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Excellent public service requires government employees to possess professional skills, 

one of which is proficiency in English communication. This study explores how tourism 

and hospitality training can enhance employees’ ability to interact with foreign visitors 

at tourism destinations. The study utilizes observation, role-playing, and focus group 

discussion as primary methods, involving 40 government employees in a program 

designed to develop effective communication skills for interacting with tourists. The 

findings highlight communication challenges faced by the community as it aims to 

establish itself as an international tourism destination. The findings indicate that role-

playing is particularly effective in simulating real-world interactions, helping 

participants understand how to communicate in practical situations. Furthermore, 

focus group discussions provide insight into the participants’ views on the training 

program. The study concludes that English for administration enhances the 

employees’ communication with visitors, equipping them with effective and 

appropriate techniques for welcoming and guiding tourists. This contributes to 

improved service quality and better understanding of hospitality practices, enabling 

the community to become more skilled and professional. The study also suggests that 

improving speaking skills requires multiple approaches, including teaching methods 

tailored to the participant’s needs and the use of authentic materials. Future research 

should investigate the government employees’ competencies in reading, listening, 

and writing skills. Furthermore, the study underscores the correlation between public 

service excellence and the quality of the workforce. 

Keywords: English for administration; public service; tourism and hospitality training; government employees; 
tourism destinations. 
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INTRODUCTION 

Proficiency in English can enhance relationships among colleagues and a wider range of 

individuals in our increasingly interconnected world (Tuncer & Karataş, 2022). Moreover, the 

ability to speak English significantly boosts the workers’ job prospects and career 

advancement, as many employers consider it a key requirement for various positions (Xie & 

Chen, 2019). Research has shown that language learning plays a crucial role in career survival 

and success (Lehtonen et al., 2022). In this context, providing public service, tourism, and 

hospitality speaking training serves as an effective approach to improving the English-speaking 

skills of government employees (Martínez-Vázquez, Milán-García & de Pablo Valenciano, 

2021). One particular tourism site, which attracts many international visitors, serves as an 

example of how a former landfill has been transformed into a naturally appealing tourist 

destination, offering valuable insights for study as well as aesthetic enjoyment 
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However, many workers lack the necessary vocabulary and 

speaking skills to adequately explain the site to foreign 

visitors. Only a few employees can communicate fluently in 
English, and many struggle to respond to simple greetings and 

engage in basic conversations. 

A notable research gap lies in the fact that these 

challenges are not addressed in the same way as promoting 

tourist attractions on social media, which targets foreign 
visitors. Therefore, government employees require specialized 

speaking training focused on practical communication with 

foreign tourists in real-world situations (Xie & Chen, 

2019;Wagner, 2019). another challenge is the integration of 

excellent public service with foreign language acquisition. 

Many workers lack necessary skills to provide high-quality 

service because they have not received adequate training on 

how to properly welcome tourists, communicate effectively, or 

convey accurate information to foreign visitors. The study 

aims to address this gap by exploring teaching techniques that 

can enhance the communication skills of government 
employees in tourism contexts. 

Public service plays a critical role in shaping government 

operations and delivering services to citizen (Kareva, 2013). It 

involves addressing societal needs while adapting to evolving 

public expectations. However, inadequate professional 

development and training can result in outdated public service 

practices and skill gaps, a phenomenon often referred to as 
limited training and development. In this context, enhancing 

communication skills in English for government employees 

is essential for fostering effective communication behaviors 

(Bezusa & Samoylyukevych, 2020). Particular attention 

should be given to government employees in coastal areas, 

where educational development is often lacking. The use of 

local language is sometimes conveyed in impolite manners, 

negatively impacting communication, relationships, and 

learning. This also reflects the economic status of the 

surrounding community, where laborers and fishermen 

contribute to the region’s low welfare. These socioeconomic 

challenges create issues within families, society, and 
education, highlighting the need for targeted training 

programs to enhance government employees' skills, thereby 

influencing the broader community. Tourism and hospitality 

training programs are designed to address these challenges by 

equipping government employees with the skills needed to 

provide high-quality services to visitors and communicate 

effectively in English within real-world contexts (Karimian 

Shirejini & Derakhshan, 2020). 

One of the notable tourist attractions in East Java is 

Setigi, which offers a unique blend of natural beauty and 

historical artifacts (Isurupremarathna, 2021). Located in 
Gresik, this site was previously used as a waste disposal area 

by local residents from 2003 to 2017. However, in 2018, the 

community, in collaboration with local residents, began efforts 

to clean and transform the area into a tourist destination. The 

development of Setigi as a tourism site is intended to enhance 

public service quality by equipping workers with the necessary 

skills to provide high-quality services. 

