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ABSTRACT

FACTORS INFLUENCING SUSTAINABILITY PRACTICE IN HOTEL: A CASE
STUDY OF HOUSEKEEPING AND F&B OPERATIONS IN THE RITZ-CARLTON
JAKARTA, MEGA KUNINGAN

By

Gabriella Denise Sosroutomo
Dr. Nila Krisnawati Hidayat, S.E, MM

SWISS GERMAN UNIVERSITY

In today’s luxury hospitality industry, adopting sustainable practices is essential yet often
challenged by internal and external factors. This study explores how cost barriers, guest
expectations, training gaps, and supplier issues influence sustainability efforts at The
Ritz-Carlton Jakarta, Mega Kuningan. Data were collected from 78 employees in the
Housekeeping and Food & Beverage departments through a structured questionnaire.
Using multiple regression analysis, the findings show that cost barriers and guest
expectations significantly impact the adoption of sustainable practices, while training
gaps and supplier issues do not. Cost barriers emerged as the most influential factor,
followed by guest expectations. The model explains 80.4% of the variation in sustainable
practices, indicating a strong combined effect. These results emphasize the importance of
financial planning and guest alignment in achieving sustainability goals. To enhance
implementation, the hotel should focus on cost-effective initiatives led by department
leaders, while also improving staff training and supplier reliability. This study highlights
the need for practical, targeted strategies to integrate sustainability into daily operations,

particularly in departments most affected by financial and guest-related factors.

Keywords: Sustainable Practices, Hotel Industry, Cost Barriers, Guest Expectations,

Training Gaps, Supplier Issues

Gabriella Denise Sosroutomo



FACTORS INFLUENCING SUSTAINABILITY PRACTICE IN HOTEL: A CASE STUDY OF
HOUSEKEEPING AND F&B OPERATIONS IN THE RITZ-CARLTON JAKARTA, MEGA KUNINGAN 4 of 70

© Copyright 2025
by Gabriella Denise Sosroutomo
All rights reserved

Gabriella Denise Sosroutomo



FACTORS INFLUENCING SUSTAINABILITY PRACTICE IN HOTEL: A CASE STUDY OF
HOUSEKEEPING AND F&B OPERATIONS IN THE RITZ-CARLTON JAKARTA, MEGA KUNINGAN 50of 70

DEDICATION

I dedicate this research to God, my family, advisor, and friends. Thank you for your

inspiration, guidance, and support that have made this journey possible.

Gabriella Denise Sosroutomo



FACTORS INFLUENCING SUSTAINABILITY PRACTICE IN HOTEL: A CASE STUDY OF
HOUSEKEEPING AND F&B OPERATIONS IN THE RITZ-CARLTON JAKARTA, MEGA KUNINGAN 6 0of 70

ACKNOWLEDGEMENTS

First and foremost, I would like to express my sincere gratitude to God for the strength,
health, and His guidance throughout the completion of this thesis. My faith has given me

consistency and resilience in completing this research.

Secondly, I would like to extend my deepest appreciation to my beloved family; Papi,
Mami, Dede, and Toby whose endless love and trust have been the foundation of my
motivation even during the most challenging times. Your support has been my

foundation, and I could not have reached this milestone without you.

I would like to express my deepest gratitude to my thesis advisor, Ms. Nila Krisnawati for
your invaluable guidance, patience, and unwavering support throughout the progress of
this research. Your insights, feedback, and encouragement have played a crucial role in
shaping this thesis and in my academic growth. I would also like to extend my sincere
thanks to Mr. James for his careful review and corrections of the English in this work,
which significantly improved its clarity and quality. My appreciation also goes to Ms.
Sema Titias for her vital administrative assistance, as well as to Mr. Robert La Are, Chef
Rano Abryanto, and Ms. Munawaroh for their unwavering confidence in my abilities is a

source of great encouragement and strength throughout this journey.

To my best friends; Chacha, Pau, Billy, Jonathan, Edmund, Ari, lan, Nixxen, Gio, Kiki,
Jane, and Yosua who stood by me throughout this journey, for the laughter and
motivation. Your companionship made this process more meaningful and memorable. To
my HTM best friends also; Venice, Valya, Evita whose sharing this roller coaster-journey
in the class and thoughtful discussions, or simply being there during challenging times

have made this experience both enriching and memorable.

