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ABSTRACT

English for Specific Purpose (ESP) runs to equip learners’ English language for their future needs in
tertiary education. In the hotel industry, the laborers’ English capabilities are crucial as their duties deal
with foreign guests. However, hotel employees’ English language inability was found in a small case.
Thus, the ESP argues able to advance labor’s English language skills. This research aims to identify
staff’s English needs in the front-desk department by identifying labors’ lacks, wants, and necessities.
Furthermore, this paper also seeks the expected ESP course. The data were collected toward three staff
and a hotel manager by using the qualitative method. Additionally, interview and participant
observation has established in Kapal Garden Hotel, Indonesia. The result are 1.) Speaking and listening
are primary skills for a front desk job. It is in line with work necessities that front desk staff’s duties are
to communicate with foreign guests. The ESP course is expected to lead the students to pronounce
vocabulary in hotels, respond to the conversation in the check-in and check-out situation, explain hotel
facilities, direct the guest to a certain place, and understand the various foreign accents. 2.) The staff
expects flexible teaching for ESP course design.
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INTRODUCTION
English for Specific Purpose (ESP) has been adopted to provide learners English

language in line with their future needs for a long time. Nowadays, ESP has been developed in
tertiary education. The researcher has observed that ESP has become a compulsory course at
the University of Muhammadiyah Malang. Also, ESP has been applied in the higher educations
in Cambodia, Slovak, and Vietnam (Petraki & Khat, 2020; Chmelikova & Hurajova, 2019;
Pham & Ta, 2016). Explaining the reason some institutions applied ESP as their course, Lapele
(2019) and Sumarsono et al., (2017) argue that it is to prepare graduates to succeed in the

workforce.
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In hotel industry, the English language becomes a primary competence for employee’s
productivity due to the whole duties are serving the guest. In particular, the situation required
to use English is when the foreign visitors stay in the hotel. Within the various department in
the hotel industry, the researcher observed Front Desk Department as the department that most
required English language use. It is drawn due to front desk staff’s duties are answering guest’s
telephone, making a reservation, doing transactions, and explaining product knowledge.
Afrianto & Guld (2019) moreover agree that front desk staff’s English proficiency is important
for dealing with the guest.

Although the ESP concept is adopted at the tertiary level, it is a little case of ESP has
been applied in the company training. However, Panagiotopoulos et al., (2018) find that
company training for the employee hones staffs’ skills that affect their productivity. In line
with that, this is believed that ESP provision for employees can provide English language skills.
Therefore, Human Resource Capital is required to provide English courses to improve
employees’ self-competence. Moreover, the training is highly needed as English language

barriers are still exist among hotel’s front desk staffs (Datu, 2019).

Menggo et al., (2019) believe that need analysis is designed to help teacher in deciding
material and identify learners’ targets for achieving learning outcomes. Hence, conducting a
need analysis for ESP teaching is important. Several studies stand on analyzing tourism
program students’ need toward the English language. Arsiyana & Hernadi (2020) used
interview and questionnaire toward lecturers, tourism experts, and students. That paper founds
speaking and related material for tourism job are French students expectation in learning the
English language. Puspitasari (2018) interviewed tourism experts yielding speaking, followed
by listening, writing and reading as the students’ need. Lertchalermtipakoon et al., (2021)
interviewed tourism students revealed that listening and speaking skills are defined as as

students lack in learning English.

The previous study of students’ attitudes toward ESP has found that students support
communicative approach teaching in ESP course (Process, 2010). Likewise, Rahmi et al.,
(2020) find students in ESP class are expected to be provided with fun activities, discipline
without given pressure, and given professional material exposure. Arno-Macia et al., (2020)
also find a positive attitude of ESP as ESP allowed them to be more communicative and

provided a great understanding of professional English.
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Reflecting the importance of ESP teaching in the company, this study seeks to identify
student's English language needs, this presents paper identified the lacks, wants,
and necessities. What makes this need analysis unique is the participant observation
applicability. It is in accordance with Fine (2015) that argues observation allows the researcher
to gain insight of human behavior and culture. That means the supporting document is drawn

from the observatory instead of a hotel manager, and employee’s viewpoint.

METHOD
The data was collected through qualitative design. The structural interview has

established toward three staffs of the front desk department in Kapal Garden Hotel Malang and
a hotel’s manager who take responsibility as human capital. This paper also uses participant
observation for four hours in length at the front desk service.
To define students’ needs of English language, this paper identified employees’ lacks, wants,
and necessities. The question asked as follows:

1. Employees’ difficulties in the English language production.

2. Work competencies that must be mastered for a front desk staff.

3. Expectation to learn English.
Secondly, to define the expected ESP course for employees training, the question asked is:

1. Meeting duration for ESP course
The thematic analysis was implemented to gain a clear explanation of expected ESP training,

and need analysis.
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FINDINGS AND DISCUSSION

Need Analysis of Front Desk Staff toward English Language

Lacks
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Table 1. The result of need analysis regarding the employees’ difficulties to produce English

language

Hotel Manager  Staff A Staff B Staff C
Employees’ difficulties The staffs are It is hard for | have When | was
to produce English able to speak me to speak difficulties speaking with
language’ English. In a English. When understanding  a foreigner, |

specific case, | was talking the British, knew the

when the staff with foreign Indian, and meaning. The

were asked guests, | Arabic accents issue is | was

complex answered the and the confused to

questions, they

asked for help to

the other staff
who were more
capable in oral
English.

questions with
limited

vocabulary.

confusion lays
on selecting
contextual
vocabulary. |
was stuttered

when | was

communicating

with foreign

guests.

respond it.

