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ABSTRACT 

 

This study aims to explore the optimization of service quality to support the 

upselling strategy at Hilton Bali Resort's Front Office. This study investigates 

factors that hinder the implementation of upselling strategies and provides strategic 

recommendations to improve service quality and the effectiveness of upselling 

strategies. Through analysis of descriptive quantitative and qualitative data 

collected from surveys and interviews with hotel staff and guests, this study 

identified key service quality factors such as responsiveness, assurance, and 

empathy that are important for successful upselling. The theory used is Kotler and 

Keller's (2019) Five Dimensions of Service Quality. The result of this research is 

an additional upselling SOP with the title "How To Do Upselling Based on 

Traveling Type". 

 

Keywords: Optimization of service quality, upselling strategy, Standard 

Operational Procedures (SOP)  
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CHAPTER I 

INTRODUCTION 

 

1.1. Background 

In the current era of globalization, the tourism sector is one of the 

fastest growing sectors in the world, including Indonesia. In the economy 

of society and the state in this era, the tourism sector is one of the major 

contributors to Indonesia's income. With a projected visit of 4.5 million 

tourists in 2023, Bali is predicted to collect IDR 30 trillion in foreign 

exchange for the country (Saputra, 2023). This is the impact of the rapid 

development of social media, which makes tourist attractions in Bali more 

recognized in the world and makes more tourists come to Bali. 

 The development of social media not only benefits tourist attractions 

but also benefits the hospitality sector. more tourists visiting Bali makes 

hotel occupancy rates also increase, especially in five-star hotels which have 

the highest room occupancy rates in the last 6 months in 2023 according to 

the results of the monthly hotel survey conducted by BPS Bali Province. 

The survey results 
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shows that in July the occupancy rate of five-star rooms reached 70%, 

August 67%, September 63%, October 59%, November 57%, and 

December 66%, while four-star hotels had room occupancy rates in July of 

62%, August 59%, September 62%, October 59%, November 54%, and 

December 62% (BPS Provinsi Bali, 2023). This shows that many tourists 

who come to Bali choose to stay and spend their vacation by staying in five-

star hotels. 

The Bali Governor's Regulation on tourism governance has a target 

that targets quality tourists so that tourists spend more time staying and 

shopping while in Bali (Bali Provincial Tourism Office, 2020). In line with 

this target, of course, more and more hotel industries in Bali are improving 

their quality to suit the needs of these target tourists. Such as one of the five-

star hotels that has become a favorite of tourists when coming to Bali, Hilton 

Bali Resort. Hilton Bali Resort, which falls into the five-star hotel category, 

is located in Bali's southern coastal zone of Nusa Dua, set on a cliff 40 

meters above the edge of the Indian Ocean. To be precise, the hotel is located 

at Sawangan, Jalan Raya Nusa Dua Selatan, Bali. Hilton Bali Resort is part 

of Hilton Worldwide Holding, Inc. and is operated under the management 

of PT Caterison Sukses. 

Featuring the luxury standards of a five-star hotel, the hotel provides 

a range of facilities that aim to pamper guests while providing an 

unforgettable stay. One of the main attractions is the stunning infinity pool, 

creating the perfect relaxing atmosphere by the beach. In addition, Hilton 



3 

 

 

 

Bali Resort provides 420 accommodation units equipped with all the 

modern amenities guests need, including private balconies offering ocean 

view, garden view and pool view.  There is also a luxurious spa with a range 

of treatments that soothe and pamper the body and mind, allowing guests to 

experience total relaxation during their stay. Hilton Bali Resort has 

restaurant and bar facilities serving international dishes and Balinese cuisine 

that can be enjoyed while watching the ocean view, there are 4 restaurants 

that can be enjoyed by guests namely, The Breeze, The Shore, Paon, and 

Grain. 

By committing to high service standards, the hotel staff is always 

ready to provide a special and unforgettable stay for every guest, especially 

the Front office staff who are the first face encountered by guests when 

arriving at the hotel, so they have a crucial role in creating a good first 

impression for guests. Front office is the center of hotel service because they 

are the first person to show the quality of service in the hotel. In addition, 

when travelers receive service from the Front office, they already have an 

idea of how well the hotel as a whole serves travelers. If a tourist receives 

bad service from the Front office, the hotel will immediately be labeled bad 

by the tourist, on the other hand, if the Front office can provide good service, 

the hotel image will be good in the eyes of tourists (Sulistyawati, 2019). 

The front office at Hilton Bali Resort Hotel is an important part of 

the hotel's operations responsible for welcoming guests, handling 

reservations, check-in, check-out, and providing information services to 
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guests. They must be able to provide friendly, efficient, and professional 

services to ensure a satisfying stay for guests. In addition, the front office is 

also tasked with managing room availability, ensuring that all reservations 

are properly recorded, and handling any form of communication between 

guests and other departments within the hotel. 

