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ABSTRACT
Accepted : This study aimed to analyze the English language needs of tourism
7 August 2026 stakeholders in Pagar Alam City to support services for international
tourists. A descriptive mixed-methods design was employed by
Published : integrating quantitative and qualitative approaches. Data were
8 August 2026 collected through questionnaires administered to 100 tourism
stakeholders and semi-structured interviews with 15 purposively
Corresponding Author: selected participants representing various tourism  sectors.
Apriana Quantitative data were analyzed using descriptive statistics, while
qualitative data were examined through thematic analysis. The
Email Corresponding: findings revealed that English was the most preferred foreign
aprianasalim1993@gmail.co  language (85%) among tourism stakeholders. Speaking and listening
m were identified as the highest-priority language skills, whereas

speaking fluency, limited vocabulary, and listening comprehension
were the major communication challenges. Respondents also
emphasized the importance of English communication functions
such as greeting tourists, explaining tourist attractions, giving
directions, and handling customer inquiries. Furthermore, English
for Tour Guiding, Hospitality English, and Tourist Information
Services were identified as the most preferred training topics. These
findings indicate that tourism stakeholders require workplace-
oriented English training emphasizing communicative competence,
authentic tourism interactions, destination interpretation, and
customer service. The study provides practical implications for
developing English for Tourism curricula and training programs that
enhance service quality and strengthen the competitiveness of Pagar
Alam as an emerging tourism destination.

Keywords: English for Tourism; Needs Analysis; Tourism
Stakeholders; English for Specific Purposes; Pagar Alam City.

1.  INTRODUCTION also plays an essential role in promoting
local identity, preserving cultural heritage,
and encouraging sustainable community
development. The increasing mobility of
international tourists has transformed
tourism into a global industry that requires
destinations to continuously improve
service quality and competitiveness (Xu et
al.,, 2021; Suprayogi et al., 2024).

Tourism has become one of the
fastest-growing economic sectors
worldwide, contributing significantly to
employment creation, foreign exchange
earnings, regional development, and
cultural preservation (Goeldner & Ritchie,
2011; Pham, 2023; Malini et al., 2022).
Beyond its economic contribution, tourism
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Consequently, governments in many
countries have invested substantially in
tourism infrastructure, destination
branding, digital promotion, and human
resource development to enhance their
competitiveness in  the international
tourism market (UN World Tourism
Organization, 2024; Badan Pusat Statistik,
2025).

Indonesia  possesses  abundant
natural, cultural, and historical resources
that provide strong potential for
sustainable tourism development. In recent
years, tourism has become one of the
priority sectors supporting Indonesia's
economic growth through the development
of super-priority destinations, community-
based tourism, and digital tourism
transformation (Kementerian Pariwisata
dan Ekonomi Kreatif Republik Indonesia,
2024). According to the Tourism Satellite
Account Indonesia, the tourism sector
continues to contribute positively to the
national economy and has shown
significant  recovery  following the
COVID-19 pandemic (BPS, 2025). This
recovery has encouraged local
governments to improve destination
management while strengthening the
capacity of tourism human resources to
meet the growing expectations of domestic
and international visitors (UN Tourism,
2024).

One of the emerging tourism
destinations in Indonesia is Pagar Alam
City, South Sumatra Province. The city is
well  known for its mountainous
landscapes, Mount Dempo, tea plantations,
waterfalls, megalithic heritage, coffee
plantations, and cultural attractions that
attract both domestic and international
visitors. Supported by its strategic
geographical location and abundant
tourism resources, the local government
has continuously promoted Pagar Alam as
a nature- and culture-based tourism
destination. According to the Central
Statistics Agency of Pagar Alam City,
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tourist arrivals have shown a positive trend
after the pandemic, indicating the growing
attractiveness of the city as a tourism
destination (Badan Pusat Statistik Kota
Pagar Alam, 2025). This development
requires tourism stakeholders to improve
not only tourism facilities and destination
management but also the quality of
services provided to international tourists.

