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ABSTRACK

This Research aimed to analyze implementation Tri Hita Karana to improve service
in Concierge section at The St. Regis Bali Resort. This research mainly focusses to
identify the implementation of Tri Hita Karana in daily operation at Concierge
section in order to improve the service to the guest and enliven the St. Regis Bali’s
mission statement “as St. Regis Host, we make the everyday exquisite”. The data
used in this research were collected by using qualitative, descriptive and
observation. Qualitative and descriptive research methods have been very common
procedure for conducting research in many disciplines, including education,
psychology and sciences. The goal of descriptive research and descriptive is to
describe a phenomenon and its characteristics. This research is more concerned
with what rather than how or why something has happened. While the observation
is way of gathering data by watching behavior, events, or nothing physical
characteristics in their natural setting. Observation can be overt (everyone knows
they are being observed) or covert (no one knows they are being observed). The
benefit is that people are more likely to behave naturally if they do not know they
are being observed. For example, measuring the amount of Concierge staff did not

implement concept of Tri Hita Karana to improve the service.

viii



TABLE OF CONTENT

Contents Page
COVER oo et nrr e e nee e I
THESIS TITLE ..ot I
STATEMENT OF ORIGINALITY Lt i
THESIS APPROVAL ..ottt \Y
THESIS EXAMINATION AND VALIDATION ..ot v
PREFACE ... e et bee s Vi
ABSTRACK e Vviii
TABLE OF CONTENT ..ot IX
LIST OF TABLES ...t XI
LIST OF FIGURES ...ttt X1l
LIST OF APPENDIXES ...ttt XIv
CHAPTER I INTRODUCTION.....ciiiiiiiiiieiiiie e 1
IO R = - Tod (o {01 V13 To SO USROS 1
1.2 Problems [dentifiCation...........cooooieieiieieiiceeec e 3
1.3 PUrpose Of the RESEAICH.........cccivieieiceee et s 4
1.4 Significance of the RESEAICH .......ccccveviieieiiceceee e 4
CHAPTER Il LITERATURE REVIEW.......ocoi e 5
2.1 Theoretical FramMEWOIK .........ccveierieiiecierieeeese st ee et te st et seeese e aestesseensens 5
2L L HOTEL ottt 5
2.1.2 CONCIBIGR .cutiteete ettt ettt ettt et e st e e be et e e teesaesbeeaeesbesbeessestaessenbesasensesseensestanssensens 6
2.1.3 SBIVICE. ..ttt sttt ettt ettt et ettt e s te et e et e besbe e besteeab e beeaeentesbeeaenteereentans 7
2. 1.4 TH HIta KAIaNA ....ccveeiecieeeeecieeeete ettt e et st ae s beere et e sreesbesbeesaestaesnensens 8
2.2 PrevioUS RESEAICN......cciiieieriecteetese ettt ettt st sttt e e sa e e sreenaeees 10
CHAPTER 1l RESEARCH METHODOLOGY ....ccooiiiiiiiiieciee e 14
3.1 Research Location & Period..........cccueeiieiiecieiiesee et 14
3.2 ReSEArCN ODJECL...c.vieeeeceeee e e 14
3.3 Variable 1dentifiCation ..........cccoceeviiiieiereceeeree e e 14
3.4 Definition of Operational Variable.............ccoooireiireee e 15
3.5 TYPes and Data SOUICE ......cceeeeriieieiereeiere ettt ettt ettt e e b sae e 15
3.5.1 TYPES OF DALA...c.ueeiiieieieeieeiee ettt sttt sttt e e be e e e 15
3.5.2 SOUICE OF DA .....ecveieeeiecieceeecee ettt ettt s re s e s reesaensesraenee e 16
3.6 Method of Sample Determination .........cccccveeevereeriseereceeee e e 16
3.7 Method of ColleCting Data .........ccccevueeieririieeree e 17



3.8 Data ANalysis TEChNIQUE .....eevieeeeieiteeeecte ettt 18

CHAPTER IV RESULTS AND DISCUSSION........cooiiiiiiiieeciec e 19
4.1 The General Overview of The St. Regis Bali Resort..........cccccceevvvvivievvenenne. 19
4.1.1 A Brief History of The St. Regis Bali RESOIT .........cccceeeeviieeeiiceeeceeeceeeen 19
4.1.2 Facilities and Services of the St. Regis Bali RESOI........cccccveveeirinenenenceieee 20
4.1.3 BUSINESS SECLON .....eeueeeieeeieeeeiestteie st eetete st eteste e e e teseeessesteeneesesneensesseensessesnnensens 33
4.1.4 Concierge Organization Cart ..........cccceeveeviieeriereeeseseesre e sre e see e sre e esneae e 33
4.2 Result and DiSCUSSION .........ccvueeiiiiiiieiiee et ettt see ettt re e 43
4.2.1 The Implementation of Tri Hita Karana in Concierge Section at The St. Regis Bali
TS0 SO USRRPRRP 43
4.2.2 Tri Hita Karana enhanced the service in Concierge Section at The St. Regis Bali

