ANALISIS KOMPETENSI ROOM ATTENDANT DALAM
MAKE UP ROOM BERDASARKAN TUNTUTAN
KOMPETENSI ABAD 21

SKRIPSI

diajukan untuk memenuhi sebagian syarat untuk memperoleh gelar
Sarjana Program Studi Pendidikan Kesejahteraan Keluarga
Konsentrasi Akomodasi Perhotelan

b

=

oleh

Nisrina Dwi Rachmawati
NIM 2003638

PROGRAM STUDI PENDIDIKAN KESEJAHTERAAN KELUARGA
FAKULTAS PENDIDIKAN TEKNIK DAN INDUSTRI
UNIVERSITAS PENDIDIKAN INDONESIA
2024



ANALISIS KOMPETENSI ROOM ATTENDANT DALAM
MAKE UP ROOM BERDASARKAN TUNTUTAN
KOMPETENSI ABAD 21

oleh
Nisrina Dwi Rachmawati

Sebuah skripsi yang diajukan untuk memenuhi sebagian syarat memperoleh gelar
Sarjana Pendidikan pada Fakultas Pendidikan Teknik dan Industri

© Nisrina Dwi Rachmawati 2024
Universitas Pendidikan Indonesia
Agustus 2024

Hak cipta dilindungi undang-undang.
Skripsi ini tidak boleh diperbanyak seluruhnya atau sebagian
dengan dicetak ulang, difotokopi, atau cara lainnya tanpa izin dari peneliti.



NISRINA DWI RACHMAWATI

ANALISIS KOMPETENSI ROOM ATTENDANT DALAM
MAKE UP ROOM BERDASARKAN TUNTUTAN
KOMPETENSI ABAD 21

disetujui dan disahkan oleh pembimbing:

Pembimbing I

s

Dra. Neni Rohaeni, M.Pd.
NIP. 19610115 198603 2 002

Pembimbing II

Ul —

r./Yani Achdi Si
NIP. 19611120 198603 2 001

Mengetahui
Ketua Program Studi Pendidikan Kesejahteraan Keluarga
FPTI Universitas Pendidikan Indonesia

(e

NIP. 19840806 201404 2 001



ANALISIS KOMPETENSI ROOM ATTENDANT DALAM
MAKE UP ROOM BERDASARKAN TUNTUTAN
KOMPETENSI ABAD 21

Nisrina Dwi Rachmawati
NIM 2003638
dwindrachma22@upi.edu

ABSTRAK

Room attendant adalah petugas room section yang menangani keperluan kamar
tamu terutama menyangkut make up room. Mengingat peran room attendant yang
berinteraksi langsung dengan tamu, kompetensi yang dimiliki berdampak langsung
terhadap kepuasan tamu. Oleh karena itu, diperlukan kompetensi sesuai standar
berdasarkan tuntutan abad 21 meliputi kompetensi 4C (critical thinking,
communication, collaboration, dan creativity). Tujuan penelitian ini adalah
menganalisis kompetensi room attendant dalam make up room berdasarkan
tuntutan kompetensi abad 21. Penelitian ini menggunakan metode kualitatif dengan
pendekatan content analysis dan systematic literature review (SLR). Hasil
penelitian menunjukkan terkait kompetensi room attendant dalam make up room
sesuai standar hotel di beberapa negara, merujuk pada aspek kompetensi 4C
terdapat kompetensi yang menduduki peringkat tertinggi sebagai unit kompetensi
yang paling relevan dengan tuntutan pekerjaan room attendant saat ini, yaitu
evaluasi dan analisis, komunikasi verbal dan non-verbal, kerja sama tim, serta
adaptabilitas. Selain itu, berdasarkan temuan penelitian: evaluasi dan analisis,
komunikasi verbal dan non-verbal, kerja sama tim, serta penyelesaian masalah
kreatif. Kompetensi yang didasarkan pada temuan tersebut dapat disimpulkan
bahwa profil kompetensi room attendant dalam make up room merujuk pada aspek
kompetensi 4C menunjukkan kompetensi yang paling relevan dengan tuntutan abad
21, yaitu unit evaluasi dan analisis, komunikasi verbal dan non-verbal, kerja sama
tim, serta penyelesaian masalah kreatif. Rekomendasi penelitian ini adalah
melakukan penelitian lebih lanjut mengenai metode penilaian kompetensi yang
efektif untuk mengukur kompetensi room attendant dalam make up room di abad
21 sesuai standar hotel.