The quality of tourism services is
closely associated with the communication
competence of tourism stakeholders.
Tourism officers, destination managers,
tour guides, hotel employees, restaurant
staff, transportation providers, tourism
entrepreneurs, and local communities
frequently interact with visitors from
diverse linguistic and cultural
backgrounds. Since English functions as
the international language of tourism,
effective communication in English has
become an essential competency for
tourism stakeholders. Adequate English
proficiency enables tourism personnel to
explain tourist attractions, provide travel
information, respond to visitors' inquiries,
promote local products, solve tourists'
problems, and  establish  positive
interactions with international visitors.

Conversely, inadequate English
communication  skills  often  create
misunderstandings, reduce visitor

satisfaction, and weaken destination
competitiveness (Nadiyah et al., 2023;
Ananda, 2023).

Within the field of English for
Specific Purposes (ESP), Needs Analysis
is recognized as the foundation for
designing effective language programs
because it identifies learners' target
communication needs, existing
competencies, learning preferences, and
workplace language demands (Hutchinson
& Watres, 2017; Moore et al., 2023).
Rather than emphasizing general English
proficiency, English for Tourism focuses
on the communicative functions required
in authentic tourism settings, including
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greeting visitors, providing destination
information, explaining local culture,
handling complaints, offering travel
recommendations, and conducting
intercultural communication. Therefore,
identifying the actual language needs of
tourism stakeholders is an essential step in
developing relevant English training
programs that correspond to workplace
requirements (Long, 2016; Nation &
Macalister, 2019).

Previous studies have consistently
emphasized the importance of English
language competence in  supporting
tourism development. Vuong thi hai et al.
(2025) argued that foreign language
proficiency is one of the primary
supporting factors in the tourism industry
because effective communication
contributes directly to tourists' satisfaction
and destination image. Similarly, Solikhah
(2023) found that English communication
skills significantly influence the quality of
tourism  services, particularly  in
destinations receiving international
visitors. Towner and Wall (2019) also
reported that tourism  practitioners
perceived English proficiency as an
indispensable competency for interacting
with foreign tourists and supporting
sustainable tourism development.
Likewise, Amalia et al. (2024)
demonstrated that contextual English
language training improved participants'
confidence and communication skills
when serving international visitors.

More recent studies have shifted
attention toward English language needs
analysis in tourism settings. Kholidi et al.
(2022) found that speaking and listening
were the most essential English skills
required by tourism personnel in Malaysia,
while tourism employees also needed
communicative competence related to
customer service, destination promotion,
and intercultural interaction. Similarly,
Namtapi (2022) reported that tourism
practitioners required English materials
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specifically  designed for authentic
workplace communication rather than
general English instruction. Nguyen and
Modehiran (2023) further revealed that
tourism stakeholders emphasized practical
communication skills, including
explaining tourist attractions, giving travel
directions, handling reservations, and
responding to tourists' complaints. These
findings reinforce the importance of
conducting systematic needs analysis
before developing English for Tourism
curricula.

In Indonesia, several researchers
have also investigated English for Tourism
from various perspectives. Kurniawati and
Malasari (2022) highlighted  the
importance of integrating local wisdom
into English for Tourism materials to
ensure that language instruction reflects
the characteristics of local tourism
destinations. Suparlan and Rizal (2025)
emphasized that sustainable tourism
development requires English learning
materials  that ~ accommodate  the
communication needs of ecotourism
practitioners. Furthermore, Farida et al.
(2025) argued that locally contextualized
English materials significantly improve
learners' motivation and communicative
competence because they are directly
related to the tourism environment in
which learners work. Research conducted
by Jaya and Saputri (2025) also confirmed
that English for Tourism should focus on
workplace communication, hospitality
expressions, and intercultural competence
to improve service quality. Likewise,
Pham (2023) concluded that tourism
stakeholders require English learning
materials based on authentic tourism
situations and local cultural contexts.

