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ABSTRACT

This research focuses on the experiences of hospitality internships in amplifying
speaking skills. In particular, the objective of this research is to examine the students’
perspectives in the hospitality program on enhancing speaking skills as well as the
challenges they face and their solutions to these challenges. Qualitative research
methods, including questionnaires and observations, were used to gather data from
students in the English Language Education Department at the University of
Muhammadiyah Malang, Indonesia. There were 28 students enrolled in COE English for
Hospitality Program, who participated in the study. The results showed that students'
opinions about their experiences with speaking education during their hospitality
internships varied. Additionally, challenges in hospitality internships encompass three
main areas: delivery, language, and interaction. Some strategies were also provided to
assist in overcoming the difficulties identified. It is accordingly advocated that teachers
and students need to prepare better in terms of delivery, language, and interaction.
hospitality internships can be implemented in the class and Internship programs.

Keywords: Challenges; Hospitality; Internship; Perspectives; Solution.

INTRODUCTION

The widespread utilization of the term "hospitality" to refer to actions that are associated
with hospitality in countries where English is the language has made it possible to
investigate this topic not only in the social sector but also in other sectors, including
education, among others. Currently, in Indonesia, there is a curriculum development
called "Merdeka curriculum” with a program called Merdeka Belajar Kampus Merdeka
(MBKM) where students are allowed to learn through an internship program
(Hudjimartsu et al., 2022; Sintiawati et al.,, 2022). Since launching its internship program,
Universitas Muhammadiyah Malang has unveiled a number of initiatives, such as the
Center of Excellence (CoE) program, which aims to improve internship sites' skill sets
(Dewi, 2022). The university's Centers of Excellence (CoEs) have undergone significant
expansion, which is indicative of the industry's achievement in attracting students (Goh
etal,, 2017). Preparing students for professions in the highly competitive global industry
sector is becoming more challenging for educators and underscoring the crucial role
played by the CoE program in this endeavor (Goh & Lee, 2018; Robinson et al., 2014;
Robinson et al., 2016). The Center of Excellence programs in the field of hospitality,
known as English for Hospitality provides opportunities for students, industry, and
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institutions (Self et al., 2016; Zopiatis & Theocharous, 2013). This program is designed
to facilitate students to gain work experience and improve their English proficiency. It
also helps to connect students with the hospitality industry, providing an opportunity for
them to gain experience and build career opportunities. Moreover, this program has
been the subject of research for many years and helps students gain access to new
employment opportunities (Self et al,, 2016; Zopiatis & Theocharous, 2013). These
practices or internships are common on the other hand, there is an opportunity for hotel
management to fail in creating a good employee to ensure company success. Although
common hospitality internship only gives students a general understanding.
Nonetheless, the establishment of an internship inquiry that is advantageous to the host
company as well as the student with the effective execution of both approaches.

When it comes to speaking skills, not many students can implement them directly
students feel anxious when they cannot do it. Hence, Amer & Amer, (2023) claimed that
this study shows when employing new employees, speaking ability or communication
abilities are typically given precedence over job experience, motivation, and academic
credentials. Students with EFL knowledge typically encounter restricted chances to
communicate in English beyond the class (Zhang, 2009). Moreover, student interactions
with native English speakers and individuals from the international community are also
limited. This potentially could be one rationale for educators to offer additional scenarios
and exercises in order to enhance students' proficiency in oral communication. In
addition, the Center of Excellence English for Hospitality at the University of
Muhammadiyah Malang is beneficial for students who want to improve the skills that are
needed today. Students who enroll in the Center of Excellence English for Hospitality will
have the opportunity to learn not only hospitality skills but also English language
speaking skills through interaction with hotel guests. For instance, in the Front Office
department, interns have the obligation to handle hotel guests such as room check-
in/check-out, complaints, and guest requests. Thus, students can practice their speaking
skills whenever serving guests within the six-month internship period.