Kata kunci: Content Analysis, Kompetensi, Make Up Room, Room Attendant, SLR
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ABSTRACT

Room attendants are room section officers who handle guest room needs,
especially regarding make-up rooms. Given the role of room attendants who
interact directly with guests, their competencies have a direct impact on guest
satisfaction. Therefore, competencies are needed according to standards based on
21st century demands including 4C competencies (critical thinking,
communication, collaboration, and creativity). The purpose of this study is to
analyze room attendant competencies in the make up room based on 21st century
competency demands. This research uses a qualitative method with a content
analysis and SLR. The results showed that related to room attendant competencies
in the make up room according to hotel standards in several countries, referring to
the 4C competency aspects, there are competencies that rank highest as the most
relevant competency units to the current room attendant job demands: evaluation
and analysis, verbal and non-verbal communication, teamwork, and adaptability.
In addition, based on the research findings: evaluation and analysis, verbal and
non-verbal communication, teamwork, and creative problem solving.
Competencies based on these findings can be concluded that the competency profile
of room attendants in the make up room referring to the 4C competency aspects
shows the most relevant competencies to the demands of the 21st century:
evaluation and analysis units, verbal and non-verbal communication, teamwork,
and creative problem solving. The recommendation of this study is to conduct
further research on effective competency assessment methods to measure room
attendant competencies in make up room in the 21st century according to hotel
standards.

Keywords: Content Analysis, Competency, Make Up Room, Room Attendant, SLR



DAFTAR ISI

ABSTRAK L.t i
ABSTRACT Lottt sttt sttt eete e e st e e et et e sreerearaeneas ii
DAFTAR IS .o bbb i
DAFTAR TABEL ..ottt iv
DAFTAR GAMBAR ..ottt bbb %
DAFTAR LAMPIRAN ..ottt vi
BAB | PENDAHULUAN ..ottt 1
A. Latar Belakang Penelitian ..o 1
B. Rumusan Masalah Penelitian..........c.ccooeeiiiineiiiiiesseeee e 5
C. Tujuan Penelitian ..........cooiiiiieieiese e 5
D. Manfaat Penelitian ... 6
E.  Struktur Organisasi SKIPSE ........ccoiiiiiiiiiieieeese s 6
BAB 11 KAJIAN PUSTAKA ..ottt 8
A. Konsep Kompetensi ROom AtteNdant ...........ccooeeereiiiinienieeesesc e 8
B. Konsep Make Up ROOM ......c.ccoviiiiiiiiii et 10
C. Konsep Kompetensi ADAd 21 ........ccooviieiiiiieneiesesee e 26
D. Penelitian dengan Pendekatan Content Analysis ...........ccccoovevveeiveiciieseenn, 28
E. Penelitian dengan Pendekatan Systematic Literature Review (SLR)............. 28
F.  Kerangka PEMIKITaN.........c.ccoveiiiiiiicsc et 29
BAB 111 METODE PENELITIAN ....oooiiieeee e 30
A, Desain Penelitian ........c.ccoioieiiiiieieseseee e 30
B. ODBJeK PENEITIAN ... 30
C. Prosedur PENelitian ........cccooeiiiiiiiieieieese e 31
D.  ANALSIS DALA......cciieiieiieiieie et ettt e s esraenae e nreeneeas 36
BAB IV TEMUAN DAN PEMBAHASAN ......ccccoitiiieeeecee e 39
A, Temuan PeNEIILIAN ........ccvoviiiieieces e e 39
B. Pembahasan Temuan Penelitian ............ccoocevieiieiinie i 75
BAB V SIMPULAN DAN REKOMENDASI .......ccccoiiiiiieeee e 80
AL SIMPUIAN L 80
B.  REKOMENUASI ... cveivieiieiieieie sttt 80
DAFTAR PUSTAKA ..ottt 82
LAMPIRAN ..ottt ettt sttt se et e e testenbesteareene e 88