Last but not least, I extend my gratitude to Mr. Haryanto and Mr. Aries as the managers
of Housekeeping and Restaurant for the chance to be interviewed. I also wish to extend
my sincere appreciation to all individuals, both directly and indirectly involved, at The
Ritz-Carlton Jakarta, Mega Kuningan, whose contributions played a significant role in
the completion of this research. Your support has been invaluable and truly made this

work achievable.

Gabriella Denise Sosroutomo



FACTORS INFLUENCING SUSTAINABILITY PRACTICE IN HOTEL: A CASE STUDY OF
HOUSEKEEPING AND F&B OPERATIONS IN THE RITZ-CARLTON JAKARTA, MEGA KUNINGAN 7 of 70

TABLE OF CONTENTS

Page

STATEMENT BY THE AUTHOR ........oooiiiieeeeee e 2
ABSTRAC T ...ttt ettt b ettt et e et e besbeebeeaeas 3
DEDICATION. ...ttt ettt sttt ettt ettt et et sbeebeeseeneeneensenbensensens 5
ACKNOWLEDGEMENTS ..ottt 6
TABLE OF CONTENTS ...ttt sttt 7
LIST OF FIGURES......coiiiiititieeeeee ettt sttt ettt nae s 8
LIST OF TABLES......o oottt sttt ettt s eneas 10
CHAPTER 1 - INTRODUCTION.......ooiiiitieiieieeiieie ettt sse e nse e 11
1.1 BACKEIOUNG. .....eiiiiiiiiiieiiee ettt ettt ettt e saaesabeesnaeenneas 11
1.2 Research Problem...........coocuiiiiiiiiiiieie ettt e 13
1.3 ReSEArch QUESTIONS. .....uvvieiiieeiieeciieeeiteceieeeeieeeeree e eereeeeereeesareeeeaseeeaseesnseeeaseesnneenns 13
1.4 ReSEAICH ODJECTIVES. ....ueiiiiieiieiiiieiieciie ettt etee sttt ettt e s eaeeteesabe e bt e seseeseesnseenseaes 14
1.5 Significance of StUAY......c.ceouiiiiiiiiii e e 14
1.6 Scope and LimMitation..........cecueerieriiienieetienieeieeseeeteesiteeeeesiteeteeseeeebeessseenseessaessseens 14
CHAPTER 2 - LITERATURE REVIEW.......ccciiiiiiiiiiieeeeee e 15
2.1 Theoretical Framework.........coccveiiiiiiiiiiiiieie ettt 15
2.1.1 COSt BATTIETS. ...cuuieeiiieiieeiiieiie ettt ettt ettt ettt e et e et eseaesnbeesaeesnbeenseesnseas 16
2.1.2 GUESt EXPECTATIONS. ...ecuvieiieeiieiieeieesiie et e siie et et ettt sete et e snaeeaeesaeeenseeseees 17

2.1.3 TTAINING GAPS.cevreeriesuiraiteenieetieeieettesteesteesteesseesateeseesnseenseesnseeseeanseenseesnsens 18

2.1.4 SUPPLET ISSUES. ... .iiiieiiiieiieeiteite sttt ettt sttt e ateeaee e 19

2.1.5 Sustainable PractiCe........oouiiiiiiieiiieiiecieeiee ettt 19
2.1.6 Table of INAICALOTS. ......ecouiieieeiieeit et 20

2.2 State OF TRE ATT..ccueieiiieiieeie ettt ettt et e st e st e ebeesnseenseas 21
2.3 Previous Studies Table........c.oooiiiiiiiiiiiieieeeee e 22
2.4 Study DIffEreNCES. ....c.viiiiiieiieciie ettt ettt et e 24
2.5 ReSEArCh MOdEL........eiiiiiiiieiiee et et 25
2.6 Hypothesis DevelOpmEnt..........cccuiiiiiiiiiiiieiiieiieeie ettt 25
CHAPTER 3 - METHODOLOGY ....ooevieiiiiieie ettt 26
3.1 TYPE OF STUAY ..ottt ettt ettt ettt et e e eeaeesaneas 26
3.2, UNTE ANALYSIS. .eettiitieiiieeiie ettt ettt e st e st e e bt e saeeeabeesseeenbeessnesnseens 26
3.3. Population and Sampling............cceeeiiiriiiriienieiie et 27
3.3.1 POPUIALION. ..cutiiiiieiieie ettt ettt 27
3.3.2 SAMPLING ...ttt et ettt ettt st eneeneas 27

