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COMMUNICATION SKILL OF TOURISTS GUIDE

IN KRATON YOGYAKARTA

By

Dinda Ayu Jagaddhita

ABSTRACT

The objectives of this research are to describetythes of communication skill
and to describe the communication modeling of skill tourist guide in Kraton
Yogyakarta.

The research design used is qualitative descriptivthod. Data collections
technique used are recording, questionnaire, tgkictgre, and interview.

The results of the research show that most of dbest guides use their verbal
communication as the type of communication thatsiia of two parts. They are
interpersonal speaking and public speaking. Mosth@tourist guides use their nonverbal
communication as the type of communication, sucliaesl expression, eye behavior,
kinesics & body movement, and personal appearanciting. And then, most of the
tourist guides do communication modeling, such Be tinear view of human
communication, as the interaction view of human rmmication, as the transactional
view of human communication, and as the essentihlsuman communication. The
effects are to communicate with the tourist moreeffitly and to make a good
communication.



CHAPTER |
INTRODUCTION

A. Background of the Problem

Indonesia has many wonderful places with its ewarigue from every islands.
Yogyakarta is one of cities that it has many tauraces. They are Prambanan Temple,
Kraton, Tamansari, Parangtritis Beach, and Kaligrdfraton is one of tourism places
that it is most famous in Yogyakarta. Kraton Yoggdl also is an important culture for
every people in Yogyakarta. According to PHRI tedhe Kraton pioneered Jogja and
has been the most important culture influence v&dese society for the last 250 years”
(2004, p.29). Because Kraton is a central of caltiraton also has many tourists guide
to support and to help. The writer has one expeeevhen the writer went to the Kraton.
The writer found many tourists guide could explabout Kraton to all tourists. A lot of
tourists guide used foreign language and they tiseid speaking ability to the tourists.
There are many tourists guides can speak Englidhodrer languages when they guide
the tourists. English language is one of languabes every tourist guide must use.
English language is international language, soyaver has to learn and practice it.

Beside, they must speak foreign language; they ralsst have a communication
skill as speaking ability for supporting their jobAccording to Rosengren
“communication may take place between units of wdifferent size and complexity”
(p.1). Communication skill can use in every jobeBwne can use communication skill
when they share about knowledge, conflict, andrdthiags.

In guiding technique, communication is important fevery tourist guide.

Speaking activity of tourist guide is different fnowhen people are speaking in daily



activity. Being a tourist guide means he must kriemw to speak well. According to
Luoma “ teaching and testing experts often talkuatgpeaking as a technical term to
refer to one of the various skills that languagerers should develop and have” (2004,
p.20). For a new tourist guide, he or she may tialye a little of good communication
when he is guiding, so a new tourist guide mustehawyood communication skill as
speaking ability. If a tourist guide has a good ommication skill, the tourist will be
satisfied According to Savignon in Lubis’s book “communica&icompetence may be
defined as the ability to function in a truly commuative setting that is in a dynamic
exchange in which linguistic competence must adigetf to the total informational
input” (1972, p.1). Therefore, the competence ot sk communication is a key or a
setting of a good communication.

Every tourist guide must have communicative competebecause it can
influence in their conversation between touristdguand the tourist. The conversation
between two people or more will be influenced #yttcan communicate more fluently.
From a speaker, a message or information can seral listener if he or she has
communication skill as speaking ability. Thereforegmmunication skill is very
important to be speaking ability for everyone. Vda speak more fluently if we know the
communication skill. For example, when we are speplvith someone, we can use our
body language and facial expression to get a gooshwnication. According to Reilly
“communication simply as “the transmitting of ideasd information” obscures the
complicated nature of this act” (1990, p.1). Anotheeaning of communication,
according to Rosengren “the word ‘communicate’ istdrically related to the word

‘common’. It stems from the Latin vedommunicare, which means ‘to share’, to make



common’, and which in turn is related to the Latiard for commoncommunis’ (p.1).
Therefore, when we communicate with someone, wesbane or give a comment. For
example, we can give a solution with him or her whe are talking with him or her.

In communication skill as speaking ability, a tetiguide can learn anything that
it can make tourists satisfied. For example, aisbguide can give comment or asking a
guestion with tourists when they guide. The spegkibility can help tourist guide when
they guide tourists.

Based on the experience of the writer, the writex thosen Kraton Yogyakarta as
the setting of exploring and report because thezensny tourists visiting it and many
tourist guides that they can guide with their EsigliLanguage and other foreign
languages. However, the written has noticed thexietls still a little problem about their
speaking ability. Thus, the writer wants to repdne speaking ability in their
communication skill of tourists guide activity irrdton Yogyakarta.

B. Identification of the Problem

The speaking ability is a necessary skill thattalirists guide must have. Thus,
the speaking ability is an important skill for &durists guide for guiding more fluently. A
tourist wants to get a good service from a goodisbguide, so every tourist guide must
have knowledge and have speaking ability. A lotoofrists choose a professional tourist
guide. In fact, a lot of tourists get the touristides that they use their communication
skill. Because the communication skill has manyesyand models communication, the
tourist guide can use their communication skill. 8Agurist guide must know what their
assignment is as a tourist guide for being a pstdeal tourist guide. According to

Spillane “the tourist guide acts as an introducerao interpreter who must help the



listener understand and appreciate the countrylottadity, the area visited and anything
the tourist may see in passing” (2002, p.20). Everyist guide must have speaking
ability, such as communication skill with supportedtheir knowledge and education for

guiding more fluently.

C. Limitation of the Problem
There are many tourists guides in Kraton Yogyakarte purpose of this paper
to report the communication skill of tourists guideKraton yogyakarta. Especially, their

types of communication and their communication niade

D. Formulation of the Problem
Based on the discussion of problem identificatitye, problem can be formulated
as follows:
1. What are the types of communication skill of totgiguide in Kraton
Yogyakarta?
2. How are the communication modeling applied in spepkor the tourists
guide in Kraton Yogyakarta?
E. The Objectives of the Paper
Based on the problem formulation, there can besdtathe objectives of this
paper, those are:
1. To describe the types of communication skill of risis guide in Kraton

Yogyakarta.



2. To describe the communication modeling of commuiooaskill of tourist

guide in Kraton Yogyakarta.

