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Abstract

English for Specific Purposes (Henceforth, ESP) is widely used in English
language programmes, yet in Algeria few studies have been conducted to improve ESP
courses so that they suit the Algerian context. Hotel Management field represents this
challenge for English is the most used language when hotel receptionists interact with
their clients at the front office. Receptionists graduate from training centres after having
a two-year training. When they join the workplace, they encounter some communicative
difficulties for tourists are from different backgrounds.

The purpose of this study is to investigate the English language needs of Gourara
Hotel-Timimoun receptionists in the workplace. This investigation was based on the
hotel clients’ expectations, perceptions, satisfaction and opinions about the front desk
staff communicative performance in listening, speaking, hospitality, intercultural
communication and speech-acts. The findings might provide empirical data serving the
Algerian context.

The Needs Analysis framework was used to explore the hotel clients’ satisfaction
with receptionists’ performance. The sample group was sixty English-speaking tourists
who stayed at Gourara Hotel in Timimoun from December 25", 2010 to January 2",
2011. About sixty five-Likert Scale questionnaires were distributed and sixty structured
interviews were conducted using probability sampling. Collected Data were analysed
using percentages, descriptive statistics of means and standard deviations and gap
analysis. The results were represented in tables and figures.

The dissertation consists of four main chapters. The first chapter explains the
methodology of the research and the learning situation of English in Hotel Management
Training Centres. The second chapter states the literature review related to the study. It
included three main parts: communication at the workplace, English in Tourism and
Hotel Management field, and Needs Analysis in ESP courses. The third chapter deals
with the analysis of the collected data. The fourth and last chapter discusses the findings
and suggested some recommendations that might contribute to developing English for

hotel receptionists’ courses and/or training.
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GENERAL INTRODUCTION

General Introduction

It is commonly known that language is taught to achieve a certain
communicative competence in a given target language and culture. This competence
refers to the learners’ ability to recognise the different language uses and to perform
them appropriately in a particular social and cultural context. Thus, promoting the
learners’ competence is an important issue, particularly in the context of English for
Specific Purpose (Henceforth, ESP) where learners are in contact with the target
language. In regard to this, it is necessary to provide learners with both specific
language needs and contextual (or pragmatic) knowledge required at the workplace.

There is an increasing need for English as a means of communication between
different nations. People around the world are eager to learn English to a good level of
competence because English has become a requirement in many fields. Business
companies employ the power of the English language to develop their trade.
Researchers and scientists present their discoveries and inventions in English to
disseminate them to everyone. Internet users participate in chat rooms and websites in
English. Therefore, English has become a means of communication either in daily life
or professional usage.

Hotel Management is a field where the English language is highly used.
Communicating effectively is a key to success in a receptionist’s profession. Hotel
receptionists are faced with problems in using language when they deal with their
clients’ different accents and cultures. Their performance has an impact on their
clients’ satisfaction and attitudes. The lack of effective communication is a problem
that hotel receptionists confront at the workplace because language is not only a matter
of accuracy but also a matter of appropriate language use and fluency, which is part of
service quality. Hence, what is at stake here is language efficiency. Receptionists need
to use the language appropriately to satisfy the expectations of their clients, thus keep

them coming back.
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Being a hotel receptionist in Algeria requires a special training in one of the
Tourism and Hotel Management Training Centres. The Hotel Management field relies
on these centres to qualify trainees in terms of language proficiency. However, there
has never been a study conducted to identify the language needs of the hotel reception
profession in Algeria that might serve as the basis for an ESP syllabus. When language
needs are not determined, the efforts made by trainees, teachers and administrators will
be useless, and trainees will end up being helpless when they join the workforce, or, at
least, the efficiency of the whole act will not be worth the efforts and energy. This
results in poor service quality and low clients’ satisfaction.

Additionally, hotel receptionists personify the hotel service quality. They are the
first hotel representatives to contact the clients. They greet and welcome them at their
arrival; they give the last impressions when clients leave the hotel; they respond to
their requests for information or for hotel services, and they deal with their complaints
in case anything goes wrong. Therefore, the clients’ level of satisfaction is the target of
Hotel Management Business. Measuring customers’ satisfaction can serve as a tool to
evaluate the service quality as well as to improve the front desk performance.

In order to improve the English communicative performance of the front desk
staff at Gourara Hotel in Timimoun, this research investigated clients’ satisfaction with
receptionists’ use of English language communication skills, (listening and speaking),
hospitality, intercultural communication and language functions (speech-acts). It
aimed at providing some empirical data about the English language needs of hotel
receptionists based on clients’ expectations, perceptions and insights. It sought which
language uses need to be improved.