3.3.3 SAMPLING SIZE....eeeueieiiieiieeie ettt ettt ettt st e et e saeeeaeeas 28

Gabriella Denise Sosroutomo



FACTORS INFLUENCING SUSTAINABILITY PRACTICE IN HOTEL: A CASE STUDY OF

HOUSEKEEPING AND F&B OPERATIONS IN THE RITZ-CARLTON JAKARTA, MEGA KUNINGAN 8 of 70
3.4. Type of Data and Collection Method...........cccvieriiieiiiieiiecieeee e 29
3. 4.1 TYPE OF Data.....ccceiiieiieeee et e 29
3.4.2 Data Collection Method...........ccoiiiiiiiiiiiiie e 29
3.5. Data Analysis TEChNIQUE........cccueieiiiiiiiiecie et 30
3.5.1 Statistic DesSCriptive ANAlYSIS.......ceecuiieriiieeeiieeeiieeeiteerteeerteeeireeeeaeeeeeeeeaeeesseee e 30
3.5.2 Statistical Package for the Social Sciences (SPSS)....c.coovviverviieeniieeeeeeee e 30
3.5.2.1 ValIdIty TSt . ceeeieeuieiieieeiiesieeie ettt 31
3.5.2.2 Reliability Test......ccccuiieiiieeiie ettt e e 33
CHAPTER 4 — RESULTS AND DISCUSSIONS ..ottt 34
4.1 Brief Company Background............cccccuiiiiiiiiiiiiciieeeeee et 34
4.2 Presentation Of Data........c.ooiiiiiiiiiii e 34
4.2.1 Respondent Profile..........ocuiieiiiiiiiicieece ettt e 34
4.3 ANalysis Of FINAINGS.......ccooiiiiiiiieiieeceeee ettt sree e e e e e aaeesnnee e 36
4.3.1 Descriptive StatiStiCS ANALYSIS.....ccccvieeriieeiiiieeiieecieeeeiee et esree e eereeeaee e 36
4.3.1.1 INAICALOT TEST.....eeeiiiiiieiieetiee ettt 40
4.3.2 Classical ASSUMPLION TEST......uiiiiiiiieiiieeiiie e estee e e e eveeeereeeenaee s 40
4.3.2.1 NOTMAIILY TESt.....eeeiuiieeiiieeiie ettt aeeessbeeesaaaeesenee s 40
4.3.2.2 HeteroscedastiCity Test.......ccouiereiiieriiieeiie et 42
4.3.2.3 Multicollinearity Test.........ccceeriiiieriieeriieeriie e evee e 43
4.3.3 Multiple Regression Test.......cccuiieiiieeiiieriiieiiie et eeree e saeeesree e saee e 44
4.4 Hypothesis Results and DiSCUSSION...........ceivuiieriiieeriieeiieeeiieeciee e eeveeesveeesvee s 45
4.4.1 HypothesisS RESUILS........eeiiiiiiiiieiiiiecieece ettt et e e s 45
4.4.1 HypothesiS DIiSCUSSIONS. .....ueieiuiieeiuieeaiiiiesiireeniteeesteeessteeesereessseessneesseeesseesssseesnssens 46
CHAPTER 5 - CONCLUSION AND RECOMMENDATIONS.......cceoiiieieieeeeneen 48
5.1 SUMMAry Of FINAINES....c..viiiiiiieiiiieeieecee ettt e 48
5.2 CONCIUSION. ...ttt ettt ettt e bt et e bt e st e e bt e eabeenbeesaneas 49
5.3, ReCOMMENAATIONS. ...c..tiiiiiiiiiiieiiee ittt ettt e b 49
5.4, Future ReSarch..........c.coiuiiiiiiiiiiiiii e 51
GLOSSARY ettt et ettt ettt et e e et et et e e nt et e entesne e teennen 52
REFERENCES. ...ttt sttt ettt e saeebesnaesneenee s 53
APPENDIX ..ottt ettt et sttt a ettt et e bt st e ntenbeentenneens 61
APPENAIX 12 PICTUTES. ..ccitiiiiiieeiiie ettt et e e e e et e e st ee e sbeeesnsaeensee s 61
Appendix 2: In-Depth INTETVIEW........ccviiiiiiieiieciieceee e e s 62
Appendix 3: Variable Operationalization.............ccveeeiuieeriiieeniieeriie e eeee e 64
Appendix 4: Curriculum VItaC...........ceeiiiiiiiieeiiieeieeeieeee et 68