DAFTAR TABEL

Tabel 2.1 Kompetensi dalam Make Up Room berdasarkan SKKNI..................... 10
Tabel 2.2 Room Attendant FOrM ..o s 11
Tabel 2.3 Cleaning EQUIPMENT.........cooiiiiiieeee s 12
Tabel 2.4 Cleaning SUPPHIES .......ooveieeecie e 15
Tabel 2.5 LIiNen SUPPIIES .....c.ooiiiiieee s 16
Tabel 2.6 GUESE SUPPIIES.....covieieieecie ettt 18
Tabel 2.7 Other SUPPHES.....c..ooviii s 20
Tabel 3.1 Sumber Dokumen Content Analysis ..........ccccoevveieiieieeie e 30
Tabel 3.2 Kata Kunci Pencarian Artikel ...........ccccoooviiiieniiiieceneece e 31
Tabel 3.3 Kriteria Inklusi dan Eksklusi Content Analysis ...........cccccoveeeiveiieennene, 32
Tabel 3.4 Penerapan Metode PICOC .........cccooviieiiiieiie e 35
Tabel 3.5 Seleksi Kriteria Inklusi dan EKSKIUST SLR..........cccoevviivinnieniiinee 38
Tabel 3.6 Quality ASSESSMENT ........ccieiieiieiieie e 38
Tabel 4.1 Standar Pullman Paris Montparnasse, Prancis.............cccccvevevveiveennenn. 40
Tabel 4.2 Standar New York Marriott Downtown, Amerika Serikat ................... 45
Tabel 4.3 Standar Voco St. David's Cardiff, INggris .........ccccceeveveeviic v, 53
Tabel 4.4 Standar BreakFree Alexandra Beach, Australia ...........cccccooevviveriennnnne. 56
Tabel 4.5 Standar Hemangini Hotel Bandung, Indonesia.............cccccceevveiieennene. 61
Tabel 4.6 Rekapitulasi Aspek Critical Thinking di beberapa Negara................... 65
Tabel 4.7 Rekapitulasi Aspek Communication di beberapa Negara..................... 66
Tabel 4.8 Rekapitulasi Aspek Collaboration di beberapa Negara..............c........ 66
Tabel 4.9 Rekapitulasi Aspek Creativity di beberapa Negara.............cccccvevenneee. 67
Tabel 4.10 Sub Unit Kompetensi dalam Literatur ..........ccocoovveienencnencnesenn 67
Tabel 4.11 Analisis dan Rekapitulasi Sub Unit Kompetensi Temuan Jurnal ....... 69
Tabel 4.12 Aspek Critical Thinking Profil Kompetensi Room Attendant ............ 74
Tabel 4.13 Aspek Communication Profil Kompetensi Room Attendant............... 74
Tabel 4.14 Aspek Collaboration Profil Kompetensi Room Attendant ................. 75
Tabel 4.15 Aspek Creativity Profil Kompetensi Room Attendant........................ 75



DAFTAR GAMBAR

Gambar 2.1 Kerangka PEMIKITaN ..........ccoeiiiiiiieiicie s 29
Gambar 3.1 Tahapan Penelitian Content AnalysiS..........cccevvvveviveviiieiecce e, 32
Gambar 3.2 Tahapan Penelitian SLR........c.ccoooiiiiiiiieece s 34
Gambar 3.3 Hasil Pengumpulan Data SLR...........ccccccevvieviiieiieceec e 37



Lampiran 1.
Lampiran 2.
Lampiran 3.
Lampiran 4.
Lampiran 5.
Lampiran 6.
Lampiran 7.
Lampiran 8.
Lampiran 9.