F. The Significance of the Paper
This report writing will be more beneficial foraHollowing parties:
Theoretical Significance:
This report writing will benefit for the writer,na it can enrich the writer's

knowledge about the communication skill.

Practical Significance:
a. Practical significance for the readers or sttglen

The reader can take much knowledge and much infeymdrom this report
writing about the communication skill.
b. Practical significance for the lecturer

This report writing can be motivation for evergtigrer when they do activity. It
can help them in their communication when theyhdeir student. It also can help them
to get a good conversation when every lecturer conicates.
c. Practical significance for the tourist guide

It is important part for all tourists guide becaus can help them do their job.
This report writing can be motivation to all tousigguide for more fluently when they
guide the tourist.

d. Practical significance for the Tourism Departinen



This report writing can be important document thatan use for every part in
tourism. This report writing is not only for touriguide, but also for everyone who has
involvement in tourism.

e. Practical significance for other the writergloe researchers
This report writing can be an example to make lagogood research paper and

report writing for all other the writers or the easchers.



CHAPTER I
LITERATURE REVIEW

There are some theories used in this researchtlibgtcan give definition and
explanation for getting an understanding.
A. Speaking and Communication
Speaking

Speaking is activity that we can do it everydayhAugh it is easy for doing, we
must know how to arrange our speaking. There aneymays to do for arranging it.
When every person speaks, they always pay atteatidhe sound of speech. The sound
of speech is influenced in speaking. Accordinguoma:

As speakers, consciously or unconsciously, peogke their
speech to create an image of themselves to otBgrasing speed and
pausing, and variations in pitch, volume and intmmg they also create
a texture for their talk that supports and enhandest they are saying.
The sound of people’s speech is meaningful, antl ithavhy this is
important for assessing speaking (2004, p.10).

According to Luoma “speaking skills are an impottpart of the curriculum in
language teaching, and this makes them an impodbjact of assessment as well”
(2004, p.1).

The tourist guides must know how to speak wellthé® speaking skill is needed
to speak more fluently. In learning speaking skills more effective to always practice.

If people always practice the speaking skill, tlkay have a good habit in speaking and

they can speak well.

Communication



In the process of speaking, communication skilhisery important aspect. If
everybody has a good communication skill, they@ammunicate more fluently.

Meaning of Communication

According to DeVito komunikasi mengacu pada tindakan, oleh yang mengirim
dan menerima pesan yang terdistorsi oleh gangguan (noise), terjadi dalam suatu konteks
tertentu, mempunyai pengaruh tertentu, dan ada kesempatan untuk melakukan umpan
balik’ (1997, p.23). In English, “communication refersattd, by one person or more than
one person, sending and receiving a message wisle,nb happens in a context, it has
influence, and it has chance to feed back”.

According to Rubin, Alan, and Linda “Communicatiamhow people arrive at
shared meanings through the interchange of mesSsdg&s, p.6).

Thus, communication skill is an important thing belp tourist guides in
improving his or her speaking ability when theydgithe tourist. In this research paper,
communication consists of types of communicatioth @ammunication modeling.

a. Types of Communication

The types of communication consist of two partseyltare verbal or visual

communication and nonverbal communication.

1. Verbal Communication

According to DeVito bahasa sebagai sistem makna”’ (1997, p.122). In English,
‘language as meaning system”. Verbal communicatidly makes a sentence or words
when we communicate with someone. According to Rgien “as the capacity to use
symbols developed among the first human beingslid@erbal language” (2000, p.38).

In addition, according to Rosengren “out of sigreaisl icons made up of gestures, facial



expressions, grunts and cries, there gradually gaevanguage of verbal symbols,
building on words and simple sentences based ohle@uticulation” (2000, p.38). This
type communication only use visual aid to help ggre communicates more fluently.
This type communication can be one of communicatiat that becomes an effective to

learn the communication skill.

Dr. Lyle Sussmarnn his article “Welcome to Effective Communicatibistates

that verbal communication is one way for peopledmmunicate face-to-face. Some key
components of verbal communication are sound, wa@pesaking, and language. Many
problems can arise in speaking and the only wagolwe these problems is through

experience (1). Speaking influences verbal comnatigic. Dr. Lyle Sussmarin his

article “Welcome to Effective Communication,” statihat speaking can be looked at in

two major areas (1). Those are:

a. Interpersonal Speaking

Verbal communication is an essential part of bussnand when it is executed
correctly, good things happen. Speaking can be @se@ tool to accomplish your

objectives. Here are some things which will make o effective communicator:

o Remember to become aware of what you are saying.

o Apply the same process you use in written commuigicavhen you are
communicating orally.

o Before you speak, think about your purpose, youmni@dea, and your

audience.



o Organize your thoughts in a logical way.

o Decide on a style that that suits the occasionthad edit your remarks
mentally.

o As you speak, watch the other person to see whether message is

making the desired impression. If not, revise d & again.

Speaking styles also support to interpersonal spgak verbal communication.

Here are four different styles that will suit evergcasion:

1. Expressive Syle is spontaneous, conversational, and uninhibited. Use this when you

are expressing your feelings, joking, complaining, or socializing.

For example: "No way am | going to let that nerd force an incentive-pay plan on UPS

workers."

2. Directive Style is an authoritative and judgemental style. We use this style to give

orders, exert leadership, pass judgement, or state our opinions.

For example: "I want Mike Romig to explain the new pay plan to each manager."

3. Problem-Solving Style isrational, objective, unbiased, and bland. Thisis the style most
commonly used in business dealings. We use it when we are solving problems and

conveying routine information.

For example: " Stacy Lee might be able to present the plan more favourably."



4. Meta Style is used to discuss the communication process itself. Meta language enables

us to talk about our interactions.

For example: "We seem to be having a hard time agreeing on the specifics of the

incentive-pay plan.”

Therefore, interpersonal speaking influences toabeeffective communicator.

Everyone can also use speaking style in verbal aamzation.

b. Public Speaking.

There are seven steps to create an effective sp&behfirst step in making a
speech is choosing a topic. Therefore, a speakst Inave a topic in communication. The
second step is to define the purpose of your spédwrefore, a speaker can persuade or
inform a listener as the purpose. The third stepoiget to know your audience. A
speaker must know how large the listeners, thenditmns, and their feels. The fourth
step is to gather information for your speech. &adqer can get an idea or information
before he or she communicates. The fifth step i®rganize your speech. Start by
identifying the main points you want to make, ahdrt put them in an order that makes
sense to your topic. A speaker must organize hiseorcommunication to get a good
communication. The sixth step is adding an intréidncto your speechrhe introduction
is aimed at getting the attention of your audiefidee seventh step is adding a conclusion
to your speech. First, signal to the audience yloat speech is coming to a close by
using phrases. Second, reinforce the main poigbof speech. These steps can be more

effective if the speakers use it.