Gabriella Denise Sosroutomo



FACTORS INFLUENCING SUSTAINABILITY PRACTICE IN HOTEL: A CASE STUDY OF

HOUSEKEEPING AND F&B OPERATIONS IN THE RITZ-CARLTON JAKARTA, MEGA KUNINGAN 9 of 70
LIST OF FIGURES

Figures Page

Figure 1.1 Preferences and Satisfaction of Millenials and Gen Z............cccccocvevveinnnne. 11
Figure 2.1 The Framework of Triple Bottom Line Theory..........cocceeviiiiiiniiiiiiniieenne 15
Figure 2.2 Research Model.........cc.ooiiiiiiiiiiiie e 25
Figure 4.1 Respondent Gender...........cc.eiiuiiiiiiiiiiieiieecese ettt e 34
Figure 4.2 ReSpondent AZE..........coouieiiiiiiiiieeii ettt ettt e 35
Figure 4.3 Respondent Durations 0f SETVICE........ccueviieiiieiiiiiiiieniieieese et 35
Figure 4.4 Respondent Work Department...........ocueeueerieiiiiniieiienie e 36
Figure 4.5 Respondent POSITION. ..........ccciiiiiiiieciiieciie ettt e 36
Figure 4.6 Cost Barrier Descriptive Analysis Result..........cccccovveeiiiiiciienieeeee e 37
Figure 4.7 Guest Expectation Descriptive Analysis Result.............ccccooviiiiiniiniininnen. 37
Figure 4.8 Training Gaps Descriptive Analysis Result............coccoooiiiiiiiniiiiiniee 38
Figure 4.9 Supplier Issue Descriptive Analysis Result............ccoooeeviiiiiiiiiciieecieeeee, 38
Figure 4.10 Sustainable Practice Descriptive Analysis Result.............cccoeeveviecieeieieennnenn. 39
Figure 4.11 Kolmogorov-Smirnov Test ReSult..........ccceeeeiieiiiiieiiieeiieeie e 41
Figure 4.12 P-Plot Test RESUIL......c..ccoiiiiiiiieeiicceeee et e e e e 41
Figure 4.13 Histogram Graph Test Resul..............coovieoiiiiiiiiiiiieeeeeeeeeeee e 42
Figure 4.14 Heteroscedasticity Test Result...........cccovieiiiiiiiiieiiieeeeeeee e, 42
Figure 4.15 Scatter P1ot ReSult.........ccoiiiiiiiiiiieeiee et e 43
Figure 4.16 Multicollinearity Test Result.........c.ccccvieiiiieiiiieiieceeeeeee e 43
Figure 4.17 Model Coefficients ReSult..........c.cccccuiieeiiieiiiieiieeeeee e 44
Figure 4.18 Model Summary ReSult..........c.coooiiiiiiiieiiieeieeee e e 45

Gabriella Denise Sosroutomo



FACTORS INFLUENCING SUSTAINABILITY PRACTICE IN HOTEL: A CASE STUDY OF

HOUSEKEEPING AND F&B OPERATIONS IN THE RITZ-CARLTON JAKARTA, MEGA KUNINGAN 10 of 70
LIST OF TABLES

Table Page

Table 1.1 The interview result with Mr. Haryanto, Housekeeping Manager..................... 12
Table 1.2 The interview result with Mr. Aries, Asia Restaurant Manager........................ 12
Table 2.1 Table of INdICALOTS. ....c..coviriiiiiiiiieicrt e 21
Table 3.1 Unit 0f ObSEIVALION. ....cc.eeiuiriiriiiiieiieieeienit ettt 28
Table 3.2 Validity Pre-Test Result........cccocoviiiiiiiniiiiccncceceeceeeee e 31
Table 3.3 Reliability Pre-Test Result..........c.oooiiiiiiiiiiieeeee e 33
Table 4.1 Indicator Test Using Mean and Standardized Coefficient...........cccceeverveneennenn 40
Table 4.2 Hypothesis Test RESUILS.........cocuiieiiiieiiecieeceeee e e 45

Gabriella Denise Sosroutomo



	ABSTRACT 
	​​ 
	​​DEDICATION 
	ACKNOWLEDGEMENTS 
	TABLE OF CONTENTS 
	LIST OF FIGURES 
	LIST OF TABLES 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