Despite the growing number of
studies concerning English for Tourism,
most previous research has concentrated
on tourism villages, tourism students, tour
guides, or local communities in established
tourism  destinations such as Bali,
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Yogyakarta, Lombok, and East Java
(Dewi, 2023; Menggo et al., 2022).
Comparatively little attention has been
devoted to examining the English language
needs of tourism stakeholders in emerging
tourism destinations, particularly in Pagar
Alam City. Existing studies conducted in
Pagar Alam have predominantly focused
on  tourism  marketing  strategies,
destination branding, tourist satisfaction,
and digital promotion rather than the
communicative competencies required by
tourism personnel (Puspitasari, 2018).
Consequently, empirical evidence
regarding the English language needs of
tourism stakeholders in Pagar Alam
remains limited, creating a gap in the
literature concerning the development of
contextual English for Tourism programs.

Considering the rapid development
of tourism in Pagar Alam and the
increasing number of international visitors
expected in the future, identifying the
English language needs of tourism
stakeholders has become increasingly
important. Understanding these needs will
provide valuable information for designing
English for Tourism training programs,
developing relevant instructional
materials, improving tourism services, and
strengthening the international
competitiveness of Pagar Alam as one of
Indonesia’s emerging tourism destinations.
Therefore, this study aims to analyze the
English language needs of tourism
stakeholders in Pagar Alam City to support
services for international tourists. The
findings are expected to contribute to the
development of English for Specific
Purposes (ESP), particularly English for
Tourism, while  providing practical
recommendations for local governments,
educational institutions, and tourism
practitioners in improving tourism service
quality.
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2. METHOD
2.1 Research Design

This study employed a descriptive
mixed-methods design, integrating
quantitative and qualitative approaches to
obtain a comprehensive understanding of
the English language needs of tourism
stakeholders in Pagar Alam City. The
quantitative data were collected through
structured questionnaires to identify
participants' perceived English language
needs, while qualitative data were obtained
through semi-structured interviews to
explore in greater  depth  the
communicative challenges encountered by
tourism stakeholders when interacting with
international tourists (Neuman, 2019;
Pratt, 2020). This design is widely
recommended in English for Specific
Purposes (ESP) needs analysis because it
enables researchers to combine numerical
trends with contextual explanations
(Creswell, 2022).

2.2 Population, Sample, and Sampling

Technique

The population of this study
consisted of tourism stakeholders in Pagar
Alam City, South Sumatra, including
personnel from the Tourism Office, tour
guides, hotel and accommodation staff,
restaurant employees, tourism destination
managers, transportation providers,
souvenir sellers, and local tourism
entrepreneurs. The participants  were
selected using purposive sampling, as they
were directly involved in providing
tourism services and communicating with
domestic and international visitors. A total
of 100 respondents participated in the
questionnaire survey, while 15 participants
representing different tourism sectors were
purposively  selected for in-depth
interviews to obtain richer information
regarding their English language needs and
workplace communication experiences
(Kvale, 2021; Gill & Baillie, 2018).
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2.3 Data Collection

Data were collected through two
instruments: a structured questionnaire and
semi-structured interviews. The
questionnaire was developed based on the
framework of Needs Analysis in English
for Specific Purposes (ESP) proposed by
Amirbayeva (2024). It consisted of Likert-
scale and multiple-choice items that
explored respondents’ English language
proficiency, the frequency of English use
in the workplace, communicative
situations requiring English, perceived
language difficulties, preferred learning
materials, and preferred training models.

Semi-structured interviews were
conducted to gain deeper insights into
participants' experiences in

communicating with international tourists
and their expectations regarding future
English for Tourism training programs.

2.4 Research Instruments

The questionnaire comprised five
dimensions: (1) respondents’ demographic
profiles and occupational backgrounds; (2)
English language skills required in tourism
services (listening, speaking, reading, and
writing); (3) communicative functions
frequently performed in tourism contexts,
such as greeting visitors, explaining tourist
attractions, giving directions, handling
reservations, responding to complaints,
and promoting local products; (4)
challenges encountered when
communicating in English; and (5)
preferred  English  learning  topics,
instructional methods, and training
duration. The interview protocol was
designed to validate and enrich the
questionnaire  findings by exploring
authentic ~ workplace  communication
needs.