2. Nonverbal Communication
Nonverbal communication only use gesture, bodydagg, facial expression, eye

contact and other behavior communication in ordeget a good communication.

Barker and Deborah write that in attempt to inceesensitivity to different types of our nonverbahbvior, there can be
examined some important parts (1996, p.76). Those a

a. Facial Expressions

b. Eye Behavior

c. Kinesics and Body Movement

d. Personal Appearance and Clothing

e. Touching

f. Proxemics

g. Paralanguage

h. Smell and Taste

i. Environmental Factors
a. Facial Expressions

Perhaps the most obvious vehicle for nonverbal neanication is the
face. It is a constant source of information tosth@round us. Think of all the
things your face can say about you without youtirgag word. Therefore, facial
expression influences when everyone communicates.
b. Eye Behavior

Certain eye behaviors are associated with defmib@ds, reactions, and
attitudes. In this way they provide us with infotroa about people with whom
we interact. Therefore, all people can show tha&ods or their feeling with their

eye behavior.



c. Kinesics and Body Movement

The human body is so incredibly versatile thatah send thousands of
nonverbal messages. Ray Birdwhistell, a pioneerthia field of nonverbal
communication, coined the wor#inesics to describe the study of body
movement. Body movements fall into one of seveasgories. For instance, how
you walk is often a strong indicator of how youlf&éherefore, everyone can see
our feeling with our body movement.
d. Personal Appearance and Clothing

Physical appearance influences job interview, dolshates, consumer
buying behavior, grades in school, and even coamtrdecisions. Certainly, the
way we look is important to ourselves and otherg Manipulate our physical
appearance so that we will be perceived as attmctther than unattractive.
Therefore, it is important to care our physical egance when we communicate.
Clothing

It is often said that clothes make a person, botay be more true to say
that clothesare the person. Some of us are interested in cloth; @ means of
keeping up with the latest social changes. Othees alothing as a form of
decoration and self expression. Therefore, we asahumust care with our
clothing because it has meaning full.
e. Touching

Touching is nonetheless the most basic form ofvadral communication.

We all use touch at times. To emphasize a poitd arterrupt another person, for



instance, we may grab the speaker’s elbow andrugemith, “But you don’t
understand.”
f. Proxemics

The study of these spatial factors is calpedxemics; it focuses on how
we react to space around us, how we use that spadehow our use of space

communicates certain information.

g. Paralanguage

Paralanguage is “a language alongside of languagd”includes vocal
characteristics such as pitch, range, and resondeogpo, and quality, and
various vocal sounds such as grunts, groans, aadg of the throat.
h. Smell and Taste

The sense of smell, however, is not the only fdflsense that sends and
receives messages. Our sense of taste allowsrasdive messages of pleasure as
well as warning and has the ability both to infloerand to reflect our physical
needs as well as preferences and attitudes.
i. Environmental Factors

Environmental factors consist of three parts. €hare architecture,
objects, and colors. Nonverbal messages from aathital structures and other
objects around us indeed can influence our behakar colors, it is well known
that specific colors are associated with partichlanan moods.

Communication Style

Carter writes that the two methods of analysis usekiis session are not designed to link with anether but rather to
encourage different perspectives which help builéyicture of our own habitual communication sy([£995, p.47). Those
are:



1. The Communication Grid
This helps everyone look at the emphasis everyemel to put on
perspective and type of content.
2. Communication skills self-audit
This helps us examine skills under particular vegsl
According to Carter “From these we can begin taarstand where or why
communication breakdowns are likely to occur withess, and to tolerate different styles
more readily in others” (1995, p.47).
Norton (1983) in Borden’s book discusses thredirgis communicator styles
(217-218). Those are:
a. Open Style
This refers to the accessible and unrestrained agmnwator. This style carries
many problems with it, for the best deceivers hosé who appear to be open.
b. Dramatic Style
This refers to the communicative spotlight. When went to emphasize a
point, the stress and intonation patterns of ogesp indicate this.
c. Attentive Style
This refers to the communicative coordinator. Itiyare really involved in a
conversation, you are displaying the attentiveestyl
Everyone has different communication style wherohshe communicates. This
communication style can be knowledge to learn comaation skill.

c. Communication Models

For more understanding in learning communicatiat, some communication models can help us. Reiffifes:



There are numerous communication models, diagraatsshow how
information is transmitted. Figure 1-1 shows tworiatons of
communication models. Figure 1-1(a) shows two-waymunication
and figure 1-1(b) demonstrates why rumors trdaster than the
official line (there are fewer clearances). Anothavdel might show
the communication loop, where the sender transrtiits, receiver
receives, and then the receiver provides questorieedback to the
sender. Communication in this instance is contisud990, p.2).

“Noise”

"

Message

1

Communicator Audience

( sender) (Receiver)

Feedback
a. Basic Communication
Figure 1-1. (a) Basic communication chart; (b) te@ccommunication chart
This models means that communication is from a camoator send message by
noise, message transfer to audience and feedbaok ag

Event

“Party line” “Grapevine”



- Official Interpretation - Perceived Meaning
- Tell or Not - Tell or Not

- Determine Message - Pass it On

- Select Medium

- Produce Message
- Revise

- Publish

- Distribute

|

b. Reactive Communication
Figure 1-1. Continued.
This models means that all things happen from ttemteand it called a reactive
communication.
About the communication models, Reilly also writes:

The sender is a vital part of the process. Thisviddal must know

what he/she wants to say and must be able to giltean effective

message together or hire someone to accomplishTimessender must

also be committed to the communication method. Presson must

believe others have a right to know and must be #&bbring topics to

their attention in a complete and convincing wa§2(@, p.2-3).