TS0 SOOI 55
CHAPTER Vet b e i e 67
CONCLUSION AND RECEMMENDATION ....cooeiiiiie e 67
T80 o o] 131 (o] o ISP 67
5.2 RECOMMENAALION ....eviceiiieceeeteeeete ettt ettt s reeaesbeeraenbesanenee e 68
REFERENGCES. ... .ot na e e e e nee e 70
APPENDIXES ...ttt 72



LIST OF TABLES

Table 3. 1 Definition of Operational Variables
Table 3. 2 Likert Scale..........ccoeviveincinennnes

Xi



Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.

LIST OF FIGURES

1SEANAAIT SUITES ..ottt sttt eaea 21
2 OCEAN VIBW SUITES.....eeeeieieieeieecie st ece et see e ste e aeste st steeneesesneenee e 21
B POOI SUITES ...ttt ettt st e ne e sne e 22
4 OFCRIA SUITES ...ttt st 22
5Grand ASLOr SUITES .....ecveieeeeerieeeesieseeeesieeeeee e eee e sreese e sseesesreeseesesseensenns 23
BGArdENia VIllA ... 24
7 One Bedroom Lagoon Villa ..........cceceeiiiieieiiieeececeeese e 24
8 Two-bedroom Lagoon Villa..........cceeeeeirinininiiceeeseseeeeeeeee 25
9 SHANA VilIA. ..t 25
10 Strand ReSIAeNCE Villa ........cccuveieiiiieieseccee e 26
11 BONneKa RESLAUFANTS .......ocueeieiieeieiesieie ettt e e 26
12 KayUputi RESTAUIANTS........cceevieieeteiteeiesteeteete ettt sreenne s 27
13 GOUIMANA DI ....ouveeeeeieieceeeeeee et 27
LA DUIANG ..ottt st st teera e be s reenne e 28
15KiING COIE B ...ttt 28
16 KayUpUuLti RESLAUIANTS. ....cc.eeveiieeeeiestieiesieeceie e ee st e e e ae e see e re e 29
17ASLOr BallFOOM ..ottt st ene s 29
18BUSINESS CRNIIE ...ttt st eaea 30
19 Cloud NINe Chapel .....c..oouieeeeiececeeeeceee e 30
20 The Lagoon POOI .......coueeieiiieiieiece ettt sttt st e 31
FZ N LT [0 o TSR 32
22 Children Learning CENIIE ........ccceiueeeerieeeerecteeeerie et sre et sre e re e e 33
23 Concierge Organization StIUCLUIE .........cccvevvereeceeresiesereseese e eeeee e 34
24 Organization Cart of Tri Hita Karana at The St. Regis Bali Resort ............. 42
25 Briefing and Praying before Starting the Shift ............ccooveveiiiicceiiee, 43
26 Pura Sri Amerta Jati at The St. Regis Bali and temple relation.................... 44
27. Invitation Letter to join the Ceremony ........cceceveveerereneceseseeeere e 46
28 Full moon praying and Tumpek Landep Day Celebration ...........ccccceeueeneee. 47
29 Praying together on tumpek landep celebration ..........c.cccoeeeeeeivecieniceenene, 49
30 Morning Buzz, appreciation WeeK...........ccecevieieieiieereeceeceeee e 51
31 Peduli Nusa Penida Charity........c.cccccevieeevienieierieseeece e 52
32 Associate Appreciation week- FUNn WalK..........ccooeieevevineerecececeee, 52
33 BeACH ClEANING......eiieieeeieieeee ettt sttt 54
B4 Earth HOUF B0 .....evieieeiiriesieieieiee ettt 55
35 Wearing Saroong and making gebogan...........ceceveveenenenceneseeeee e 57
36. GUESE COMIMENT .....eiieieiiieite ettt ettt st sb e sae e s 61
37. GUESE COMIMENT ...c..eiiiiiiieie ettt ettt ettt st besbe e 62
38 GUESE COMIMENT ...ttt ettt sttt e sb e s s 62
39 GUESE COMIMENT......eiiiiiiieieeteete ettt sttt st 63
40 GUESE COMIMENT ...ttt ettt ettt et b e bt b s e 63


file:///C:/Users/lgn-dpsxr-conc/Downloads/Revision%206.%2030_I%20Putu%20Agus%20Anuarta_Implementation%20Tri%20Hita%20Karana%20to%20Improve%20Service%20in%20Concierge%20section%20at%20The%20St.%20Regis%20Bali%20Resort.%20Aug%2015.docx%23_Toc111485999