2.5 Data Analysis

The quantitative data were analyzed
using descriptive statistics, including
frequencies, percentages, means, and
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standard deviations, to identify the
dominant English language needs of
tourism stakeholders. Meanwhile,
qualitative interview data were analyzed
using thematic analysis, involving data
reduction, coding, categorization, theme
development, and interpretation following
the procedures proposed by Braun and
Clarke (2019). The findings from both
datasets were integrated to identify the
target language needs, learning needs, and
priority English competencies required by
tourism stakeholders in Pagar Alam City.
The analysis referred to the concepts of
Target Situation Analysis (TSA), Present
Situation Analysis (PSA), and Learning
Needs, which are widely adopted in ESP
needs analysis research.

3. RESULTS AND DISCUSSION

3.1 Respondents’ Characteristics

A total of 100 tourism stakeholders
in Pagar Alam City participated in the
questionnaire survey, while 15 participants
representing different tourism sectors were
purposively selected for semi-structured
interviews to provide deeper insights into
their English language needs and
workplace communication experiences.
The participants included personnel from
the Tourism Office, tour guides, hotel and
restaurant staff, destination managers,
transportation providers, souvenir sellers,
café owners, homestay operators, and
tourism entrepreneurs.

The respondents were between 20
and 58 years old, consisting of 57 males
(57.0%) and 43 females (43.0%). Most
respondents had completed senior high
school (44.0%) and bachelor's degree
(38.0%), while the remainder held diploma
(12.0%) and  postgraduate  (6.0%)
qualifications. The diversity of
respondents’ educational backgrounds and
occupations indicates that the study
captured English language needs across a
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broad range of tourism service sectors in
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Pagar Alam City.

Table 1. Demographic Characteristics of Questionnaire Respondents

Variable Category Frequency Percentage (%)
Gender Male 57 57.0
Female 43 43.0
20-29 years 31 31.0
Age 30-39 years 35 35.0
40-49 years 21 21.0
>50 years 13 13.0
Senior High School 44 44.0
Education Diploma 12 12.0
Bachelor's Degree 38 38.0
Postgraduate 6 6.0
Tour Guide 18 18.0
Hotel Staff 22 22.0
Restaurant/Café Staff 15 15.0
Occupation Tourism Office Staff 10 10.0
Souvenir Sellers 13 13.0
Transportation Providers 12 12.0
Destination Managers 10 10.0
The demographic profile indicates Japanese 4 4.0
that the respondents represented diverse Korean 2 2.0
tourism professions that interact directly French 2 2.0

with visitors.

Such diversity provides

comprehensive insights into the English
language needs across various tourism
service settings in Pagar Alam City.
Meanwhile, the interview data from the 15
selected participants complemented the
quantitative findings by providing richer

information

regarding

communicative

challenges, workplace language demands,
and expectations for future English for
Tourism training programs.

3.2 Preferred Foreign Language
To identify the foreign language

most

needed in

the tourism sector,

respondents were asked to indicate the
language they considered most important
for supporting their daily work. The
findings are presented in Table 2.

Table 2. Preferred Foreign Language

Language | Frequency | Percentage (%0)
English 85 85.0
Mandarin 7 7.0

As shown in Table 2, English was
identified as the most important foreign
language by 85% of respondents, followed
by Mandarin (7%), Japanese (4%), and
Korean and French (2% each). These
findings indicate that English is the
primary language required by tourism
stakeholders in  Pagar Alam  for
communicating with international tourists.

The predominance of English
reflects its role as the global lingua franca
in tourism. Respondents emphasized that
English is essential for providing tourist
information, explaining local attractions,
offering recommendations, and handling
daily interactions with foreign visitors.
Although several respondents recognized
the importance of other foreign languages,
English remains the highest priority.
Therefore, English for Tourism training
should be prioritized while introducing
basic expressions in other commonly used
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languages as complementary learning
materials.

3.3 English Skills Needed

Respondents were further asked to
evaluate the importance of the four macro
English language skills required in their
workplace. The results are presented in
Table 3.

Table 3. Priority English Skills

Skill Mean Category
Speaking 4.72 Very High
Listening 4.45 High
Reading 3.81 High
Writing 3.54 Moderate

Table 3 shows that speaking

received the highest mean score (M =
4.72), followed by listening (M = 4.45),
reading (M = 3.81), and writing (M =
3.54). These findings indicate that oral
communication skills are the highest
priority for tourism stakeholders in Pagar
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Alam, as they interact directly with
international tourists in their daily work.