Another communication models, DeVito writes thah iearly models
(representations) or theories, the communicati@tgss was seen as the linear view of
human communication, as the interaction view of &mntommunication, as the
transactional view of human communication, and &as tssentials of human
communication (2008, p.5-6). Those are:

a. The linear view of human communication

According to this linear view of communication, tlspeaker spoke and the
listener listened. Communication was seen as pdiogen a relatively straight line.
Speaking and listening were seen as taking pladdfatent times; when you spoke, you
didn't listen, and when you listened, you didn’eaf (figure 1.1).

—

—

ure 1.1 ;
Speaker Listener




b. The interaction view of human communication

The linear view was soon replaced withiateractional view, in which
the speaker and listener were seen as exchanging &t speaking and listening. For
example, A spoke while B listened; then B spokedsponse while A listened (figure
1.2)

A 4

Speaker Listener

Listener < Speaker
Figure 1.2

c. The transactional view of human communication

A more satisfying view, the one held currently,sseemmunication as a transactional process in wéacih person serves
simultaneously as speaker and listener. At the sameethat you send messages, you're also recemegsages from your own
communications and from the reactions of the otieeson. (Figure 1.3).

A

Speaker Speaker
LisnFner Listener
[

Figure 1.3

d. The essentials of human communication
This is a general model of communication betwsem people and most
accurately depicts interpersonal communication. dafe expand the basic transactional

model of communication by adding these essentghehts, as shown in figure 1.4.

Context Messages/Chénne

Feedback

Source/
Encoder
Receiver/
Decoder

Receiver/
Decoder




Feedback
i | T

Messages/Channels

Figure 1.4
Every people have different communication modelgheir life. When every

people speak, they always apply with their habit gpeaking activity. This
communication modeling can be knowledge for helpengery people in speaking

activity.

B. Definition of Tourist Guide

Spillane writes that the tourist guide is in threque position of making the visit
unforgettable through his or her ability to make tdountry come alive and therefore also
making the experience tangible for the visitor (200.21).

The tourist guide is important part to serve @misvho wants to know a city. So,
the tourist guide must know how to explain all mh@ation of the city. The tourist guide
also can satisfy the visitor or the tourist.

Spillane writes that the tourist guides are thenefsupposed not only to know
well the culture they interpret, but also to unthard the tourist visiting from another
culture (2002, p.21).

A tourist guide is one of part that he or sheuefices to increase tourism
industry. A tourist guide has a high position whenor she meets the tourist because
they must serve the tourist. In guiding technicaueourist guide must serve the tourist
with her or his language. Therefore, every tourgigde must have a skill to speak
foreign language especially English language. Adiogr to Suyitno pramuwisata
adalah seseorang yang memegang peranan penting dalam kegiatan tur maupun transfer”
(2005, p.8). In english, “a tourist guide is whasten important part in tour activity and
transfer” (2005, p.8). All tourists guide can gieegood service with their skill in
language and communication skill. It means thatalfists guide can be a professional
tourist guide.



C. Conceptual Framework
In this research paper, the writer uses the tbuwgigde in Kraton
Yogyakarta to report the communication skill. Fopgorting this research paper, the

writer uses framework. The figure of the framewoak be seen below:

Communication Skill Society
| | Kraton
TypeTs Mo?els Yogyakarta

a. Verbal 1. DeVito (2008)
Communication: a. The Linear View of
-Interpersonal Human Communication

Speaking b. The Interactional View of
-Public Speaking Human Communication
b. Nonverbal c. The Transactional View
Communication of Human Communication
: d. The Essentials of Humar
- Facial Expression Communication
- Eye Behavior 2. Reilly (1990)
- Kinesics and Body a. Basic Communication

Movement b. Reactive Gommunication
- Personal Appearance

and Clothing
- Touching
- Prox%m!r‘c > Tourist Guide
- Paralanguage
- Smell and Taste v
- Environmental

Factors

v




D. Research Method

This report writing attempts to report the comnaation skill of tourist guide as
speaking ability when they guide the tourist in téraYogyakarta.

a. The Report Type

The report type is qualitative. This study is Igative since it concerns
with a process of communication skill as speakibigjtg for all tourist guide when they
guide the tourist. For making a simple the resedesign, the writer presents it in a chart
below:

Process
Doing Observation

Finding the Research Problem

|

Collecting Data from Documents
Classifying Lnd Analyzing Data

Presinting Results
b. Data and Source of Data

The source of data is from observation of tougside at Kraton
Yogyakarta. The data is from the report of Kratavgyakarta about the tourist guide by
the questionnaire, the interview, the recordingl tking the picture. The observation is
from 21 October 2009.

c. Instrument of The Report Writing

A descriptive qualitative method is the key ingtent.
d. Data Collection Technique

The writer uses the questionnaire technique,pibture, the record, and
the interview for this report writing. The tourigtide will get the questionnaire, the
picture, the record, and the interview from theteri The questionnaire is about the job
of a tourist guide, the language that the tounstlg uses, and the communication skill of
the tourist guide, the picture is about activity tolirists guide, the record is about
communication between tourists guide and the tquaisd the interview is about their
verbal communication.



e. Data Analysis

Types

No

Verbal Communication
Questions

Answer

No Data

Types

Nonverbal Communication

A B C

D E

F G

Description

A: Facial Expression

B: Eye Behavior

C: Kinesics and Body Movement

D: Personal Appearance and Clothing
E: Touching

F: Proxemics

G: Paralanguage

H: Smell and Taste

I: Environmental Factors

Models

No

Data

Models

Linear

Interactional

Transactional

Essentials

[




CHAPTER IlI

FINDINGS AND DISCUSSION

A. Findings

In this report writing, the writer found the comnmication skill from Kraton
Yogyakarta, and then the writer gave the repornfthe research in Kraton Yogyakarta.
The writer took the pictures, the records, the tjoesaires, and the interview from the
tourist guide in Kraton Yogyakarta. There are Types Communication and
Communication Modeling. The writer describes typé o©ommunication and

communication modeling.

1. The Pictures

No Data Types
Nonverbal Communication
A B C D E F G H
1 Picturel v v N
2  Picture2 Y
3  Picture3 v v \
4 Pictured4 N N N
5 Picture5 v \
6 Picture6 \/
7 Picture7 N N A
8 Picture8 v v
Result 8 6 3 8
Description:

. Facial Expressions



k. Eye Behavior
I.  Kinesics and Body Movement
m. Personal Appearance and Clothing
n. Touching
0. Proxemics
p. Paralanguage
g. Smell and Taste
r. Environmental Factors
The Description of Pictures:
Picture 1
The writer found that picture 1 was included intnwerbal communication. As
we saw in the picture 1, the tourist guide useddugl expression, his eye behavior, his
personal appearance and clothing to support thentomncation.
Picture 2
The writer found that picture 2 was included intanverbal communication. As
we saw in the picture 2, the tourist guide usedfheral expression, her kinesics and
body movement, and her personal appearance ancingotto support the

communication.

