala, a Tribute Portfolio Hotel, Ubud Bali: 

a. How to develop a vertical garden as a sustainable program to maintain guest 

satisfaction with the room during their stay at Sthala, a Tribute Portfolio Hotel, 

Ubud Bali? 

b. What is the model for developing a vertical garden to maintain guest 

satisfaction during their stay at Sthala, a Tribute Portfolio Hotel, Ubud Bali? 
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1.3. Objective of The Study 

This project aims to have several objectives. First, to develop a sustainable 

vertical garden at the area that become a concern of the guests during their stay at 

Sthala, a Tribute Portfolio Hotel, Ubud Bali. Second, the purpose of the project is 

to provide a better view instead of the concrete wall from the guest room. The last 

is to maintain the guest satisfaction with the hotel room and reducing the guest 

complaint related to room view during their stay at Sthala, a tribute Portfolio Hotel, 

Ubud Bali. 

1.4. Significances of The Study 

This project will be beneficial for the company in maintaining and 

increasing the satisfaction of guests during their stay in Sthala, a tribute Portfolio 

Hotel, Ubud Bali. This will affect the subscription of the hotel business itself, which 

is directly related to the increase in revenue. If the revenue increases, it will affect 

the employee. In addition to having a positive experience experienced, it will also 

encourage guests to give and share their experiences with their colleagues through 

review platforms on social media. 

 As for the academic benefits, this research will help other researchers 

explore and applied in sectors similar to the environment in order to maintain guest 

satisfaction. Also, it can be used as a reference for other students when they will do 

the same thing but with different objects. 
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CHAPTER VI 

CLOSING 

6.1 Conclusion 

Vertical gardens are an alternative in utilizing space to create green areas in 

narrow and limited land. It can create a more beautiful and natural environment or 

scenery that guests can see from inside their rooms during their stay at Sthala, a 

Tribute Portfolio Hotel, Ubud Bali. The maintenance of this garden is also not too 

difficult and the irrigation done is also very effective to the plants thus minimizing 

waste. It also reduces heat and increases coolness.  

The vertical garden has had quite a positive impact on the hotel, namely 

enhance the green view from the guest room, reduction in negative comments from 

guests regarding the view from their rooms, which was initially very much found 

in comments on the view of the room in the form of a wall. In addition, the number 

of groups that cancel is decreasing, giving the team, especially the sales team, 

confidence in promoting to all travel agents, banking companies and government 

offices. As a final result, the hotel occupancy rate will certainly increase and the 

impact on the level of income from the hotel will certainly increase as well. The 

room's view as the Tangible factor in SERVQUAL, which gets greener due to the 

vertical garden, also serves as the hotel's new brand image. 

6.2 Recommendations 

In the process of providing accommodation services for guests who come 

to a tourist spot, all providers must pay attention to elements that are in harmony 

with nature and the surrounding environment. In addition, it is obligatory to take 
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note to aspects of sustainability assisted by maintaining and paying attention to the 

impact of the existence of tourism itself.  

One of the things that can be done, especially for accommodation providers 

who have limited land for green space, is to utilize and create a vertical garden. 

Which is very useful in beautifying and giving a green impression to the 

accommodation itself. Surely this will have an impact on the surrounding 

environment, especially creating oxygen space which is very useful for everyone 

and gives a green impression to guests staying at the location.  With the ultimate 

goal of creating the vertical garden is to provide satisfaction for guests and reduce 

negative comments related to the surrounding scenery.   
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