The employees’ lack has found through the hotel manager statement. He states the front

desk staffs asked others for help when they were facing difficulties in English conversation.

Moreover, the front desk staff added that they have difficulties to response the question in an

English conversation. From these data, the conclusion can be drawn that the employees lack is

speaking. Likewise, Datu (2019) also found the speaking English issues exist among hotel

labor.

Regarding Staff B's statement that she faced difficulties to understand foreign English

accent, it implies that listening skill is found to be their secondary needs. Likewise, Puspitasari
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(2018) identified tourism laborers are preferred to understand conversation from Chinese,

Indians, and Japanese speakers.

Necessities

Table 2. The result of need analysis regarding the employees’ necessities to produce English

language
Hotel Manager Staff A Staff B Staff C
When do the Front Desk  They used | used English 1 used English 1 used English
staffs use  English English when  when the when the when the
language? the Front Desk  foreign guests  foreigners foreign guests
staff were were asking asked for were staying
making a room for help. facilitiesand  here for check-
transaction. In location. in. Commonly,
a specific case, I used English
English was when they

used when the
foreigner
asked about

payment.

were asking for
the price, room
capacity, and

facilities

The data above shows several situations that require staff to use English language.

Based on the interview, the learners should be able to speak English in cashiering, checking-in

and checking-out, explaining hotel facilities, and directing guests to a certain place. Similarly,

Puspitasari (2018) finds tourism labor needs to understand the tourism map. Furthermore, front

services in the hotel are night audit, financial management for room selling, and reservation

(Liu & Liu, 2021)

Notwithstanding, the observation result concludes front desk staff uses English for an

administrative manner to input guests’ databases. Meanwhile, front desk staff are required to

understand terminology meaning in the computer system. This is justified with documented

computer system below:
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Figure 1. Computer system in front desk department that the staff used.

Whereas, teaching the meaning of English terminology of computer system is not important
because the staff does not have any issues in doing administrative work. Based on the

participatory observation, the staffs’ administrative duties was expeditious.
Wants

Table 3. The result of need analysis regarding the employees’ expectation to learn English

language
Hotel Manager Staff A Staff B Staff C
What do they expect | hope that front I wanttoenroll Aslsaidthat  For front office
from learning desk staffs can the course, my English is  staffs, English
English? improve their because | feel  on the passive  skills are
pronunciation. that my level. Hence, if important.

Not to make them speaking needs | offered a

as native, butitis tobe course, | want
for better improved. it.
communication

thus improving

hotel’s image

The data above show that the hotel manager's expectation toward the front desk staff is
to master pronunciation skills. As a part of communication, staff A and B agree that they want
to improve their speaking. However, staff C explicitly agree due to the reason why English is
important. In conclusion, front desk staffs want to improve their English speaking either for
personal reason and for professional reason. In addition, a hotel manager wants the front desk
staff to improve pronunciation skills. Moreover, the observation result shows that the staff

already use vocabulary in English. The vocabulary used in particular ‘Check-in" ‘Check-out
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‘Breakfast’ ‘Triple Deluxe’ ‘Standard’ ‘Superior’ ‘Standard Twin’ ‘Upgrade’ ‘Standard
Double’ ‘Bed’. Thus, hotel-vocabulary-pronunciation should be taught in ESP training. Agree
with this, Arn6-Macia et al., (2020) argue communication engagement becomes the student’s
expectation of ESP course.

Expected ESP Training

Table 4. The data gained from interview

Hotel Manager Staff A Staff B Staff C
Meeting duration of ESP 1time 1 until 2 times 1 until 2 Should have
training in a week depends on times training in a
Hotel week
occupancy

18 {: 07.00-15

19 11): 08.00-17.00

20 M8 : 08.00-16.00 SALES
21 MDA |: 12.00-20.00

22 A 15.00-23.00

23 N : 23.00-07

Figure 2. The data above is front desk staff’s schedule. The staff’s name was deleted in the
left side.

In accordance with the meeting duration, the subjects expect the course to be held once
up to twice a week. Meanwhile, the course further should be more flexible. This is also based
on the participatory result that shows the staff work for eight hours long in the unstable work

time (MD1 to M, M8 to A). Therefore, the staff has limited time to study. That is in-line with
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Rahmi et al., (2020) who believe ESP students are expected to be taught with less pressure and

fun activities.

CONCLUSION

Regarding the ESP-believes that can provide English skills as the learners has expected,
ESP course used to emerge by human capital in the hotel industry. ESP preferred to train front
desk staff as they deal with the guest directly. Moreover, the front desk staff expects to have
weekly training to improve their English skills. Furthermore, ESP training flexibility is
important, as hotel workers work at dynamic hours. Additionally, ESP is expected to engage
English speaking and listening skills. Explaining the reason for this, the difficulties to respond
conversation between staff and foreign guest, yet the difficulties to understand variety accent
was found. In addition, the material should be taught are pronouncing hotel’s vocabulary,
responding the conversation in check-in and check-out situation, explaining hotel facilities,

directing guest to the certain place, and listening various foreign accent.
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