DAFTAR LAMPIRAN

SK Pembimbing L......ccoooiiiie e 89
SK Pembimbing 2.......ccooviieieeece e 90
Pedoman Instrumen Content Analysis Website .............ccococvvvninine 91
Pedoman Instrumen Quality ASSESSMENt........ccccvvevveiieieerieeie e 91
Pedoman Instrumen Ekstraksi Data SLR ...........cccoooveveiiinciieiee, 91
Tabel Hasil Content Analysis WeDSIte...........cccccoeveiiveieiieiieieen, 92
Tabel Hasil Quality ASSESSMENT .........cevviiirieiieie e 97
Tabel Hasil Ekstraksi Data SLR.........ccccoooiniiiiiiiieiiieee e 98
Riwayat HIGUP ..o 110

vi



DAFTAR PUSTAKA

Agustina, F., & Anshori, M. 1. (2024). Peran Kompetensi Individu terhadap Kinerja
Karyawan pada PT Berkah Industri Mesin Angkat (BIMA) Surabaya. Jurnal
Riset Manajemen, 2(2), 82-93.

Anderson, R., & Taylor, M. (2021). Adapting to Change: The Role of Adaptability
in the Modern Hotel Industry. Journal of Hospitality Management, 35(4), 245-
260.

Bagheri, M., Shojaei, P., Jahromi, S. A., & Kiani, M. (2020). Proposing a Model
for Assessing Green Hotels Based on Ecological Indicators. Tourism and
Hospitality Research, 20(4), 406-422.
https://doi.org/10.1177/1467358420904123.

Barrows, C. W., & Powers, T. (2008). Introduction to management in the
hospitality industry, study guide. John Wiley & Sons.

Black, R. (2009). English-language learners, fan communities, and 21st-century
skills. Journal of Adolescent & Adult Literacy, 52(8), 688-697.

Brereton, P., Kitchenham, B. A., Budgen, D., Turner, M., & Khalil, M. (2007).
Lessons from Applying the Systematic Literature Review Process Within the
Software Engineering Domain. Journal of Systems and Software, 80(4), 571-
583.

Brookfield, S. (2013). Teaching for Critical Thinking. Handbook of Research on
Teaching and Learning in K-20 Education, 1-16.

Briner, R. B., & Denyer, D. (2012). Systematic Review And Evidence Synthesis As
A Practice and Scholarship Tool.

Budihardjo, I. M. (2014). Panduan Praktis Menyusun SOP. Ras.

Chathoth, P. K., Harrington, R. J., Chan, E. S., Okumus, F., & Song, Z. (2020).
Situational and Personal Factors Influencing Hospitality Employee
Engagement in Value Co-Creation. International Journal of Hospitality
Management, 91, 102687. https://doi.org/10.1016/j.ijhm.2020.102687

Chu, S. K. W., Reynolds, R. B., Tavares, N. J., Notari, M., & Lee, C. W. Y. (2021).
21st century skills development through inquiry-based learning from theory to
practice. Springer International Publishing.

Dahlan, M. (2022). Penerapan Metode Pembelajaran Tutor Sebaya untuk
Meningkatkan Keterampilan Mengoperasikan Alat dan Mesin Produksi
Pertanian pada Siswa Kelas X Atph 1 Smk Negeri 1 Nanggulan Tahun
Pelajaran 2020/2021. JOEL: Journal of Educational and Language Research,
1(10), 1503-1510.

Darmawan, W. A. D., & Widhiastuty, N. L. P. S. (2022). Penerapan Prinsip
Ergonomis dalam Proses Menyiapkan Tempat Tidur Tamu oleh Pramugraha di
Hotel Catur Adi Putra Denpasar Bali. Journal of Tourism and Interdisciplinary
Studies, 2(2), 110-117.

Dewi, P. M., Bambang, E. A., & Yudi, P. (2017). Review of Indonesian Work
Competency Standards for Nuclear Material Installation Workers.

Dyba, T., & Dingsgyr, T. (2008). Empirical Studies of Agile Software Development:
a Systematic Review. Information and Software Technology, 50(9-10), 833-
859.

Dyer Jr, W. G., Dyer, J. H., & Dyer, W. G. (2013). Team Building: Proven
Strategies for Improving Team Performance. John Wiley & Sons.

82



83

Dunning, J. H. (2000). Regions, globalization, and the knowledge economy: Issues
stated. In J. H. Dunning (Ed.), Regions, globalization, and the knowledge-
based economy (pp. 7-41). Oxford: Oxford University Press.