Interview findings revealed that
respondents frequently use English to greet
visitors, explain tourist attractions, provide
travel information, and answer tourists'
questions, making speaking and listening
the most essential skills. Although reading
and writing were rated lower, respondents
acknowledged their importance for
handling reservation documents, reading
tourism information, and responding to
digital communication. Overall, the
findings suggest that English for Tourism
training should prioritize communicative
speaking and listening activities through
authentic workplace scenarios relevant to
the tourism industry.

3.4 Difficulties in Using English

Respondents were also asked to
identify the main challenges they
encounter when communicating in English
with international tourists. The results are
summarized in Table 4.

Table 4. Major Communication Difficulties

Difficulty Frequency | Percentage (%)
Speaking fluently 45 45.0
Limited vocabulary 23 23.0
Listening comprehension 15 15.0
Grammar 10 10.0
Pronunciation 7 7.0

As presented in Table 4, the greatest
challenge faced by respondents was
speaking fluently (45%), followed by
limited vocabulary (23%), listening
comprehension (15%), grammar (10%),
and pronunciation (7%). These findings
suggest  that  tourism  stakeholders
experience greater difficulties in practical
communication than in grammatical
knowledge. Interview data further revealed
that respondents lacked confidence in
communicating with international tourists
due to limited opportunities to practice
English in authentic workplace situations.

Therefore, respondents expressed the need
for practical English training that
emphasizes speaking fluency, tourism-
related vocabulary, listening practice, and
interactive communication activities rather
than grammar-focused instruction alone.

3.5 English Communication Functions
Needed
To  determine  the  specific
communicative functions required in
tourism workplaces, respondents evaluated
several common English communication
tasks. The results are presented in Table 5.
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Table 5. English Communication Functions Required at Work

Communication Function

Mean Category

Greeting tourists

4.80 Very High

Explaining tourist attractions

4.77 Very High

Giving directions

4.71 Very High

Recommending local products 4.53 High
Handling complaints 4.41 High
Hotel check-in/check-out communication 4.39 High
Emergency communication 4.25 High

Table 5 shows that greeting tourists,
explaining tourist attractions, and giving
directions received the highest mean
scores, indicating that these are the most
essential English communication functions
required by tourism stakeholders in Pagar
Alam. Interview findings revealed that
respondents frequently provide
information about local attractions,
transportation,  accommodation,  and
cultural destinations, highlighting the need
for effective spoken English. In addition,
the high ratings for handling complaints
and hotel communication emphasize the

importance of customer service skills in
ensuring visitor satisfaction. Therefore,
future English for Tourism training should
focus on practical communication through
authentic role-play, destination
interpretation, and customer service
scenarios relevant to tourism workplaces.

3.6 Preferred English Training Topics

Finally, respondents were asked to
identify the English learning topics they
considered most relevant to their
professional responsibilities. The results
are presented in Table 6.

Table 6. Preferred English for Tourism Topics

Training Topic Percentage (%)
English for Tour Guiding 88.3
Hospitality English 84.2
English for Tourist Information Services 81.7
English for Cultural Promotion 77.5
English for Culinary Tourism 71.7
Cross-cultural Communication 68.3
Digital Tourism Promotion 65.0

The  findings indicate  that
respondents strongly preferred learning
English for Tourism that is directly
applicable to their professional
responsibilities. English for Tour Guiding
was identified as the highest priority
(88.3%), followed by Hospitality English
(84.2%) and English for Tourist
Information Services (81.7%). Interview
data further revealed that respondents
expected practical training emphasizing
authentic  dialogues,  tourism-specific
vocabulary, intercultural communication,
and role-play activities related to

introducing  Pagar Alam's  tourism
attractions. Overall, these findings suggest
that future English for Tourism programs
should adopt a workplace-oriented
curriculum focusing on communicative
competence and authentic  tourism
interactions to improve service quality and
strengthen Pagar Alam's competitiveness
as an emerging tourism destination.