Student perception is the way students recognize and respond to knowledge or
information around their environment. As stated by Mubaroq & Prasetyarini, (2021)
perception has two types, namely positive perception and negative perception. Positive
perception plays a pivotal role in addressing challenges related to amplifying speaking
skills in the hospitality industry. Cultivating a positive self-view, maintaining an
optimistic outlook on the learning journey, and fostering a positive perception of human
interactions are essential elements in overcoming hurdles associated with improving
speaking abilities within the context of hospitality (Akin et al., 2014; Icekson & Pines,
2013). By instilling a mindset that aligns positively with the demands of effective
communication in the hotel industry, individuals can approach language development
with confidence, resilience, and a constructive attitude, contributing to more proficient
speaking skills in a professional hospitality setting. On the other hand, negative
perception, characterized by the rejection or opposition of an assessed object, holds
relevance in addressing challenges associated with the improvement of speaking skills
in the hospitality industry. When individuals harbor negative perceptions, it can manifest
as an obstacle to effective communication within a hotel setting. This type of perception
may result in a skewed interpretation of information, presenting it in a manner that is
either negative or unrelated to the subject being evaluated (Démuth, 2013; Rachel &
Bidang, 2020; Sushy, 2017). Consequently, in the context of hospitality, negative
perceptions can hinder the development of proficient speaking skills, as individuals may
become more attuned to potential obstacles and challenges in their environment,
impacting their ability to communicate effectively in a guest-centric and service-oriented
industry. Overcoming these negative perceptions is crucial for fostering a positive and
constructive communication environment within the realm of hospitality.

Some previous researches are related to this present study. In a recent study by Musa et
al,, (2023), qualitative research was conducted with undergraduate interns in Malaysia,
utilizing semi-structured interviews. The findings show that the accounting team have
important experience in English language skills during their training, but identified areas
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for improvement. The study employed triangulation under supervisors' and managers'
perspectives then validated in the hands of analysts. Similarly, Yen et al., (2023) also
conducted the same research. Their study concentrated on employer reports about
English majors' experiences with their industrial practicums in Vietnam using qualitative
methods such as focus-group interviews. The results underscored the students' lacking
skills and practical implications were suggested to enhance their employability skills,
emphasizing the importance of practical experiences during university. Additionally,
Chan, (2021) addressed the gap in ESP research related to interns students gain an
understanding of workplace communication through work-integrated learning (WIL).
The study in Hong Kong employed an interdisciplinary approach to the design of a WIL
module, facilitating experiential and informal workplace learning. The module effectively
enabled students to proactively learn workplace communication needs, emphasizing the
necessity for a better emphasis on educational innovation and research in ESP.
While all the studies explore the development of communication skills, the research
focused on hotel internship adds a novel dimension by investigating students'
perceptions, challenges, and solutions in the context of enhancing speaking skills. This
study highlights how students in this setting face specific challenges, potentially
involving direct interactions with guests, colleagues, and hotel management. Moreover,
it enriches the literature by delving into it from the student's perspective, specifically
capturing their views on the needs and obstacles in improving speaking skills. The
proposed solutions within the hotel internship context can offer valuable insights for
higher education institutions and industry stakeholders in preparing students for
communicative challenges in the hospitality sector. Additionally, tailored internship
approaches addressing the specific needs of students in this sector can contribute
significantly to advancing the teaching and learning of speaking skills in higher
education.

This study focuses on understanding the perceptions, challenges, and solutions

associated with hospitality internships in improving speaking skills. Based on the

research objectives, this study has the following research questions:

1. "What are students' perceptions of their experience with the CoE English for
Hospitality program during internships in the hospitality industry?”

2. "What are the key challenges faced by interns in developing speaking skills in CoE
English for Hospitality, and what innovative solutions have interns come up with to
overcome these challenges?".

By delving into students' perceptions, the study seeks to gain valuable insights into the

integration of hospitality practices within language education and its impact on overall

communication competence. Through this comprehensive investigation, the research
aims to contribute evidence-based recommendations for refining hospitality internship
programs and enhancing language learning in educational settings.