Edison, E., Anwar, Y., & Komariyah, I. (2017). Manajemen Sumber Daya
Manusia. CV Alfabeta: Bandung.

Elo, S., & Kyngas, H. (2008). The Qualitative Content Analysis Process. Journal
of Advanced Nursing, 62(1), 107-115. https://doi.org/10.1111/j.1365-
2648.2007.04569.x.

Facione, P. A. (2011). Critical Thinking: What it is and Why it Counts. Insight
Assessment, 1(1), 1-23.

George, R. T., & Hancer, M. (2008). Housekeeping Managers and The
Administration of Housekeeping Service. International Journal of Hospitality
& Tourism Administration, 9(4), 365-383.
https://doi.org/10.1080/15256480802427313.

Griffin, P., & Care, E. (2015). Assessment And Teaching of 21st Century Skills:
Methods and Approach. Dodrecht:Springer Business Media.

Guffey, M. E., & Loewy, D. (2018). Essentials of Business Communication (11th
Ed.). Cengage Learning.

Hardani, Andriani, H., Ustiawaty, J., Utami, E. F., Istigomah, R. R., Fardani, R. A.
F., Sukmana, D. J., & Auliya, N. H. (2020). Metode Penelitian Kualitatif &
Kuantitatif. In H. Abadi (Ed.), Pustaka IImu (Cetakan I, Issue March). CV.
Pustaka Ilmu Group

Hewagama, G., Boxall, P., Cheung, G., & Hutchison, A. (2019). Service Recovery
Through Empowerment? HRM, Employee Performance And Job Satisfaction
In Hotels. International Journal Of Hospitality Management, 81, 73-82.
https://doi.org/10.1016/j.ijhm.2019.03.006.

Higgins, J. P. T., & Green, S. (Eds.). (2011). Cochrane Handbook for Systematic
Reviews of Interventions (Version 5.1.0). The Cochrane Collaboration.
Available from www.handbook.cochrane.org.

Hsieh, H. F., & Shannon, S. E. (2005). Three Approaches to Qualitative Content
Analysis. Qualitative Health Research, 15(9), 1277-1288.

Ihsan, M. P., & Lemy, D. M. The Readiness Of Mitigation Plan For Urban City
Tourism In Jakarta: An Exploratory Study On Big Hotel Chains (Kesiapan
Rencana Mitigasi Wisata Perkotaan Di Jakarta: Studi Eksploratorium Jaringan
Hotel Besar).

Irawan, Y. I, Amalia, F. R., & Ermawati, E. A. (2024). Perancangan Standard
Operating Procedure (SOP) Make Up Room di Hotel Poliwangi Jinggo
Banyuwangi. Jurnal Manajemen Perhotelan dan Pariwisata, 7(1), 138-147.

Ismail, D. H., & Nugroho, J. (2022). Kompetensi Kerja Gen Z di Era Revolusi
Industri 4.0 dan Society 5.0. JIIP-Jurnal Ilmiah limu Pendidikan, 5(4), 1300-
1307.

Johnson, D. W., & Johnson, R. T. (2017). Cooperation and Competition: Theory
and Research. Interaction Book Company.

Johnson, T., & Smith, P. (2019). Critical Thinking in Hotel Operations: Case
Studies from Around the World. International Journal of Hospitality
Management, 25(2), 117-130.



84

Jones, P., & Comfort, D. (2020). The COVID-19 crisis and sustainability in the
hospitality industry. International journal of contemporary hospitality
management, 32(10), 3037-3050.

Kemenaker R1 No. 125 Tahun 2024 Tentang Penetapan Standar Kompetensi Kerja
Nasional Indonesia Kategori Penyediaan Akomodasi dan Penyediaan Makan
Minum Golongan Pokok Penyediaan Akomodasi Bidang Hotel.

Kitchenham, B. (2004). Procedures for Performing Systematic Reviews. Keele, UK,
Keele University, 33(2004), 1-26.

Kitchenham, B., & Charters, S. (2007). Guidelines for Performing Systematic
Literature Reviews in Software Engineering. EBSE Technical Report EBSE-
2007-01.