In an effort to remain competitive, Hilton Bali Resort has placed 

special emphasis on marketing and revenue enhancement strategies of the 

Front office. One crucial aspect of this strategy is the implementation of the 

upselling strategy, which not only includes increasing revenue but also 

enhancing customer experience and strengthening brand image. Upselling 

is used to offer products that are similar to the products customers have 

already purchased but at a higher value so that customers can upgrade their 

products to get additional services. Thus the main goal of upselling is to 

increase the transaction size of each customer rather than acquiring new 

customers, which will help reduce marketing costs (Pandya & Dholakia, 

2021). 

 It is important to understand how room occupancy rates vary from 

month to month, which is the basis for implementing an effective upselling 

strategy. The following is the total room occupancy data at Hilton Bali 

Resort in the second quarter of 2023. 
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Table 1. 1 Hilton Bali Resort Total Room Occupancy Quarter Dusa 2023 

HILTON BALI RESORT TOTAL ROOM 

OCCUPANCY SECOND QUARTER 2023 

Month Total Room Occupancy 

June 90.88% 

July 95.95% 

August 92.04% 

September 93.96% 

October 88.93% 

November 72.07% 

December 84.47% 

  Source: Hilton Bali Resort 

Table 1 shows the total room occupancy at Hilton Bali Resort in the 

second quarter of 2023. From the data, it can be seen that there are 

fluctuations in room occupancy rates every month. From June to September 

the room occupancy rate was always above 90% but in October, the 

occupancy rate decreased slightly to 88.93%. A sharper decline was seen in 

November with an occupancy rate of 72.07%, which was the lowest figure 

in this period. However, the occupancy rate increased again in December 

reaching 84.47%. 

This data shows that despite monthly fluctuations, Hilton Bali 

Resort is able to maintain a relatively high room occupancy rate. However, 

the high room occupancy rate does not necessarily mean that the monthly 

upselling target can always be achieved. The targets that can be achieved by 

staff fluctuate each month and are not always able to meet the company's 

targets, as shown in the Hilton Front office upselling data below.  
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Source: Hilton Bali Resort 

The data in Figure 1.1 shows that the company's upselling target is 

the same every month, but the target is only achieved in August and 

November, while in June, July, September, and October, the upselling target 

is not met.  

This is due to various factors, including the challenges faced by the 

front office in providing satisfactory service. In practice, the front office 

faces guest complaints related to the services they receive during the check-

in process and upselling services. Examples of negative complaints given 

by guests through the Tripadvisor application can be seen in the table below. 

 

 

 

Figure 1.1 Upselling Sales Total Second Quarter 2023 
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Table 1. 2 Guest Complaints Through Tripadvisor Application 

 

Source: Tripadvisor 

These complaints indicate that services related to the check-in and 

upselling process that are deemed unsatisfactory for guests have an impact 

on the ability of front office staff to achieve upselling targets. Therefore, it 

is important to understand how Hilton's front office can optimize service 

quality in upselling. 

 A qualitative analysis of these elements within front office 

operations is considered an appropriate approach to delve deeply into the 

complex dynamics involving the relationship between service quality and 

upselling strategies. As revealed by Sasangka (2019) in his research, that 

any increase in service quality aspects will be followed by an increase in 

Guest Complaints Through Tripadvisor App 

No. Complaint 

1 Booked a garden view room and was upgraded for free to 

Cliff Tower Ocean View (this was clearly stated in the 

booking confirmation letter), but then after waiting for 20 

minutes for the check-in registration process, the receptionist 

said "sorry the room is full, we have so many guests checking 

in today, so you will be placed in Pool View". 

2 The staff did not prepare the waiting table properly, and upon 

arrival at the hotel, there were no chairs available, leaving her 

to stand throughout the check-in process. 

3 The hotel staff lacked training and responsiveness to 

complaints, especially regarding the use of the lounge by 

children. In fact, this complaint was not acknowledged by the 

hotel. The Front Office Supervisor was unresponsive in 

dealing with a complaint email regarding points credit that 

had been sent twice. 
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sales volume aspects. Vice versa, if the service quality aspect decreases, the 

sales volume aspect will definitely tend to decrease. 

In this research, the author takes a focal point to understand in depth 

how to optimize the service quality of Hilton Bali Resort Front office staff 

while upselling to guests, which leads to the research title chosen by the 

author, namely, "Optimizing Service Quality to Support Upselling 

Strategies in Hilton Bali Resort Front office Operations". 

1.2.  Problem Formulation 

In accordance with the background stated above, the problem 

formulations raised in the author's thesis are: 

1. How would you rate the quality of service at Hilton Bali Resort's 

front office? 

2. What are the factors that hinder the implementation of upselling 

strategies at the Hilton Bali Resort front office? 

3. How to optimize services in Hilton Bali Resort's front office 

operations to support the effectiveness of upselling strategies? 