Picture 3



The writer found that picture 3 was included intanverbal communication. As
we saw in the picture 3, the tourist guide usedfdarl expression, her eye behavior, her

personal appearance and clothing to support therzorcation.

Picture 4

The writer found that picture 4 was included intanverbal communication. As
we saw in the picture 4, the tourist guide useddtsal expression, his eye behavior, his
kinesics and body movement, and his personal agpearand clothing to support the

communication.

Picture 5
The writer found that picture 5 was included intmnverbal communication. As
we saw in the picture 5, the tourist guide useddtsal expression, his eye behavior, his

personal appearance and clothing to support thenzomeation.

Picture 6
The writer found that picture 6 was included intanverbal communication. As
we saw in the picture 6, the tourist guide usedfheral expression and her personal

appearance and clothing to support the communitatio

Picture 7



The writer found that picture 7 was included intanverbal communication. As
we saw in the picture 7, the tourist guide usedfdarl expression, her eye behavior, her
kinesics and body movement, and her personal appearand clothing to support the
communication.

Picture 8

The writer found that picture 8 was included intanverbal communication. As

we saw in the picture 8, the tourist guide usedfdarl expression, her eye behavior, her

personal appearance and clothing to support thercorcation.

2. The Records

No Data Models
Linear Interactional Transactional Essentials
1 Record 1 N
2 Record 2 \ \
3 Record 3 \
Result 1 1 1 1

The Description of Records:
Record 1

The writer found that record 1 was included intoe&r view of human
communication. When the tourist guide spoke, theisb listened. The tourist guide can

speak but the tourist guide cannot listen.

Record 2
The writer found that record 2 was included imeractional view of human

communication and essentials view of human comnatioic. When the tourist guide



spoke, the tourist listened, and then the toupsks in response while the tourist guide
listened.
Record 3

The writer found that record 3 was included intansactional view of human
communication. When the tourist guide spoke, thei$d guide can listen or can receive

messages from the tourist.



3. The Questionnaires

Notes:

Agree: A

Disagree: B

Very Agree: C

N T Questions

o G 123456789111 1111111 2
0 1 2 3 45 6 7 8 90

1 X AAAAABABAAAAABADBAAAA

2 Y AAAAAAABAAAAABABAAAA

3 Z AAAAAAAAAAAAAAADBAAAA

4 Q AAAAABABAAAAABAIBAAAA

5 wWBCCCCBCBBAIBAAUBA AUBTU CAAA

Description:

TG: Tourist Guide

1. Tugas utama pemandu wisata adalah memberikan iafotentang tempat
pariwisata

2. Pemandu wisata adalah pekerjaan yang menyenangkan.

3. Motivasi utama pemandu wisata adalah memberikaaypehn kepada wisatawan

4. Pelayanan yang baik adalah wisatawan puas dengayaag diberikan oleh

pemandu wisata.

Pemandu wisata adalah satu-satunya pekerjaan y@gibmajukan dunia

pariwisata.

Pemandu wisata harus bias menguasai ,minimal haha

Bahasa menjadi modal utama seorang pemandu wisata.

Pemandu wisata harus siap dengan bahasa apapun.

Pemandu wisata harus lancer dalam berbicara menakgn bahasa inggris.

10 Bahasa tubuh dapat digunakan oleh wisata jika datadaan mendesak.

11.Komunikasi yang baik adalah ketika wisatawan men&mpesan dari pemandu
wisata.

12.Gaya dalam berkomunikasi sangat mempengaruhi swasé&emunikasi tersebut.

13.Menatap mata wisatawan secara langsung adalahkbear lancarnya suatu
komunikasi.

14.Memotong pembicaraan ketika sedang melakukan papeakadalah tindakan
komunikasi yang baik.

15. Ekspresi wajah sangat mempengaruhi suksesnya skboamikasi.

16. Seorang pemandu wisata hanya menjelaskan inforinfasinasi tanpa
mendengarkan tanggapan dari wisatawan.

17.Seorang pemandu wisata dapat menjawab atau bepilkkan dengan
wisatawan.

18. Seorang pemandu wisata dapat memberikan bantuad&eypsatawan dalam hal
pengambilan foto.

o

©o~NO



19. Seorang pemandu wisata perlu menunjukkan rasa eragatdap wisatawan.
20. Seorang pemandu wisata perlu menjelaskan pengetqemgetahuan secara
jelas kepada wisatawan.



3. The Questionnaires

The questionnaire has 20 questions. The tourigtegun Kraton Yogyakarta has

answered the questionnaires.

1. Question 1
The writer found that 4 participants agree and dnlyho disagree with
guestion one. It means that the tourists guide riatdf Yogyakarta has
stated that the assignment of a tourists guideorisgiving information

about the culture of tourism.

2. Question 2
The writer found that 4 participants agree and oo very agree with
guestion one. It means that the tourists guide riatdf Yogyakarta has

stated that tourist guide’s job is a fun job.

3. Question 3
The writer found that 4 participants agree and dnlyho very agree with
guestion one. It means that the tourists guide riatdf Yogyakarta has
stated that the motivation of the tourist guidéoisgiving a service to the

tourist.

4. Question 4



The writer found that 4 participants agree and dnlyho disagree with
guestion one. It means that the tourists guide riatdf Yogyakarta has
stated that about a good service come from a aetigh of the tourists

after the tourist guide give to them.

5. Question 5
The writer found that 4 participants agree and dnlyho very agree with
guestion one. It means that the tourists guide riatdgf Yogyakarta has

stated that job of tourist guide is a job thataib @romote the tourism.

6. Question 6
The writer found that 2 participants agree and 3® wlisagree with the
three questions. It means that the tourists guideraton Yogyakarta has

stated that a tourist guide must have more thaetlamguages.