The innovation arose from a combination of local 

issues and environmental potential (Afzal & Hussain, 

2020). This study addresses these challenges by 

transforming them into unique learning opportunities, 

aiming to create effective and innovative language learning 
approaches to enhance speaking skills in tourism and 

hospitality training programs. Accordingly, the study 

explores the following: (1) the results of observations that 

identify specific challenges in English language acquisition 

among government employees, (2) the application of 

practical learning methods, such as role- playing, in 

tourism and hospitality training, and (3) government 

employees’ perspectives on English learning as a means to 

deliver excellent public service. 

 

METHODS 

This qualitative study explores the implementation of 

English for administration learning through tourism and 

hospitality training, utilizing three methods: community 

observation, role-playing, and focus group discussions. 

Observations were conducted at the Setigi tourism 

destination to assess public service practices. This initial 

step is crucial for understanding the workers' backgrounds, 

language proficiency, and challenges in using 
conversational English. The observations reveal how 

hospitality is typically delivered by local workers in the 

tourism sector and provide insight into the quality of public 

services offered (Tomaszewski, Zarestky, & Gonzalez, 

2020). The second phase of the study involves identifying 

specific problems that arise in the provision of hospitality 

services, building on the findings from the initial 

observations 

These issues typically arise from complaints 

submitted by visitors at tourist sites. Consequently, the 

information gathered through observation informs the 
decision to implement the second method, which involves 

role-playing. This technique offers a practical approach to 

learning how to communicate effectively with foreign 

visitors (Chan, 2019). Role-playing was selected because it 

allows workers to engage in direct practice based on real-

world scenarios, making it appropriate method for 

enhancing speaking skills (Cheng, Lam and Kong, 2019). 

The third method, focus group discussion, facilitates 

further consultation and dialogue aimed at addressing 

challenges related to improving English communication 

skills. This method is essential as it serves as a forum for 

discussing strategies to enhance learning outcomes. As a 
result, forty workers in Setigi tourism site are participating 

in the English for administration-learning program. They 

are selected based on the analysis of their needs to enhance 

the quality of public service in tourism destinations. 
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RESULTS AND DISCUSSION 

 
Observation Results 
The observation results reveal several challenges in mastering 

English for professional communication. The identified 

problems are as follows. (1) communication is ineffective 

(16%); (2) the working environment is not highly supportive 

(14%) ;(3) communication in English lacks engagement 

(47%); (4) public servants exhibit insufficient comprehensive 

improvement in their duties (23%). These findings indicate 

that 47% of the workers require practical English training 

based on real-world situations. As a result, innovative learning 

methods in English for administration are necessary to equip 

government employees with the skills to communicate 
effectively in English for professional purposes related to their 

roles and responsibilities. The field observations also highlight 

the need for tourism and hospitality training to improve how 

local workers manage tourism, particularly in communication, 

information services, and facility management. Since the 

tourist destination attracts both national and international 

visitors, continual changes and improvements are essential. 

Given the demand of practical learning, role-playing has been 

selected as the next phase of research to explore how to 

enhance government employees’ communication skills. Below 

is a chart summarizing the observation results. 
 

Figure 1. Observation result 

A learning environment is created to simulate real- world 

contexts, fostering speaking activities that align with the 

subjects being studied and the specific learning objectives 

(Escobar Fandiño, Muñoz & Silva Velandia, 2019). The 

environment mirrors the tasks typically performed by public 

servants, with an emphasis on real-life scenarios Dialogue 

excercises are used to provide participants with government- 

related conversations, incorporating currect pronunciation and 

vocabulary mastery. Participants practice these conversations 
with one another to gain thorough understanding of the 

content. Specialized terminology related to public 

administration and English for administration is emphasized 

(Kareva, 2013; Chan, 2021). Additionally, to enhance 

participants' comprehension of vocabulary and sentence 

structure, it is crucial to create a supportive atmosphere. 

Incorporating visual aids, such as images in dialogues or slide 

presentations, helps participants grasp the meaning of 

conversations more effectively. 

The primary issue identified is communication, 

specifically language barriers. Many employees 

predominantly use local languages, making it difficult for 

them to understand and use English without assistance. 

Consequently, there is a need for workers to develop their 

skills in using appropriate English phrases, particularly 

those relevant to tourism and hospitality interactions. To 

address this, employees receive additional training focused 

on learning and practicing simple English expressions to 
facilitate effective communication and engage in dialogue 

with foreign visitors. 

Given the objectives of English for administration 

training provided to government employees, developing 

speaking skills is crucial to enhancing tourism destinations 

in East Java, which offer unique attractions for visiting 

tourists. The region’s natural beauty and available facilities 

make it appealing to visitors. However, communication 

challenges with foreign tourists must be addressed through 

the improvement of public service quality for workers at 

these destinations (Wahyuni & Raharja, 2021). Based on 
observation results, several issues need guidance and 

solutions. In this regard, providing practical, real-world 

training is essential to ensure workers understand how to 

deliver excellent public service through tourism and 

hospitality practices that align with real-world scenarios. 