1.3. Research Objectives 

Based on the problem formulation that has been described, the research 

objectives to be achieved are: 

1. Knowing the assessment of service quality at the Hilton Bali Resort 

front office. 

2. Identify what hinders the implementation of upselling strategies at 

the Hilton Bali Resort front office. 
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3. Develop strategic recommendations to optimize service quality 

and effectiveness of upselling strategies at Hilton Bali Resort Front 

office. 

1.4. Research Benefits 

Based on the problem formulation and research objectives that have 

been described, the benefits of this research are as follows: 

1.4.1 Benefits for Researchers 

1. Gain an in-depth understanding of service management 

practices and sales strategies in the hospitality industry. 

2. Improve research skills, and a means of applying knowledge 

while studying at Politeknik Negeri Bali. 

1.4.2 Benefits to the Company 

1. The findings of this study can help hotel managers in 

improving the effectiveness of upselling room strategies. 

2. Hotels can improve the quality of services provided to guests. 

This can help create a more satisfying stay for guests, which in 

turn can increase customer loyalty. 

3. By identifying obstacles in the implementation of upselling 

services and suggesting ways to overcome these obstacles, this 

research can help hotels in improving operational efficiency in 

the front office. This can optimize staff performance. 
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1.4.3 Benefits for Academics 

This research can provide benefits for academics, because 

the results of this research can be used as a reference for research 

and learning in the field of hospitality management and add new 

contributions to the academic literature on service management in 

the hospitality industry. 

1.4.4 Benefits for Bali State Polytechnic 

The author hopes that this research can contribute to adding 

knowledge, especially in Service Management and Marketing 

Management courses, and can be a reference for other students. 

1.5. Systematization of Writing 

A writing system that clarifies the framework and guidelines for writing a 

thesis is needed so that the discussion in this thesis is easier to understand. 

The following systematic writing is used in presenting this thesis. 

CHAPTER I INTRODUCTION 

The first chapter of this introduction consists of background, problem 

formulation,  

research objectives, benefits of research results, and systematic writing. 

CHAPTER II LITERATURE REVIEW 

The second chapter of this literature review consists of theoretical studies, 

empirical studies, and theoretical frameworks. 

CHAPTER III RESEARCH METHODS 



11 

 

 

 

The third chapter of Research Methods consists of types and Interviewee 

of data, techniques  

data collection, and data analysis methods. 

CHAPTER IV RESULTS AND DISCUSSION 

The fourth chapter of Results and Discussion consists of a general 

description of the company, analysis results, discussion and implications of 

the research results. 

CHAPTER V CONCLUSIONS AND SUGGESTIONS 

Chapter Five Conclusions and Suggestions consists of conclusions and 

suggestions.  

CLOSING SECTION 

Bibliography and Appendix 
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CHAPTER V  

CONCLUSIONS AND SUGGESTIONS 

 

5.1. Conclusion 

Based on the research that has been conducted on the upselling strategy 

at the Hilton Bali Resort front office operations, the following conclusions 

can be drawn. 

1. Overall, Hilton Bali Resort's front office service quality assessment 

was excellent across all Servqual dimensions, with each aspect 

getting a "Very Satisfied" rating from the guests. However, the 

reliability and responsiveness dimensions, which have the lowest 

ratings (86%), can still be improved.  The main problem in this 

dimension is overload when there are too many guests, which causes 

the check-in and check-out process to be delayed and hinders the 

staff's ability to respond quickly to guest complaints and requests. 

2. When discussing barriers in upselling strategies, it was found that 

several challenges such as , and limitations of visual media can 

affect the effectiveness of room upgrade sales. For example, a lack 

of training or inadequateknowledge about products and offers 

available may hinder the staff's ability to convince guests to upgrade. 
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Meanwhile, limitations in the use of visual media such as video 

room tours can also restrict the ability to effectively demonstrate the 

added value of an upgraded room to guests. 

3. In the context of optimization strategies, strengthening SOPs, 

regular training, and the use of additional visual media as proposed 

by Hilton Bali Resort front office staff can improve the effectiveness 

of upselling strategies. Clear and consistent SOPs help reduce staff 

confusion and improve consistency in delivering offers to guests. In 

addition, the use of additional visuals such as video room tours 

enriches guests' visual experience, helping them to better understand 

the added value of the upgrade offer. 

5.2.  Suggestions 

With this research, it is hoped that it can make a useful contribution. 

For Hilton Bali Resort, it is expected to periodically evaluate and improve 

the upselling SOP so that the upselling strategy can continue to be carried 

out properly. In addition, the hotel can also consider using visual technology 

such as video room tours to show the added value of better rooms. Thus, it 

is hoped that the upselling strategy can be carried out better and more 

effectively, and increase guest satisfaction and loyalty. 

For future researchers, it is hoped that this research can be used as a 

Interviewee of data and reference for further research. Future research can 

be conducted with more complete and broader information, and explore the 

use of technology such as video room tours to make the upselling process 

more efficient and effective. 
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