Figure 4. 41. Great feedback and COMMENT .........ccceriririniereieieeenereseeeeeeeeeie

Figure 4. 42 . Barcode Restaurant menu

Xiii



LIST OF APPENDIXES

Appedixes 1Certification Of THK .......c.ooiiiiiieee e 72
APPENTIX 2 GUESE VOICE .....cueiieiieiistertesteteeee ettt 73
APPENTIX 3 GUESE VOICE ....veeeeiieeeeeie sttt ettt ettt st ste e e be e e besbeesaestesnnensens 74
APPENdiX 4 QUESTIONNAITES.......coueeuirtirterteteieeet ettt sb s eae i e 75
ApPPeNdiX 5 INLENVIEW RESUILS......oceeeieciieiece ettt 76

Xiv


file:///C:/Users/lgn-dpsxr-conc/Downloads/Revision%206.%2030_I%20Putu%20Agus%20Anuarta_Implementation%20Tri%20Hita%20Karana%20to%20Improve%20Service%20in%20Concierge%20section%20at%20The%20St.%20Regis%20Bali%20Resort.%20July%2016.docx%23_Toc108903747

CHAPTER |

INTRODUCTION

1.1 Background

Natural environmental care character is fundamental aspect in the
sustainable development. Bali as a part of the Indonesian archipelago which is very
rich in art and a diverse culture, furthermore Bali also offers a one stop complete
experience from stunning soft white sand beaches and limestone cliffs to extreme
water sports and diving, captivating cultural scene that lively practiced by the
Balinese people in their everyday life. Tourism business is motivating sector for the
National economy, especially in Bali.

Religious aspect from majestic sea temples overlooking the ocean to a soul-
soothing grand temple complex up on the mountain, never ending adventures from
surfing, natural waterslide, river activities, to walking on the seabed along with
every kind of natural beauties start from mountainous areas with lush greenery,
scenic lakes, gorgeous waterfalls, iconic rice fields, flower gardens, gushing sacred
rivers and secret canyons all make up the island’s landscape. Based on the 2021
TripAdvisor Travellers’ Choice Awards, Bali has been nominated as The World’s
Most Popular Destination (Tripadvisor, 2021)

Tourism has been developed in Bali for more than half a century, and hence
it has become an integral part of Balinese culture, the type of tourism developed is
cultural tourism, hence Balinese culture is directly exposed for tourist consumption.

However, in this cultural commoditization, Balinese culture is conserved and



revitalized, and the Balinese people hold their cultural identity firmly. This is
associated with the local wisdom that implemented by the Balinese, that life must
be in accordance with the changing environment, and that happiness can only be
achieved if the life is in balance, a concept locally known as ‘Tri Hita Karana’.
Augmented by other concepts taken from their traditions, the Balinese are
successful in harmonizing tourism development and cultural conservation.

Tri Hita Karana is Three Balinese Wisdom Concept. First is Parahyangan,
as the way to build a good relationship with God, providing the regular Temple’s
ceremony and also providing Pelangkiran in every corner of office as well as
Hotel’s Temple. Second is Pawongan, this wisdom is to create a harmonious
relationship among human beings, as the essence of humans is as social creatures.
As an individual, it will not be able to live a real life without others. The concept
provides an understanding of universal insight (Adnyana, 2011; Saputra et al.,
2018). This is very important thing need to be done by providing communication
meeting with all the team to get their feedback, suggestion in order to play as team
in hospitality industry. For the guest experience that some facilities need to be
provided such as : Handicap room, wheel chair access in the Hotel area.