As part of public service language training, 

employees are also taught techniques for addressing 

customer complaints with proper etiquette. These 

techniques are dawn from the hospitality training 

handbook and reinforced through role-play exercises, 

which provide practical examples of how to manage visitor 

complaints or issues. Scenarios include resolving issues 
related to accommodation facilities, addressing concerns 

about food quality, and providing clear explanations to 

visitors. The training aims to help employees master 

several key skills: greeting and welcoming foreign tourists 

using simple and appropriate English, providing directions 

within Setigi to foreign visitors, handling issues related to 

public facilities and explaining their proper use, responding 

to requests for local dish menus with accurate English 

communication, and describing the beauty of tourist 

attractions using suitable vocabulary and phrases. These 

skills are crucial for enhancing the overall experience of 
foreign visitors and improving the quality of public service. 

Role-playing 

In terms of service quality, government employees are still 

not fully trained to deliver excellent service, particularly 

because they lack techniques specific to the hospitality 

sector. Role-playing has proven to highly effective in 

providing tourism and hospitality training, teaching 

employees how to serve guests or visitors more effectively 
by answering questions, offering guidance, receiving hotel 

guests, and assisting visitors at Setigi. The training method 

involves detailed explanations of hospitality theories, 

followed by direct practice using role-playing exercises. 

Each employee practices how to 
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serve guests, including serving food, providing directions to 
tourist attractions, and answering visitors’ questions, thereby 
enhancing their practical skills in real-world scenarios. 

Role-playing has been employed as a practical method to 

equip government employees with not only theoretical 

knowledge but also real-world application, ensuring they 

understand how to implement these skills in public services 
(Cheng, Lam & Kong, 2019). The goal is for role-playing to 

improve how employees serve customers at tourism 

destinations by enhancing their communication methods, 

making interactions more effective and friendly. This shift is 

particularly important in areas where employees previously 

lacked sufficient skills. Through role-playing, workers can 

improve how they respond to customer inquiries and provide 

more appropriate and effective communication in tourism 

services, including at hotels and restaurants (Geduld, 2017; 

Martínez-Vázquez, Milán-García & de Pablo Valenciano, 

2021). 

This approach aligns with the goal of empowering the 

community and utilizing surrounding natural resources to 

enhance the skill sets of workers. Role-playing is particularly 

suited to this objective, as it addresses the specific needs of 

employees in Setigi. As an effective and practical technique, 
role-playing complements tourism and hospitality training by 

providing a hands-on method for improving English-speaking 

skills. Direct practice is essential for reinforcing the theoretical 

explanations provided, making role-playing a highly 

recommended teaching approach across various fields (Setiyo 

Wahyuni & Wahyuni, 2023). Through this method, 

government workers can observe and apply real-world 

examples of the skills and activities being taught. 

The implementation of English for administration offers 

several recommendations for future activities. Specifically, 

tourism and hospitality training can be most effective and 

appropriate when tailored to the need’s workers in tourism 

areas. It is evident that residents require both types of training 

to enhance their skills. The resulting impact is an improvement 

in the promotion of and visitation to tourist attractions. In 

addition, role-playing plays a crucial role in these activities, as 
it is a highly effective technique for developing the necessary 

skills of workers in tourism sectors. Tourism can become a 

major destination on both national and international scales if 

human resources are well-developed, particularly in terms of 

public service and hospitality. Additionally, improving 

English communication skills is essential for achieving the 

goal of establishing nature-based tourism with international 

recognition (Isaacs, 2017; Demir &Zaimoglu, 2021). 

Focus Group Discussion 

The results of the tourism and hospitality training indicate a 

successful enhancement of knowledge and skills among the 
workers regarding the quality of public service. This is 

supported by feedback from focus group discussions, where 

many workers expressed an improved understanding of how to 

deliver excellent service quality for the advancement of 

tourism destinations in Setigi. It is evident that workers require 

training in excellent public service from academic sources to 

further enhance their English-speaking skills and 

hospitality training. Proficiency in English is instrumental 

in improving communication with visitors, ensuring that 

tourists feel welcomed through high-quality service 

(Cholifah, Asib, & Suparno, 2020). Moreover, the tourism 

and hospitality training provide the community with 

tangible examples of best practices and procedures for 
delivering outstanding tourism and accommodation 

services. 
 

Figure 2. Focus Group Discussion 

 

Hospitality training focused on communication is 

implemented through role playing activities. Workers first 

receive a comprehensive explanation and examples of 

communication practices in English dialogue, drawn from 

the hotel training handbook provided. Following this 

theoretical instruction, a question-and-answer session 

allows for consultation regarding hospitality topics. This 
interactive session revealed that participants were highly 

interested in learning English for tourism and hospitality, 

a subject many had not previously explored. Questions 

primarily centered on how to apply tourism and hospitality 

materials effectively, such as providing directions to 

visitors, offering tourism services, and communicating 

appropriately when serving local dishes. 