Kitchenham, B., & Charters, S. (2007). Guidelines for performing Systematic
Literature Reviews in Software Engineering. EBSE Technical Report, 1-65.

Koztowski, M., & Korzeniewski, J. (2024). Studying the Effectiveness of
Investments in Hotel Services Using Customer Sentiment Analysis. Quality &
Quantity. https://doi.org/10.1007/s11135-023-01808-3.

Krippendorff, K. (2018). Content Analysis: An Introduction to Its Methodology.
Sage Publications.

Kurniawan, R. & Yulianto. (2017). Usaha Room Boy dalam Menjaga Standar
Kebersihan Kamar Hunian di Abadi Hotel Jogja. Jurnal Khasanah Ilmu,
Volume 8 No. 1.

Laras, D. A. (2015). Pendapat Supervisor tentang Penguasaan Kompetensi
Housekeeping pada Pelaksanaan Praktik Kerja Industri di Hotel (Doctoral
dissertation, Universitas Pendidikan Indonesia).

Latif, L., & Permana, G. (2023). Evaluasi Standar Operasional Prosedur Kerja
Housekeeping Departement dalam Penyediaan Kelengkapan Guest Supplies di
Hotel Four Seasons Jakarta. TOBA: Journal of Tourism, Hospitality and
Destination, 2(3), 34-43.

Lester, S., & Religa, J. (2017). “Competence” and Occupational Standards:
Observations from Six European Countries. Education+ Training, 59(2), 201-
214.

Liu, Y., & Wang, H. (2021). Communication Skills in Hospitality: Verbal and Non-
verbal Aspects. Journal of Tourism and Hospitality, 29(3), 189-202.

Mahardika, G. (2019). Buku Informasi Menyiapkan Kamar untuk Tamu. Jakarta:
Kementerian Ketenagakerjaan R.I.

Miller, K., Johnson, L., & Green, S. (2020). Teamwork in Hotel Housekeeping:
Challenges and Opportunities. Journal of Organizational Behavior, 42(1), 55-
69.

Morreale, S. P., Spitzberg, B. H., & Barge, J. K. (2007). Human Communication:
Motivation, Knowledge, and Skills (2nd ed.). Thomson Wadsworth.

Musparni, M., & Samira, D. (2021). Pelaksanaan Kinerja Roomboy di Best Western
Premier Panbil Batam. Jurnal Illmiah Ekotrans & Erudisi, 1(2), 88-95.

Neuendorf, K. A. (2017). The Content Analysis Guidebook. Sage.

Nugraha, M. R., & Setiyariski, R. (2021). Tugas dan Tanggung Jawab Room
Attendant di Hotel The Luxton Bandung. Jurnal Kajian Pariwisata, 3(2), 67-
72. https://doi.org/10.51977/jiip.v3i2.630.



85

Oliveras-Villanueva, M., Llach, J., & Perramon, J. (2020). Service quality in
hospitality and the sustainability effect: Systematic literature review and future
research agenda. Sustainability, 12(19), 8152.

Partono, P., Wardhani, H. N., Setyowati, N. I., Tsalitsa, A., & Putri, S. N. (2021).
Strategi Meningkatkan Kompetensi 4C (Critical Thinking, Creativity,
Communication, & Collaborative). Jurnal Penelitian llmu Pendidikan, 14(1),
41-52,

Partnership for 21st Century Learning (P21). (2015). P21 Framework Definition.
Retrieved from http://lwww.p21.org/our-work/p21-
framework/P21_ Framework Definitions_New Lo0go2015.pdf.

Patras, Y. E., Igbal, A., Papat, P., & Rahman, Y. (2019). Meningkatkan kualitas
pendidikan melalui kebijakan manajemen berbasis sekolah dan tantangannya.
Jurnal manajemen pendidikan, 7(2), 800-807.

Paul, R., & Elder, L. (2013). Critical Thinking: Tools for Taking Charge of Your
Professional and Personal Life. Pearson Education.

Perkins, K., Brown, J., Weldon, P. R., & Wignall, L. (2019). Revision or Re-Vision:
Exploring Approaches to the Differentiation of Qualification Types in the
Australian Qualifications Framework.