7. Question 7
The writer found that 4 participants agreed andy dnivery agree with
guestion one. It means that the tourists guide riatdf Yogyakarta has

stated that a language is main skill of touristigui

8. Question 8



The writer found that 4 participants disagree anty @ who agree with
guestion one. It means that the tourists guide riatdf Yogyakarta has

stated that the tourist guide always ready withtlegrolanguages.

9. Question 9
The writer found that 4 participants agree and dnlyho disagree with
guestion one. It means that the tourists guide riatdgf Yogyakarta has

stated that the tourist guide must speak Englisterfioently.

10. Question 10
The writer found that 5 participants agree. It ngetrat the tourists guide
in Kraton Yogyakarta has stated that the body laggucan help the

tourist guide in communication with the tourist.

11.Question 11
The writer found that 4 participants agree and dnlyho disagree with
guestion one. It means that the tourists guide riatdgf Yogyakarta has
stated that a good communication is when the ttsuget the message
from the tourist guide.

12.Question 12
The writer found that 5 participants agree. It nsetrat the tourists guide
in Kraton Yogyakarta has stated that the stylescommunication

influence with the success of communication.



13.Question 13
The writer found that 5 participants agree. It ngetrat the tourists guide
in Kraton Yogyakarta has stated that the actiogusiing such as see the

tourist’s eyes is action to get a communicationerfarently.

14.Question 14
The writer found that 4 participants disagree anty @ who agree with
guestion one. It means that the tourists guide riatdf Yogyakarta has
stated that the action of cutting the conversahetween the tourist and

the tourist guide is not good action.

15. Question 15
The writer found that 5 participants agree. It ngetrat the tourists guide
in Kraton Yogyakarta has stated that facial expoessnfluences the

success of communication.

16. Question 16
The writer found that 5 participants disagree. Bams that the tourists
guide in Kraton Yogyakarta has stated that theisbguide only give the
information without listen the comment of the t@tiis wrong action.

17.Question 17



The writer found that 4 participants agree and dnlyho very agree with
guestion one. It means that the tourists guide riatdf Yogyakarta has
stated that the tourist guide can answer the que$tom the tourist and

can change an opinion with the tourist.

18.Question 18
The writer found that 5 participants agree. It nsetrat the tourists guide
in Kraton Yogyakarta has stated that a tourist guan help the tourist in

taking the picture.

19. Question 19
The writer found that 5 participants agree. It ngetrat the tourists guide
in Kraton Yogyakarta has stated that a tourist gan show the empathy

to the tourist.

20.Question 20
The writer found that 5 participants agree. It nsetrat the tourists guide
in Kraton Yogyakarta has stated that the touristlgmust explain of the

knowledge to the tourists.



No Verbal Communication Answer
Questions
1 | Apakah bapak selalu mengingat apa yang bapak
mau katakan ketika memandu wisatawan?
2 | Apakah bapak membawa catatan tertulis ketika
memandu wisatawan?
3 | Apakah bapak memahami tujuan sebelum
memandu wisatawan?
4 | Apakah bapak mengkonsentrasikan pikiran ketika
memandu wisatawan?
5 | Apakah ketika menjelaskan objek, bapak selalu
memperhatikan/melihat wisatawan?
6 | Bagaimana gaya berbicara yang bapak terapkan
ketika memandu wisatawan?

a. Canda?

b. Memberikan informasi?

c. Dengan peyelesaian masalah?

d. Diskusi?
7 | Apakah bapak sudah memiliki topik pembicaraan
sebelum memandu wisatawan?
8 | Apakah bapak sudah mengerti tujuan memandgu
wisatawan?
9 | Apakah bapak perlu mengetahui bagaimana
persaan atau kondisi wisatawan tersebut sebelum
memandu wisatawan?
10 | Apakah sebelum memandu wisatawan, bapak
mencari informasi atau membaca kembali materi?
11 | Apakah bapak sudah mengatur bagian mana
objek yang harus dijelaskan terlebih dahulu?
12 | Apakah bapak selalu memberikan pertanyaan
yang simple ketika awal bertemu wisatawan?
13 | Bagaimana bapak menutup pembicaraan ketika
sudah selesai memandu wisatawan tersebut?

4. The interview
The interview has 13 questions. A tourist guideKraton Yogyakarta has

interviewed with the writer.

a. Question1



The question is from interpersonal speaking. lal®ut the theory that
remembers to become aware of what you are sayihg. tdurist guide has
answered the question that he always remembershghaants to say.

b. Question 2

The question is from interpersonal speaking. lal®ut the theory that
applies the same process you use in written conwvation when you are
communicating orally. The tourist guide has ansdeéhe question that he never
brings the note book when he guides the tourist.

c. Question 3

The question is from interpersonal speaking. lal®ut the theory that
before you speak, thinks about your purpose, yaainnadea, and your audience.
The tourist guide has answered the question thatust know what the purpose
of guiding the tourist.

d. Question 4

The question is from interpersonal speaking. lal®ut the theory that
organizes your thoughts in a logical way. The tuguide has answered the
guestion that he must focus when he guides théstour

e. Question5

The question is from interpersonal speaking. Hhsut the theory that as
you speak; watch the other person to see whethar ip@ssage is making the
desired impression. The tourist guide has answiredjuestion that he must see
the tourist while he explains the object.

f. Question 6



The question is from interpersonal speaking. lal®ut the theory that
decides on a style that that suits the occasion thed edits your remarks
mentally. The tourist guide has answered the quedtiat he sometimes uses
joke, he must give the information, he sometimesesothe problem and he
sometimes discuss with the tourists.

g. Question7

The question is from public speaking. It is abibwt theory that in making

a speech is choosing a topic. The tourist guideanasvered the question that he

always prepares the topic before he guides thésteur

h. Question 8
The question is from public speaking. It is abdwt theory that defines the
purpose of your speech. The tourist guide has ameshhe question that he has
known what the purpose of guiding the tourists.
i. Question 9
The question is from public speaking. It is abdwé theory that to get to
know your audience. The tourist guide has answéredquestion that he must
know how the condition and feel of the tourists &aese many tourists have a
different condition and feel.
j.  Question 10
The question is from public speaking. It is abdw theory that gathers
information for your speech. The tourist guide haswered the question that he

never reads the theory again because he has remeghtbe theory.