METHOD

The research was conducted using qualitative research methods which emphasize the
diversity of analysis viewpoints (Creswell & Creswell, 2017). This qualitative research
consists of questionnaires and observations of data. As the result, researcher is able to
get a deeper topic comprehension and insight into the participants' perspectives. A
qualitative method was chosen to examine oral and written data that describes the
research object. This research was carried out at Universitas Muhammadiyah Malang,
East Java, Indonesia, and involved twenty-eight (28) participants from the Department
of English Education who enrolled in CoE for Hospitality. The data of this research was
gathered from students regarding their internship experiences through the utilization of
observations and an open-ended questionnaire was adapted by referring to previous
research by Hadijah (2022) in which the questionnaire were derived from the analysis
of the interview questions. Qualitative data analysis was conducted to understand
participants' perspectives on hospitality internships as a means of enhancing speaking
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skills. The questionnaire data were transcribed, imported, and analyzed for visualization
and report. The participant observation was conducted to enrich the data, which was
conducted during the internship by another researcher who was also participated in the
CoE English for Hospitality. In this research, Nvivo 12 Pro was employed for data
visualization. Transcripted data, importing data, sorting data, visualizing, and reporting
(Jackson et al., 2019). The process includes creating a word cloud to represent students’
perspectives on amplifying students' speaking skills based on hospitality internship,
extracting significant phrases and frequently used words for insightful analysis (DePaolo
& Wilkinson, 2014). For the second research question, according to research by Clarke &
Braun (2017), thematic analysis is an approach to recognizing, analyzing, and reporting
data patterns (themes). This method aims to organize and explain the data set in detail
at a higher level. thematic analysis was used to identify challenges and solutions based
on the questionnaire and data observation of a hospitality internship for speaking skills.

RESULTS AND DISCUSSION

1. "What are students' perceptions of their experience with the CoE English for
Hospitality program during internships in the hospitality industry?”

3.1 Student Perception of Hospitality Internships
Based on data analysis, student perceptions of hospitality internships in the CoE English
for Hospitality are shown with the word cloud in the following figure (Figure 1).

mlemsnm -
eamwork

useless maweluusnmener
responsile creative

challapoeIrOfess onalluenn}v
sern cen ijng

Lugntefestings:.

;exneuence

?BSGI‘I(IIIS:

amaz"I strenyth
I rarti 2 Eﬁ
dISCIP ine ©

]

comm (IIQBIIUII &
graduation

somﬂv

Figure 1. Word Cloud of hospitality internships

Experience

Most students expressed "Experience” as their perception, as this can be one of the
supports in the work environment that occurs in hospitality internships. They further
argued that the "experience" aspect offers something valuable to students in the world
of work. This argument is validated by the student's responses in the questionnaire

“I'want to have hands-on practical work experience as well as some new skills that
I can acquire through this program.” (Student 5)
“Because there are many attractive offers, such as experience in the world of work”
(Student 3)

According to Cheong et al., (2014), hospitality work experiences play an important role
in equipping students with essential knowledge and expertise, by practical abilities and
fostering interpersonal relationships. These internships serve as a catalyst for future
motivation in learning and contribute significantly to the development of students' social

personalities. Additionally, participation in internships provides students with the
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opportunity to explore their career interests and objectives, guided by professional
supervisors or department heads. Direct engagement in real-world tasks within various
facets of the hospitality field, such as Front Office, Housekeeping, and Food and Beverage
services, gives learners an opportunity to put their theoretical knowledge into practice
acquired in academic settings to practical situations. This hands-on experience creates
an intersection between practice and theory, offering invaluable insights into the
industry.

Interesting Experiences

Some students stated “interesting” as their perception, as it represents a way of
expressing something that depends on the” interesting” that occurs in hospitality
internships. They further contend that the interesting aspect is that they can explore and
get a sense of the history of tourist attractions without going to other places. The
student's statement in the questionnaire supports the argument.