Prami, A. I. N. D., Widiasturi, N. P., & Ariestawa, I. K. A. (2021). Pengaruh Standar
Operasional Prosedur terhadap Kualitas Pelayanan Room Attendant pada Alam
Boutique Resort Umalas Seminyak. Journal of Applied Management Studies,
2(2), 107-120.

Prasetyo, R. (2018). Collaborative Work in the Hotel Industry: A Study on
Housekeeping Efficiency. Journal of Indonesian Tourism Studies, 10(2), 122-
137.

Putra, G. A., Sulistyawati, A. S., & Sutaguna, I. N. T. Analisis Daya Saing Tenaga
Kerja pada Front Office dan Housekeeping Department Di Prama Sanur Beach
Hotel Bali.

Rabiul, M. K., Promsivapallop, P., Al Karim, R., Islam, M. A., & Patwary, A. K.
(2022). Fostering Quality Customer Service during Covid-19: The Role of
Managers’ Oral Language, Employee Work Engagement, and Employee
Resilience. Journal of Hospitality and Tourism Management, 53, 50-60.
https://doi.org/10.1016/j.jhtm.2022.09.002.

Redhana, 1. W. (2019). Mengembangkan Keterampilan Abad Ke-21 dalam
Pembelajaran Kimia. Jurnal Inovasi Pendidikan Kimia, 13(1).

Reindrawati, D. Y., Mastuti, A., Karisma, W. P., Stevi, A. M., Adinda, S. A,
Angeline, H., & Elmira, T. A. (2024). Central Pelayanan Industri Perhotelan
Departemen Front Office (Teori Dan Studi Kasus).

Robinson, K. (2011). Out of Our Minds: Learning to Be Creative (2nd ed.).
Capstone.

Rohaeni, N. (2016). Penataan Kamar Tamu. Yayasan Daarut Tanwirul Qulub.

Sari, W. D. (2019). Analisis Kualitas Pelayanan Room Attendant terhadap
Kepuasan Tamu yang Menginap Di Hotel Grand Sahid Jaya Jakarta. Jurnal
IImiah Poli Bisnis, 1-12.

Shavelson, R. J. (2010). On the Measurement of Competency. Empirical Research
in Vocational Education and Training, 2, 41-63.

Simatupang, D. (2022). Pelaksanaan Pembersihan Kamar Tamu oleh Pramugraha
di Hotel Naripan Bandung. Jurnal Mekar, 1(1), 21-27.



86

Sitorus, S., & Sembiring, R. C. D. (2022). Tinjauan Tentang Standart Operasional
Prosedur Pembersihan Kamar di Department Housekeeping pada Hotel
Holiday Inn Resort Batam. Jasmien, 2(03), 378-383.

Subijanto, S., Sumantri, D., Martini, A. I. D., Mustari, I., & Soroeida, T. (2020).
Revitalisasi Kurikulum SMK Pariwisata: Kompetensi Keahlian Tata Boga.
Sugiman Sugiman. (2020). Efektivitas Making Bed dengan Teknik Three Sheets
untuk Meningkatkan Kualitas Kenyamanan Kamar di Hotel Pramesthi
Sukoharjo. Gemawisata: Jurnal limiah Pariwisata, 16(1), 81-88. Retrieved

from https://stiepari.org/index.php/gemawisata/article/view/239.

Suparni, N. A. (2019). Housekeeping. Erlangga.

Susanti, A., & Hidayat, A. (2022). Effective Communication in the Hospitality
Industry: An Indonesian Perspective. Journal of Tourism and Communication,
11(1), 45-59.

Suwithi, N. W., & Boham, C. E. J. (2008). Akomodasi Perhotelan Jilid 2. Direktorat
Pembinaan Sekolah Menengah Kejuruan.

Syahputri, A. Z., Della Fallenia, F., & Syafitri, R. (2023). Kerangka berpikir
penelitian kuantitatif. Tarbiyah: Jurnal llmu Pendidikan dan Pengajaran, 2(1),
160-166.