k. Question 11
The question is from public speaking. It is abdwg theory that organizes
your speech. The tourist guide has answered th&tiqnehat he has organized his
speech.
l.  Question 12
The question is from public speaking. It is abdw theory that adding an
introduction to your speecfihe tourist guide has answered the question that he
always introduces his self before he guides thadtsu
m. Question 13
The question is from public speaking. It is abdwg theory that adding a
conclusion to your speech. The tourist guide hasvared the question that he
always receives the questions from the touristalneays says sorry before he
closes his guiding, and he always receives thegifitom the tourists.
B. Discussions
This section presents the discussion of the shaded on the observation in first

section. There are two kinds of objectives:

1. Types Communication

The writer discusses that many tourists guide riatéh Yogyakarta apply verbal
communication when they are talking with the tdurldany tourist guides in Kraton
Yogyakarta used their interpersonal speaking aed thublic speaking. The writer also
discusses that many tourist guide in Kraton Yogyakapply nonverbal communication

when they are talking with the tourist. Many Totgiguide in Kraton Yogyakarta used



facial expression, eye behavior, kinesics and bmdyement, and personal appearance
and clothing to support their communication.
2. Communication Modeling

The writer discusses that a lot of tourist guideKraton Yogyakarta apply four
of communication modeling when they are talkingwilte tourist. In the first record, the
tourist guides used the linear view of human compation as communication
modeling. It means that the tourist guides exp&nd the tourists listen. In the second
record, the tourist guides used the interactiomwvid human communication and the
essentials of human communication as communicatiotieling. It means that the tourist
guides can give respond when they talk to the $tariThe tourist guide exchange
information with the tourist through speaking argdeining. In the last record, the tourist
guides used the transactional view of human comecation as communication
modeling. It means that the tourist guides canarphnd also can receive the respond

from the tourists.



CHAPTER IV
CONCLUSION AND SUGGESTIONS

A. CONCLUSION

1. The type of Communication Skill

The type of communication is one of communicasitls. It can help the tourist
guides when they talk to the tourists. The typesashmunication skill of tourist guides
in Kraton Yogyakarta are:
a. Verbal Communication

1. The type of communication used by tourist gside Kraton Yogyakarta is
verbal communication. The tourist guides in Krat¥ongyakarta always use their
interpersonal speaking when they guide the touridte interpersonal speaking consists

of six points. Those are:

o Remember to become aware of what you are saying.

o Apply the same process you use in written commuiicavhen you are
communicating orally.

o Before you speak, think about your purpose, youmn@dea, and your
audience.

o Organize your thoughts in a logical way.

o Decide on a style that that suits the occasionthad edit your remarks
mentally.

o As you speak, watch the other person to see whegth@r message is

making the desired impression. If not, revise d &y again.



In conclusion, many tourist guides in Kraton Yoggd& use all points of

interpersonal speaking when they guide the tourists

2. The type communication of tourist guides in lkdratYogyakarta is verbal
communication. The tourist guides in Kraton Yogy&kaalways use their public
speaking when they guide the tourists. The pulp@king consists of seven steps. Seven
steps to creating an effective speech. The fiegp & making a speech is choosing a
topic. . The second step is to define the purpds®ur speech. The third step is to get to
know your audience. The fourth step is to gath&rimation for your speech. The fifth
step is to organize your speech. The sixth steguldéng an introduction to your speech

The seventh step is adding a conclusion to youwedpe

In conclusion, many tourist guides in Kraton Yoggek use their public speaking

when they guide the tourists.

b. Nonverbal Communication

1. The type communication of tourist guides in Kradwogyakarta is honverbal
communication. Many tourists guide use their fa@apression to support
their communication.

2. The type communication of tourist guides in Kradwogyakarta is nonverbal
communication. Many tourists guide use their eykab®r to support their
communication.

3. The type communication of tourist guide in Kratongyakarta is nonverbal
communication. Many tourists guide use their kiogsind body movement to

support their communication.



4. The type communication of tourist guide in Kratongyakarta is nonverbal

communication. Many tourists guide use their peatoappearance and

clothing to support their communication.

2. The Communication Modeling

The communication modeling is one of the commuivcaskills. It is some

models when everyone speaks or communicates. Thenaaication modeling of tourist

guides in Kraton Yogyakarta consists of:

1.

2.

3.

4.

The tourist guides in Kraton Yogyakarta apply linedaew of human

communication as the communication modeling. In cugsion, the

communication model is presented when the toutigteg speak, the tourists
listen.

The tourist guides in Kraton Yogyakarta apply iat#ion view of human

communication as the communication modeling. In ctgsion, the

communication model is presented when the toutgles speak, the tourist
guides can exchange information with the touristodlgh speaking and
listening.

The tourist guides in Kraton Yogyakarta apply test®nal view of human
communication as the communication modeling. In cbgion, the

communication is shown when the tourist guides a@&xplthey also can
receive the respond from the tourists.

The tourist guides in Kraton Yogyakarta apply eta&nview of human

communication as communication modeling. In coriolys the commu



nication model is shown that the tourist guides tils8 communication
modeling as the essential communication. The tbgrigle also can add the
basic transactional communication for getting a dyocommunication

modeling.

B. SUGGESTIONS

In this section, the writer will give suggestioabout the conclusion after the
writer discussed the types of communication and roamcation modeling as
communication skill of tourist guides. The writefllwgive suggestions to both tourist
guides and researchers’ tourist guide. Suggestontdurist guides, there are many
communication skills that the tourist guides cae asd learn as guiding to guide the
tourist. Communication skills can help tourist gsdto get a good communication.
Suggestion for researchers’ tourist guide, the camoation skill can be knowledge in
the research and it can communicate more fluemtls research is surely needed to help

everyone for good communication.



LIST OF APPENDICES

The Pictures

Picture 1

The tourist guide was guiding the tourists. Tharigi guide used his facial
expression, his eye behavior, his personal appearamd clothing to support the
communication. The picture was included into nohaécommunication.

Picture 2

R
The tourist guide was guiding the tourists. Tharigi guide used her facial

expression, her kinesics and body movement, angbdrsional appearance and clothing
to support the communication. The picture was idetlinto nonverbal communication.

Picture 3



The tourist guide was guiding the tourists. Tharigi guide used her facial
expression, her eye behavior, and her personalaagpee and clothing to support the
communication. The picture was included into nohaécommunication.