“At first, I was curious about what the world of hospitality was like and had never
learned before in the world of lectures. Then in this program has a lot of practice
directly into the world of work so I think it will be very interesting to follow”(
Student 19)

“Because this program is very interesting and was held for the first time at the
University of Muhammadiyah Malang.” (Student 15)

According to Mensah et al, (2023), cultivating students' interest in hospitality
internships serves as a strategic approach to improving their mastery of practical
competencies. This engagement not only contributes to the development of practical
skills but also plays a role in improving proficiency in the English language. Essentially,
however, hospitality internship programs are a beneficial way as a means of preparing
students to enter the hospitality industry, providing them with the chance to be aware of
the working industry, and building connections with hospitality workers and
supervisors (Marinakou & Giousmpasoglou, 2013), Furthermore, learners will be able to
control their expectations, thereby improving their chances of finding work in the future.
Which is what makes students interested in participating in hospitality internships
where they are able to get the opportunity to prospective developments within the
hospitality sector (Appietu et al., 2019; Mensah et al.,, 2023).

Serious Experiences

On the other hand, some students expressed "serious" as their perception, as it is a way
of expressing the "serious" that occurs in hospitality internships. They further argued
that this aspect of seriousness is seen from the point of view of hospitality internship
benefits which can never enjoy the real internship because several students only want
the benefits of the program or they just follow their friends in the program. This
argument is validated by the students' responses to the questionnaire.

“Because i'm follow my friend and i'm interested in many benefits.” (Student 2)
“This program says they delete thesis” (Students 1)

In participating in the world of internships, students need to be serious, including the
reasons they enter the internship program. Students should take the time to carefully
consider why they want to enter the internship program, as well as the benefits they can
gain from it. They should also have realistic expectations about the internship experience
and be proactive in seeking to gain as much knowledge and experience from it as
possible. In line with Lim et al., (2023), they stated that consequence awareness emerges
as an important starting point in shaping the seriousness of ethical decision-making,
something that is taken very seriously in the complex internship a landscape filled with
ethical dilemmas. As interns grapple with the intricacies of professional challenges, the
combination of consequence awareness with ethical decision-making models becomes
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an invaluable asset. This thoughtful blend provides interns with a comprehensive toolkit.
In a serious attempt to achieve ethical thinking, this integration empowers interns to
navigate complex thinking during their internship experience with a heightened sense of
responsibility and decision-making in a serious manner.

2. "What are the key challenges faced by interns in developing speaking skills in CoE
English for Hospitality, and what innovative solutions have interns come up with to
overcome these challenges?"

3.2. Challenges and Solutions in Using English in Hospitality Internships

Based on the data analysis, students' challenges in utilizing speaking skills in Hospitality
internships, can be categorized into three main areas: Delivery, Language, and
interaction issues. The following points will provide a detailed explanation of these three
areas.

3.2.1 Delivery-Related Issues

In the context of delivery, the researchers discussed the two themes we identified. These
themes include difficulty in conveying ideas and confidence issues. The authors will
describe our research results relating to each of these themes in the context of delivery
issues in hospitality internships.

3.2.1.1 Conveying Ideas

Conveying ideas focuses on situations where a person faces difficulties in conveying
thoughts or ideas effectively. These problems include challenges in expressing ideas
clearly and understandably to others. In this context, problems may arise in choosing the
right words, constructing sentences, or organizing ideas so that the desired message can
be conveyed properly. Individuals in this problem may experience communicative
barriers that affect their ability to communicate effectively. The argument is supported
by the student's statement in the questionnaire:

“I have trouble in ideas delivery when ['ve already thought about what I want to
say.” (Student 3)

“The challenge I may face is the limitation in delivering answers to questions from
overseas guests”. (Student 5)

These statements collectively explain that students struggle to express their thoughts
effectively, especially when faced with complex or unfamiliar questions. This difficulty
underscores their awareness of the important role of clear communication and their
determination to improve their communication skills (Smallwood, 2013; Thu, 2021). At
the same time, observations showing positive attitudes and adaptability in overcoming
communication challenges reinforce this recognition. These findings signify a shared
commitment among students to self-development and continuous improvement of
communication skills, underscoring the importance of effective communication in
learning contexts (Smallwood, 2013).