Palemahan, its wisdom represents a harmonic relationship between the
human and the natural sphere. This is the way handling and taking care the

cleanliness of the area, and managing the waste,



HUMAN & GOD

Figure 1. 1 The Concept of Tri Hita Karana
Source: https://thkbali.wordpress.com/2017/08/02/773/



https://thkbali.wordpress.com/2017/08/02/773/

The St. Regis Bali Resort has adopted and implemented the concept of the Tri
Hita Karana, and has been certified by the authority and received Gold Medal Since
2009. Tri Hita Karana needs to be applied in every hotel in Bali. This concept will
be very important to improve the service as well as to maintain great collaboration
among the team. Why Tri Hita Karana concept need to be implemented? Because
by following those 3 wisdoms, The Excellent Service to all guest will be improved
and will expect all Concierge team will implement it in daily operation at The St.
Regis Bali Resort. The aim of this Research is to know how Concierge section
understand and implement concept of THK to improve Excellent Service at
Concierge Section. Before this Research starting, first concept is Parahyangan,
there is no special Spiritual Journey was made for the day Tour or Guest activity.
Pawongan and Palemahan some Employees do not fully understand the meaning
of them and how to implement in improving Excellent Service at Concierge
Section. Based on the descriptions above, the writer would like to a title
‘Implementation Tri Hita Karana to Improve Service in Concierge Section at The

St. Regis Bali Resort.

1.2 Problems Identification
Based on the background, the problem identification in this research are as
follows:
1. How is the implementation of Tri Hita Karana in concierge section at The St.
Regis Bali Resort?
2. How is Tri Hita Karana enhanced the service in Concierge section at The St.

Regis Bali Resort?



1.3 Purpose of the Research
Based on the problem identification above, the purpose of this research are:

1. To know how is the implementation of Tri Hita Karana in concierge section at
The St. Regis Bali Resort.

2. To analyze how Tri Hita Karana enhanced the service in concierge section at

The St. Regis Bali Resort.

1.4 Significance of the Research
This research is expected to bring some benefit both theoretically and
practically. The benefits to be obtained in this research are follows:
1. Theoretical Significance
This research is expected to support other research theoretically by learning and
understanding concept of THK in Hospitality especially at Concierge section
2. Practical Significance
The result of this research is expected to be useful, implement in daily operation

of Concierge section at The St. Regis Bali Resort



CHAPTER V

CONCLUSION AND RECOMMENDATION

5.1 Conclusion

Based on the result and discussion that has been described on the previous
chapter, The St. Regis Bali Resort has been certified with Tri Tita Karana Award
from Gold medal since 2009 and the title continues to be awarded every year until
at this time got super platinum award. The St. Regis Bali Resort has been
implemented the concept of tri hita karana through the resort based on three
concepts of Parahyangan, Pawongan and Palemahan. Implementation of THK
concept in Concierge section at The St. Regis Bali Resort can improve service and
guest experience where there are some great feedbacks given by guest whom stayed
at The St. Regis Bali Resort. This is how THK enhanced the service in Concierge
section at The St. Regis Bali Resort.

The implementation of the tri hita karana has been applied at concierge section
in daily operation. First concept is Parahyangan, on daily basis concierge staff
conduct the doa bersama/ praying at the beginning of the shift. Every six months,
there will be a Temple ceremony where concierge will invite all guest to attend,
engage and experience the Balinese culture. Second concept is Pawongan, where
leader and management for the associate appreciation week will invite every
concierge staff. The concierge staff will be gathering with other team, leader and
management. The aim is to maintain a good relationship among the team, to build

teamwork in providing service to the guest, as well as the communication meeting
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between leader and concierge team to listen any feedback, idea to improve the
service.

Last concept is Palemahan, concierge staff, leader, and others employees
will be invited the beach cleanliness, this is a very important program to improve
the service where almost all of the guest enjoy the beach and spend the time on
beach. The 60+ earth hour also one of the implementations for the last THK concept,
which is palemahan, this event is a great way for the saving energy, reduce the
carbon dioxide and become unforgettable experience to the guest. The St. Regis
Guest will be more than happy to join this event and really enjoy, appreciate with

this event.

5.2 Recommendation
Implementation tri hita karana concept at The St. Regis Bali Resort has been
implemented however, based on the above explanation there are some

recommendations as follows:

a. Parahyangan,
a) praying before starting the shift should be on daily basis and on
schedule to implement in concierge section
b) The Temple ceremony schedule must be on the concierge calendar
b. Pawongan,
a) the communication meeting between leader and concierge should be
conducted every three months

b) Associate appreciation week should be held every six months
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c. Palemahan

a) Beach cleaning program should be on the top priority to improve Guest
service, experience and Concierge should attend more often based on
daily operation’s situation in Concierge section.

b) For saving energy, reducing the carbon dioxide and become an
unforgettable experience to the guest. The 60+ earth hour must be
scheduled as a yearly event.

After doing the exercise, training and implement above concept in concierge
section, the evaluation need to be done every three months to analyze the result of
implementation Tri Hita Karana to improve service in concierge section at The

St. Regis Bali Resort. And daily observation will be done.
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