Picture 4

The tourist guide was guiding the tourists. Tharigi guide used his facial
expression, his eye behavior, his kinesics and bothywement, and his personal
appearance and clothing to support the communitafibe picture was included into
nonverbal communication.

Picture 5



The tourist guide was guiding the tourists. Tharigi guide used his facial
expression, his eye behavior, and his personalaappee and clothing to support the
communication. The picture was included into nohaécommunication.

Picture 6

The tourist guide was guiding the tourists. Tharigi guide used her facial
expression and her personal appearance and cldthisigpport the communication. The
picture was included into nonverbal communication.

Picture 7



The tourist guide was guiding the tourists. Tharigi guide used her facial
expression, her eye behavior, her kinesics and hbmdyement, and her personal
appearance and clothing to support the communitaiibe picture was included into
nonverbal communication.

Picture 8

The tourist guide was guiding the tourists. Tharigi guide used her facial
expression, her eye behavior, and her personalaagpee and clothing to support the
communication. The picture was included into nohaécommunication.

The Record
Record 1
The Tourist Guide said, “The big one is nice bertehis the most important.”
Record 2
The Tourist Guide said, “Thing is not available.”

The Tourist said, “Like...... "



The Tourist Guide said, “Right!”
The Tourist Guide said, “Here is important foricil.”

The Tourist said, “Reception.”

Record 3

The Tourist Guide said, “This is....” (The tourgides said when she knocks

the big drumbeduk).

The Questionnaires

No Pertanyaan Tidak Setuju Setuju Sangat Setuju

1  Tugas utama pemandu wisata adalah
memberikan informasi tentang tempat
pariwisata.




No

Pertanyaan

Tidak Setuju

Setuju

Sangat Setuju

Pemandu wisata adalah pekerjaan
yang menyenangkan.

Motivasi utama pemandu wisata
adalah memberikan pelayanan kep
wisatawan.

ada

Pelayanan yang baik adalah
wisatawan puas dengan apa yang
diberikan oleh pemandu wisata.

Pemandu wisata adalah satu-satur
pekerjaan yang bisa memajukan
dunia pariwisata.

ya

Pemandu wisata harus bisa
menguasai minimal 3 bahasa.

Bahasa Inggris menjadi modal utama

seorang pemandu wisata.

Pemandu wisata harus siap dengan

bahasa apapun.

Pemandu wisata harus lancar dalam

berbicara menggunakan bahasa
Inggris.

10

Bahasa tubuh (body language) dapat

digunakan oleh wisata jika dalam
keadaan mendesak.

11

Komunikasi yang baik adalah ketik
wisatawan menerima pesan dari
pemandu wisatawan.

12

Gaya dalam berkomunikasi sangat
mempengaruhi suksesnya komunik
tersebut.

asi

13

Menatap mata wisatawan secara
langsung adalah bentuk cara
lancarnya suatu
percakapan/komunikasi

14

Memotong pembicaraan ketika
sedang melakukan percakapan adz
tindakan komunikasi yang baik.

alah

15

Ekspresi wajah sangat mempenga
suksesnya sebuah komunikasi.

ruhi




No

Pertanyaan

Tidak Setuju

Setuju

Sangat Setuju

16

Seorang pemandu wisata hanya
menjelaskan informasi-informasi

tanpa mendengarkan tanggapan dari

wisatawan.

17

Seorang pemandu wisata dapat
menjawab atau bertukar-pikiran
dengan wisatawan.

18

Seorang pemandu wisata dapat
memberikan bantuan kepada
wisatawan dalam hal pengambilan
foto.

19

Seorang pemandu wisata perlu
menunujukkan rasa empati terhada
wisatawan.

P

20

Seorang pemandu wisata perlu
menjelaskan pengetahuan-
pengetahuan secara jelas kepada
wisatawan.




The interview

No Verbal Communication Answer
Questions
1 | Apakah bapak selalu mengingat apa yang bapd#arus, kita siapkan

mau katakan ketika memandu wisatawan?

sebaik mungkin untuk
wisatawan

=)

A

objek yang harus dijelaskan terlebih dahulu?

2 | Apakah bapak membawa catatan tertulis ketikaTidak, kita sudah siapka

memandu wisatawan? dari sekolah, kita belajar
dulu, selama 2 th. Jadi
sudah di luar kepala.
Harus professional.

3 | Apakah bapak memahami tujuan sebelum Harus. Harus bisa

memandu wisatawan? menguasai bahasa. Harus
bisa menjawab setiap
pertanyaan dari
wisatawan.

4 | Apakah bapak mengkonsentrasikan pikiran ketikarus fokus.
memandu wisatawan?

5 | Apakah ketika menjelaskan objek, bapak selaluya. Saya padukan antarg
memperhatikan/melihat wisatawan? menjelaskan dengan

memperhatikan
wisatawan.

6 | Bagaimana gaya berbicara yang bapak terapkan a. lya ada canda.
ketika memandu wisatawan? b. lya

e. Canda? c. lya, jika dengan

f. Memberikan informasi? wisatawan

g. Dengan peyelesaian masalah? jurnalis.

h. Diskusi? d. lya, jika dengan
wisatawan
jurnalis.

7 | Apakah bapak sudah memiliki topik pembicaraéBudah. Sudah persiapka
sebelum memandu wisatawan? materi.

8 | Apakah bapak sudah mengerti tujuan memandsudah.
wisatawan?

9 | Apakah bapak perlu mengetahui bagaimana | Harus, wisatawan punya
persaan atau kondisi wisatawan tersebut sebelymbadi berbeda-beda.
memandu wisatawan? Ada yang serius dan adg

yang bersenang-senang
Harus bisa mengambil
hati wisatawan.

10 | Apakah sebelum memandu wisatawan, bapak Tidak. Sudah
mencari informasi atau membaca kembali matedipersiapkan sebelumnya.

11 | Apakah bapak sudah mengatur bagian mana | Sudah. Dari awal masuk

sudah dipersiapkan
terlebih dahulu.




12

Apakah bapak selalu memberikan pertanyaan| lya. Ucapan selamat

yang simple ketika awal bertemu wisatawan?

datang dan perkenalan.

13

Bagaimana bapak menutup pembicaraan keti
sudah selesai memandu wisatawan tersebut?

ka a. Bertanya kepada
wisatawan apakal
ada pertanyaan.
b. Meminta maaf
c. Dan menerima
kritik dari
wisatawan.
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