Based on the observation of addressing difficulties in delivering ideas even when
premeditated, it's crucial to focus on refining communication skills. Consider
incorporating structured frameworks or outlines when organizing your thoughts,
helping to articulate ideas more coherently. Additionally, actively practice expressing
your thoughts aloud, perhaps in front of a mirror or with a supportive friend, to enhance
verbal fluency. To tackle the challenge of providing answers to questions from overseas
guests, invest time in cross-cultural communication training. Familiarize yourself with
common inquiries from diverse perspectives, and practice responding with clarity and
cultural sensitivity. Cultivating a flexible and adaptable communication style will better
equip you to overcome limitations and effectively engage with guests from various
backgrounds. Continuous practice and a proactive approach to refining your
communication abilities will contribute to more confident and comprehensive idea
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delivery.

3.2.1.2 Confidence issues

Confidence issues include situations where an individual experiences insecurity or lack
of confidence when communicating. These issues, whose themes include challenges in
conveying thoughts and ideas clearly, are often accompanied by feelings of lack of
confidence. Individuals in this cluster may feel nervous, hesitant, or unsure when
speaking, which can affect their ability to communicate effectively. Difficulties in
overcoming confidence barriers can affect social interactions and communication in
general. The argument is supported by the student's statement in the questionnaire:

“One of the challenges I faced was a lack of confidence because I was still afraid
of being wrong.” (Student 4)
“I didn’t have the confidence to go up to a tourist and offer to help.” (Student 16)

These statements collectively explain that to overcome significant challenges, students
grappled with a lack of self-confidence stemming from a constant fear of making flaws.
Students' lack of confidence in their ability to speak English is largely driven by their fear
of committing flaws (Nety & Nurhaeni, 2020). Students are most afraid of making
mistakes because they fear appearing silly in front of others. This insecurity specifically
hindered my ability to approach and help tourists, as they lacked the confidence to
initiate interactions. The solution to overcoming this difficulty was to make a deliberate
effort to change mindset and recognize that making flaws is an essential part of learning.
Learners can overcome their lack of courage by improving their sense of confidence
(Nety & Nurhaeni, 2020). To enhance students’ self-esteem, you can encourage them and
conduct actual interactions with them while making recommendations. By applying a
growth mindset, students gradually built confidence by challenging my fear of making
mistakes and recognizing mistakes as opportunities for improvement. In addition,
students took small steps to interact with travelers, gradually expanding my comfort
zone. As students gained experience and learned from each encounter, my confidence
grew, empowering me to approach tourists with newfound assurance and offer
assistance without fear of making mistakes

3.2.2 Language Issues

In the context of language issues, the researchers discussed several theme we identified.
These themes include difficulty in Accent issues. The authors will describe our research
results relating to each of these themes in the context of language issues in hospitality
internships.

3.2.2.1 Accent Issues

Accent issues, or accent difficulties, describe the challenges experienced when
communicating with people who have different accents. In this context, individuals may
find it difficult to understand articulations and intonations that differ from native
speakers, resulting in barriers to effective communication. In these challenges, themes
revolve around the need to adapt to accent variations and attempts to overcome
difficulties in understanding language spoken by people with different accents. The
argument is supported by the student's statement in the questionnaire:

“When meeting a foreigner who speaks English but has a different accent”.
(Student 13)

“When providing some services with foreigners, the challenge is that we have to
understand with their own accent.” (Student 10)

These statements collectively explain that students when encountering a foreigner who
communicates in English but with a distinct accent, effective communication can become
a challenge. In such situations, it is essential to approach the interaction with cultural
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sensitivity and open-mindedness. One must actively listen, be patient, and make a
conscious effort to comprehend the nuances of their accent. Utilizing non-verbal cues,
such as gestures and facial expressions, can enhance understanding (Kita & Emmorey,
2023). Additionally, encouraging foreigners to express themselves freely and asking
clarifying questions can help bridge the communication gap. Employing empathy and
adapting one's communication style to accommodate diverse accents fosters a more
inclusive and successful exchange of information and services.