Several questions also arose regarding speaking 

training when visitors to Setigi requested directions to 

specific tourist destinations. These inquiries were 

addressed during a focus group discussion. The findings 

indicate that the primary objective of hospitality training 
practices is to equip the community with practical skills 

and knowledge, enabling workers to deliver effective 

public services through hospitality in their workplaces. 

This hands-on approach allows them to engage 

meaningfully with visitors, enhancing their language 

communication and hospitality skills. In summary, the 

focus group discussion reflects the community's positive 

opinions regarding the learning program. 
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Table 1| Focus Group Discussion Results 

The Workers' Opinions 

“I would like to practice more as long as there is 

consistency in the program and English skills should be 
practiced too” 

“I have never tried to speak English in a such practical 

way before, so I like to participate in it more” 

“It should be given not only to government employees 

but also all the graduate students who want to improve 
their speaking skills” 

“I can understand all the dialogues easily as I am 

assisted with clear explanations and pictures” 

“I think I can apply it during the meeting with 

foreigners. The speaking practice seems acceptable to 
me” 

“I like it when I can practice it with my colleagues” 

 

The results of the focus group discussion, presented in 

Table 1, indicate that role-playing significantly enhances the 

learning achievements of the workers. This training program 

was deemed successful as each activity was tailored to meet 

the community's specific needs. Several key evaluations can 

be summarized: first, conducting field observations prior to the 

hospitality training program is essential to identify existing 

challenges, ensuring that the training is aligned with the 

community's goals and learning objectives. Second, 

continuous planning and the provision of practical, applicable 

training are crucial for sustaining these practices over time. 

Future research could explore the sustainability impact of 
learning English for administration. For instance, it would be 

valuable to investigate changes in attitudes following the 

completion of a hospitality training program, as this could 

provide insights into the long-term effects on government 

employees and the broader community. Conducting effective 

long-term studies can enhance understanding of how such 

training influences societal dynamics over time. Participating 

in English for administration activities, particularly those 

incorporating hospitality training techniques, offers numerous 

benefits. Individuals gain satisfaction from recognizing their 

capacity to positively influence others and the community at 
large. Additionally, they enhance their ability to communicate 

effectively in English, particularly with terminology specific 

to tourism and hospitality. Moreover, this engagement 

motivates the community to develop both natural and human 

resources, fostering the knowledge and skills necessary for 

international recognition (Albino, 2017; Tuncer and Karataş, 

2022). (Albino, 2017; Tuncer and Karataş, 2022). 

The innovation of teaching English for administration, 

with a focus on hospitality skills and language 

communication—particularly English fluency—has led to 

recommended future approaches for enhancing speaking skills 

(Labrador and Ramón, 2020; Suganda, Zuraida, and 

Kurniawan, 2020). Setigi, as a key player in the tourism and 

hospitality sector in Gresik, has significantly benefited 

from training activities aimed at its workers. By improving 

customer service and communication skills, Setigi is 

poised to attract a larger number of visitors, establishing 

itself as a leading international tourist destination in Gresik. 

The area boasts natural beauty and unique characteristics 

that appeal to both local and international tourists. 

Therefore, enhancing the skills and expertise of the local 

community through hospitality and English 
communication training programs is essential for sustained 

growth (Wiraharja, Putri & Adyatma, 2023). 

 

CONCLUSION 

English for administration-learning activities, integrated 

with tourism and hospitality training and effective learning 

techniques, aim to fulfil e community expectations for 

success in the hospitality and tourism sectors. This 

objective can be achieved through practical instruction in 

English communication and comprehensive hospitality 

training, primarily focused on transforming substandard 

services into high-quality offerings that can enhance 

promotion and attract foreign visitors. The creation of real-

world scenarios, combined with role- playing, supports 

effective communication methods and improves English-
speaking skills, allowing workers to practice appropriate 

communication strategies with both international and local 

visitors. Hospitality training actively engages government 

workers in essential service areas, including guiding 

visitors on tours, serving dishes, and providing thoughtful 

responses to inquiries and feedback from guests. 

Tourist destinations in Gresik are likely to attract 

more local and international visitors if they possess quality 

natural resources and well-developed human capital. 

Achieving this requires collaborative efforts among 

various stakeholders, including the Gresik regional 
government, local communities, tourism managers, and 

higher education institutions. Such cooperation must be 

mutually supportive to foster harmony and ensure the 

sustainability of tourism activities. Consequently, this 

study recommends future research focused on enhancing 

reading, listening, and writing skills as part of the 

professional development of government employees in the 

tourism sector. 
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