The study was based on two main research questions:

1. To what extent are clients satisfied with the front desk staff English
language use?
2. Which receptionists’ language use needs to be improved?

On the grounds of the above questions, it was hypothesized that:

1. Gourara Hotel’s clients were dissatisfied with the communicative

performance of receptionists at the front desk.
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2. Their dissatisfaction was due to some very specific pragmatic failure in
the receptionists' communicative performance, that is to say; some
receptionists’ speech-acts (such as: greeting, dealing with complaints ...)
are not performed in the appropriate way.

The dissertation is divided into four chapters. The first chapter aims at
providing an overview of the study. It consists of two main parts. The first part tackles
the situation of English in Tourism as well as its status in Tourism and Hotel
Management Training Centres in Algeria. The second part describes the research
methodology that was followed in the study.

The second chapter aims at presenting the literature review relevant to the
subject serving as a background for the study. This chapter includes three parts. The
first part is an overview of communication at the workplace, the importance of
communicative tasks in accomplishing workplace goals and the vital importance of
communicative competence in establishing effective communication. The second part
focuses on Needs Analysis and its importance as a key concept in English for Specific
Purposes courses. The third part provides information about English for Tourism in
general and Hotel Reception in particular. It discusses previous studies in the field of
Tourism, the skills needed in the profession, the required speech-acts, and the role of
clients in improving service quality.

The third chapter represents the analytical part of the research .It targets the
presentation of the results obtained from the questionnaires and the structured
interviews that were administered in the fieldwork. Both the questionnaires and the
structured interviews sought to collect information about hotel receptionists’
communicative needs through clients’ expectations, perceptions and opinions. The
findings were summarized and presented in tables and figures.

The fourth chapter focuses on the conclusions drawn from the data analysis. It
provides discussions of the obtained results. Practical implications are presented with
suggestions for training actions that could be taken by teachers, course designers,
Gourara Hotel managers or authorities to improve the front desk staff communicative
competence and satisfy the hotel clients. In addition, the chapter points out a number

of limitations to the study that should be taken into consideration.
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Chapter One

An Overview of the Research

1.1. Introduction

With the spread of English as a global language and as a means of
communication between different nations, this language (English) is becoming
more and more vital and needed either in academic contexts or vocational ones.
Tourism and Hotel Management is one of the fields where the English language is
highly used. This chapter is a description of the importance of English in the
Tourism sector. It contains two main parts: the first part describes the role of
English in Tourism generally as well as its situation in Tourism Training Centres in
Algeria. The second part explains the research methodology that was adopted in the

present study.

1.2. Situation Analysis

The World market has noticeably changed from product to service marketing
and Algeria is not an exception. Service businesses compete to improve the service
quality especially the Tourism and Hotel Management. Hence, it is essential to shed
the light on this field which relies mostly on the English language for it has become

a universal language.

1.2.1. English in Tourism and Hotel Management

Tourism is changing due to technology and new life styles. Today, many
tourists are more sophisticated, making their own plans and holiday bookings. They
are what tourism specialists call Free and Independent Travellers. Consequently,
tourism has become a hot spot of business competitiveness. Even with high service,

success relies on marketing, monitoring, and continuous improvement.
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Among the vocational and professional areas that highly use English at the
workplace are Tourism and Hotel Management. When discussing the development
of Tourism in the world, it is essential to mention that English has become a global
language. According to Crystal (1997), English at present is the dominant or official

language in over 100 countries and is represented in each of the five continents:

“Most of the scientific, technological and academic information in

the world is expressed in English and over 80% of all the

information stored in electronic retrieval systems is in English”
(Crystal, 1997: 106)

countries where English is the first and often only language of most people

countries where besides English as a native language there is at least one other
significant native tongue

countries where English is not native, only official language

Figure 1.1: English Language around the World
(Lukdczky and Guszlev, 1997)
The variety of ways in which the English language relates to tourism has
attracted much attention. Within a range of fields of study, English in tourism has
been highlighted as:

> a factor of the process of ‘language brokerage’ (Cohen and Cooper,
1986),


http://lazarus.elte.hu/~guszlev/gb/vilag.map
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» a means of promoting a global lifestyle (Thurlow and Jaworski,
2003),

> a key element of tourist destination branding (Morgan, Pritchard and
Pride. eds., 2002),

» a means of enabling individuals to experience their identity through

tourism (Palmer, 2005),

a means of shaping a tourist destination (Cappelli, 2006),

a key factor of tourists’ perceptions (Phipps, 2006),

a carrier of a destination’s ‘sovereign subjectivity’ (Bryce ,2007), and

YV V VYV V

crucial for the new theorizing of tourism (Ateljevic, Pritchard and
Morgan. eds., 2007).