DISCUSSION

The findings reveal that English is
perceived as the most essential foreign
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language among tourism stakeholders in
Pagar Alam City. This result supports the
argument that English functions as the
international lingua franca in tourism and
remains indispensable for delivering
quality services to international visitors.
Tourism personnel increasingly require
communicative competence rather than
merely grammatical knowledge because
their  daily  responsibilities  involve
providing information, promoting
destinations, and interacting with tourists
from different linguistic backgrounds
(Farida et al., 2025; Jordan-Palomar et al.,
2018; Saputri et al., 2025).

The dominance of speaking as the
highest-priority language skill is consistent
with previous English for Tourism studies.
Respondents considered oral
communication fundamental because they
frequently greet tourists, explain tourist
attractions, provide recommendations, and
answer visitors' questions. Similar findings
were reported by Kholidi et al. (2022),
who found that speaking and listening
were the two most critical English skills
required in Malaysia's tourism industry.
Likewise, Namtapi (2022) concluded that
English courses for tourism personnel
should prioritize authentic communicative
situations rather than general English
instruction.

Another important finding concerns
respondents’ communication difficulties.
Nearly half reported that speaking fluently
remained their greatest challenge, followed
by limited vocabulary and listening
comprehension. These findings suggest
that many tourism stakeholders possess
basic English knowledge but lack
confidence and opportunities to use
English in authentic tourism contexts. This
finding is in line with Nguyen and
Modehiran (2023), who emphasized that
tourism employees require continuous
practice in workplace communication to
improve communicative competence.
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Regarding English language
functions, respondents placed the highest
priority on greeting tourists, explaining
tourist attractions, and providing travel
information. These communication
functions represent the core
responsibilities of tourism stakeholders
and therefore should become the primary
focus of English for Tourism training.
Ma’fiyah and Sumardiono (2023) argue
that ESP programs should be developed
based on learners' target situations so that
instructional materials correspond directly
to workplace communication needs.

The preference for English for Tour
Guiding and Hospitality English further
confirms that respondents require practical
and occupation-specific language
instruction.  This  finding  supports
Kurniawati and Malasari (2022), who
suggested that English learning materials
should integrate local tourism
characteristics and workplace
communication. Similarly, Ratmanida et
al. (2020) highlighted that authentic
tourism scenarios and local cultural
content increase the relevance and
effectiveness of English for Tourism
instruction.

Overall, the results indicate that
tourism stakeholders in Pagar Alam
require English training that emphasizes
communicative  competence,  tourism
vocabulary, intercultural communication,
destination interpretation, and customer
service. The findings also demonstrate the
importance of conducting systematic needs
analysis before developing English for
Tourism curricula. By identifying actual
workplace communication needs, local
governments, educational institutions, and
tourism organizations can design more
effective English training programs to
improve tourism service quality and
strengthen Pagar Alam's competitiveness
as an emerging tourism destination.
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4. CONCLUSION

This study identified the English
language needs of tourism stakeholders in
Pagar Alam City and demonstrated that
English is the primary foreign language
required to support communication with
international  tourists.  Speaking and
listening emerged as the most essential
language skills, while speaking fluency,
limited tourism-related vocabulary, and
listening comprehension were the main
challenges encountered in workplace
communication. Tourism stakeholders also
highlighted the need for practical English
functions, including greeting visitors,
explaining tourist attractions, providing
travel information, giving directions, and
handling customer inquiries.

The findings further revealed that
respondents preferred English training
focusing on tour guiding, hospitality,
tourist  information  services, and
destination promotion through authentic,
workplace-based  learning  activities.
Therefore, English for Tourism programs
should be designed based on a needs
analysis  approach that emphasizes
communicative competence and real-life
tourism scenarios. Such programs are
expected to improve the quality of tourism
services,  strengthen  the  English
communication  skills  of  tourism
stakeholders, and enhance the international
competitiveness of Pagar Alam as an
emerging tourism destination. Future
studies are encouraged to involve larger
samples and evaluate the effectiveness of
English for Tourism training programs in
improving workplace communication and
visitor satisfaction.
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