Tambunan, R. M. (2013). Pedoman Penyusunan Standard Operating Procedures
(SOP). Jakarta: Maistas Publishing.

Tarmoezi, T., & Manurung, H. (2015). Housekeeping Hotel. Yogyakarta: Andi.

Taviprawati, E., & Sembiring, V. A. (2019). Pengaruh Pengembangan Karier
terhadap Kinerja Karyawan di Unit Tata Graha Hotel Menara Peninsula. Jurnal
Ilmiah Pariwisata, 24(3), 160-169.

Tavitiyaman, P., Tsui, B., Chan, C. L. F.,, & Miu, H. W. (2021). Employee
Productivity of Hotel Room  Attendants: An  Input—Output
Perspective. International ~ Journal  of  Hospitality &  Tourism
Administration, 23(5), 959-986.
https://doi.org/10.1080/15256480.2021.1881941.

Trilling, B., & Fadel, C. (2009). 21st Century Skills: Learning for Life in Our Times.
John Wiley & Sons.

Uno, H. B. (2007). Model Pembelajaran. Jakarta: Bumi Aksara.

Van Laar, E., Van Deursen, A. J., Van Dijk, J. A., & De Haan, J. (2020).
Determinants of 21st-century skills and 21st-century digital skills for workers:
A systematic literature review. Sage Open, 10(1), 2158244019900176.

Vo, N. T., Hung, V. V., Tuckova, Z., Pham, N. T., & Nguyen, L. H. L. (2021). Guest
Online Review: An Extraordinary Focus on Hotel Users’ Satisfaction,
Engagement, and Loyalty. Journal of Quality Assurance in Hospitality &
Tourism, 23(4), 913-944. https://doi.org/10.1080/1528008X.2021.1920550.

Wang, Q. (2010). Using Online Shared Workspaces To Support Group
Collaborative Learning. Computers & Education, 55(3), 1270-1276.
https://doi.org/10.1016/j.compedu.2010.05.023.

Warmadi, B. T., & Arifin, S. (2023). Analisis Kinerja Karyawan Room Boy Pada
Departemen Housekeeping di Crystal Lotus Hotel Yogyakarta. EBBANK,
13(1), 29-48.

Wibowo, T. S. M., & Palupiningtyas, D. (2023). Peningkatan Kinerja Roomboy.
Badan Penerbit Stiepari Press, 1-66.



87

Wulan, T. N., Hendrayan, A., & Haryadi, R. (2024). Video Tutorial Unit
Kompetensi Face To Face Pada Pelatihan Online Metodologi Level 3
Instruktur Di Bbpvp Serang. Didaktik: Jurnal Ilmiah PGSD STKIP
Subang, 10(1), 935-944.

Wulandari, D. (2020). Post-pandemic Hospitality: New Standards and Practices in
Indonesian Hotels. Journal of Cleanliness and Hygiene, 15(3), 98-113.

Yahya, M. (2020). Competency-Based Analysis of Room Attendant Skills in
Indonesian Hotels. Journal of Southeast Asian Tourism, 8(2), 75-88.

Yick, M. Y. Y., Késeoglu, M. A., & King, B. (2020). Gazing at Hotel Guests:
Deconstructing Elements of The Host-Gaze. International Journal of
Hospitality Management, 87, 102508.
https://doi.org/10.1016/j.ijhm.2020.102508.

Yilmaz, O. D. (2017). An Undervalued Department or a Terra Incognita? Hotel
Housekeeping from the Perspectives of Executive Housekeepers and Room
Attendants. Tourism, 65(4), 450-461. https://hrcak.srce.hr/191477.

Zhang, J., Xie, C., & Morrison, A. M. (2021). The Effect of Corporate Social
Responsibility on Hotel Employee Safety Behavior During COVID-19: The
Moderation of Belief Restoration and Negative Emotions. Journal of
Hospitality And Tourism Management, 46, 233-243.
https://doi.org/10.1016/j.jhtm.2020.12.011.

Zubaidah, S. (2018). Mengenal 4C: Learning and innovation skills untuk
menghadapi era revolusi industri 4.0. In 2nd Science Education National
Conference (Vol. 13, No. 2, pp. 1-18).