Therefore, English is the bridge between tourists and tourism operators.
English skills are a daily requirement for career advancement. Satisfying customers

and meeting their expectations require communicative competence and proficiency.

1.2.2. Tourism and Hotel Management Training in Algeria

Realizing that tourism has the potential to develop the economy of any
country, Algerian authorities are trying to emphasize the development of this sector.
To give substance to this goal, authorities have been encouraging investments in the
development of hotels. According to the World Tourism Organization (UNWTO) —
a specialized agency of the United Nations that serves as a global forum for
tourism-related issues —, Algeria has stepped up her total travel and tourism
operating expenditure. The Oxford Business Group (2011) anticipated that, by the
year 2017, 1.1 per cent of the total government spending in Algeria will be devoted
to the development of tourism.

The government also highlighted the importance of training in the tourism
sector. There is a lack of Algerian hotel schools offering specialised training.
Hence, a new training chart for hotel and tourism trades is due to be set up

announced the Minister of Tourism and Craft Industry on December 2010. "It is
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necessary to have a new training chart to assess our needs in terms of quality and
quantity before deciding which trades we should focus our efforts on”, the Minister
said at a meeting with the graduates and students of the National College of
Tourism. Considering training as the "cornerstone™ for tourism development, the
Minister said a road map would be developed to determine the fields and activities
for investments. He also stressed the importance of human resources training in
tourism; a sector that can generate a considerable number of jobs (Algeria News,
2010).

In Algeria, most of the hotel receptionists graduate from the Tourism and
Hotel Management Centres which are schools that provide training in four areas of
concentration including Kitchen, Hotel Reception, Restaurant and Travel Agency.
There are two main public Tourism Training Centres, one in Bou-saada and the
other in Tizi Ouzou. The training period lasts for two years in these centres. During
that time, trainees study general subjects such as foreign languages; French, English
and German, and major subjects that are related to the selected major. It is required
that a trainee must have finished his/her second or third year at high school without
the Baccalaureate Degree. Young people between the ages of eighteen and twenty-
seven are admitted only after passing an entrance exam that takes place in
September each year (Appendix E).

The first year of training includes three phases. The first phase is called the
Common Core. During this three-month phase, the trainees acquire general learning
and study general courses. During the second phase which lasts for six months, the
trainees are oriented to their major. The third step includes two months of practical
training outside the Centre, in restaurants, hotels and travel agencies. The second
year includes nine-months of training in the area of concentration and reinforcement

training followed by two more months of practical training outside the centre. At

' From http://info.endz.co.cc/2010/12/new-tourism-training-chart.html . [Accessed
19/03/2011]
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the end of the two years, trainees must pass a final exam in order to be awarded a

“Certificate of Technician in Hotel Management and Tourism”.

The training includes the following theoretical and practical courses:

Tourism techniques

Foreign languages

Training in cultural studies
Practical training in real situations

Technical visits to some touristic units such as hotels, saunas

Upon receiving the certificate, a trainee will be appointed to a post in his or her area

of concentration and will begin a future career.

The following table summarizes the training period:

First Year Second Year
Phase One Common Core Reinforcement

(3 months) (9 months)
Phase Two Major Practical Training

(6 months) (2 months)
Phase Three Practical Training Final Exam

(2 months)

Table 1.1: Training Period

The English course in Tourism and Hotel Management Training Centres is

considered a general course but is still regarded as a very important and relevant

subject. This is due to the fact that the trainees are aware of the vital importance of

foreign languages in their future careers. It is important for teachers of this course to

know how much time is needed for learning a language and how much time is

allocated to teach it in order to plan the syllabus. English for Specific Purposes

learners should be taught the English they need according to the time allocated to

the English subject. “Most ESP courses are subject to time constraints and time

8
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must be effectively utilized” (West, 1994 cited in Basturkmen, 2006: 18). In the
Tourism and Hotel Management Training Centres, four hours a week are allotted to
teaching the subject of English during two years of training.

Teachers of the English language at the Tourism and Hotel Management
Training Centres are university graduates and are lacking the technical training
except some basic knowledge in the field. Teachers thus are General English
teachers and they are employed to teach ESP for Hotel Receptionist courses. During
their graduation, they studied the following modules: Grammar, Written
Expression, Phonetics, Linguistics, Educational Psychology, Didactics, Literature,
Civilization and Oral Expression.