3.2.3 Interaction Issues

In the context of Interaction issues, the researchers discussed the one themes we
identified. These themes include difficulty in content issues The authors will describe our
research results relating to each of these themes in the context of Interaction issues in
hospitality internships.

3.2.3.1 Content Issues

Content problems refer to situations where a person faces difficulties related to the
content or material to be conveyed in communication. Themes in this cluster include
challenges in providing information or responding to questions correctly, possibly due
to limited knowledge or lack of understanding of a particular topic. Content issues can
affect one's ability to provide services or information that is accurate and
understandable to the other party. In this context, efforts to address uncertainty or lack
of knowledge may be a key focus. The argument is supported by the student's statement
in the questionnaire:

“When I communicate with guests, the challenge is when I don't know the
information about the guest’s question.” (Students 9)

The quote shows that students struggle to describe places and things, especially in hotels
(Argyriou et al,, 2020). Lack of expertise in the topic area exacerbates this problem.
However, they highlighted the hospitality context to enrich their descriptions,
emphasizing the importance of knowing the background of the place or object
(Zidianakis et al,, 2021). With limited information, students may struggle to produce
accurate descriptions, hence the students emphasized the importance of the hospitality
context. Referring to the observations, in order to solve content-related problems, it is
crucial to incorporate a holistic approach when gathering information. Instead of relying
on only one source, students are encouraged to expand sources by reading various
references, such as credible news and websites to ensure the accuracy and depth of
information in conveying to hotel visitors comprehensive information about the tourist
destination, and also related to the hotel facilities presented by the student interns
(Godovykh et al,, 2022; Lee et al,, 2022; Lim et al., 2024; Nanni & Ulginaku, 2021).

CONCLUSION

In summary, hospitality internships have significant potential to improve language
proficiency and broaden experiences, even with different perspectives among student
researchers, who found that the use of hospitality internships in improving speaking
skills resulted in more positive perceptions than negative perceptions. In addition, it also
contributed to positive perceptions of hospitality Internships, such as experiential and
interesting. The opposite side of the coin is the negative perspective of hospitality
internships, which makes it serious. These various perspectives are a testament to the
educational richness offered by hospitality internships. However, the journey to realize
its educational potential is not without challenges. Challenges in hospitality Internships
cover three main areas: delivery, Language, and Interaction. Delivery-related challenges
include difficulties in conveying ideas and confidence issues. Language issues involve
accent problems in communication with tourists. In addition, interaction challenges

include content-related issues. Instead of seeing these challenges as insurmountable
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obstacles, they should be seen as opportunities to find solutions. Depending on each
issue, it is important to remember that where there is a problem, there is a solution.

It is recommended that a robust support framework be established to maximize the
educational potential of hospitality internships among diverse perspectives. This
framework should include targeted training programs addressing delivery challenges,
language enhancement initiatives to address accent issues, mentorship programs
offering guidance from seasoned professionals, diversity and inclusion training to foster
cultural sensitivity, and regular feedback mechanisms for effective learning.

Despite the limitations of the study, the findings provide some insight into CoE English for
Hospitality's internship experience and perspective on the program. First, it is crucial to
ensure that interns have both positive and negative views regarding their training
program. Secondly, the researcher was required to conduct direct observations to obtain
objective information regarding the obstacles participants encountered in improving
their English language proficiency. Third, it is important to carefully consider the solution
to their learning challenges. Conducting research during an internship may not be an
appropriate time to collect research data, as the interns are on duty, which hinders the
researcher's ability to obtain complete information. The current study provides a
foundation for upcoming research into hospitality internship programs. In future studies,
the limitations of the current study should be addressed using quantitative designs, as
well as ensuring that data can be used to measure individual or group progress in English
language skills so that various English language learning methods can be improved in
internships to improve their effectiveness.
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