The teacher bases the new curriculum on labels of an old Algerian
programme used during the 1970’s. The course is developed according to the major,
that is to say Hotel Reception, Travel Agency, and Restaurant...etc. Although
English is considered as an important subject, there is no official academic ESP
syllabus. The teacher must develop his/ her own syllabus on the basis of relevance
to a given major. The language content of any ESP course should be based on
Needs Analysis; however, no Needs Analysis has ever been conducted to identify
the hotel reception trainees’ needs, either at the workplace or in the training centres.

The objectives of an ESP course should be determined by a learners’ Needs
Analysis as Miliani (1985: 19) states, “These objectives derive from an analysis of
the students' needs which help determine the way in which a course can go”.
However, the objectives of the course at Tourism and Hotel Management Training
Centres are determined by teachers that do not have sufficient knowledge about the
field being taught and are not given any idea about Needs Analysis. The teachers
have no idea about how to conduct Needs Analysis to determine the ESP course
objectives.

It is important to mention that the syllabus begins with what is called by
teachers “common courses” (Appendix D). Common courses are taught to trainees
of all majors before starting the ESP courses. These courses refer to what is

sometimes named English for General Business Purposes. As Hutchinson and
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Waters (1998: 55) point out, “English for General Business Purposes courses are

usually for pre-experience learners or those at very early stages of their career.”

Common courses in Algerian Tourism and Hotel Management Centres include

lessons about:

Tourism Industry

Present and past simple tenses
Description of past events
Description of people’s past activities
Food and beverages

The kitchen and its staff

The list of Irregular verbs

After three months of common courses, learners are divided into majors and

English for Specific Purposes courses start. The type of syllabus for teaching ESP in

Tourism and Hotel Management Training Centres is functional /notional (Appendix

D) involving the following:

Describing
Instructing
Greeting
Welcoming
Informing
Explaining
Corresponding

Apologizing

The functional syllabus emphasizes the communicative purpose of language.

The content is developed around a set of functions, such as inviting, requesting, and

agreeing; and notions such as age, size, colour, and time. To evaluate trainees, the

training period is accompanied with periodic written and oral tests and exams.

After graduating from the centre, the trainee is appointed to a position and starts

his/her professional life. When he/she joins the workplace, communicative
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problems appear. The main goal of the Tourism Industry is to satisfy clients and
persuade them to come back on one hand. On the other hand, clients have different
attitudes, cultures and accents. This diversity makes working in the tourism sector a
difficult job especially for the front-line employees who represent the whole
organization. Therefore, it is important to measure clients’ satisfaction, compare
their expectations to their perceptions and use the results as a tool to improve the
front desk service. In other words, the front desk staff communicative language
needs can be identified via their clients’ expectations, perceptions and opinions

about the service quality.

1.3. Research Methodology

The present research was conducted in two stages. The first stage included
the secondary research-reviewing relevant literature, books, and related information.
The second stage involved the primary research which dealt with the collection of

primary data through questionnaires and structured interviews.

1.3.1. Population and Sampling
The population of the study consisted of English-speaking tourists who
stayed at Gourara Hotel in Timimoun from December 25", 2010 to January 2nd,
2011. In determining the target situation, an important issue is that of sampling.
Sampling involves asking a portion of the potential population instead of the total
population and seeks to create a sample that is representative of the whole
population (Richards, 2001).
According to Cohen et al. (2000), judgments have to be made about four key
factors in sampling:
= the sample size,
= the representativeness and parameters of the sample,
= access to the sample and

= the sampling strategy to be used.

11
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Believing that a limited sample group cannot represent all the population,
this research was not meant to be generalized to the whole English-speaking tourists
in Algeria. However, it was meant to be generalized for the chosen hotel customers
(Gourara English-speaking clients). Thus, a probability sample was chosen in order

to conduct the research. Cohen et al. argue that:

“a probability sample, because it draws randomly from the wider
population, will be useful if the researcher wishes to be able to
make generalizations, because it seeks representativeness of the
wider population”
(Cohen et al., 2000: 99)
In probability samples, all people within the research population have a specifiable

chance of being selected. These types of sample are used if the researcher wishes to
explain, predict or generalize to the whole research population (Dawson, 2009). In
order to determine the sample size of the research, the sampling error which is an

approach to determining sample size for a probability sample was used.

“Another approach to determining sample size for a probability
sample is in relation to the confidence level and sampling error.
For example, with confidence levels of 95 per cent and 99 per cent
and sampling errors of 5 per cent and 1 per cent respectively, the

following can be set as sample sizes:

Sampling error of 5% with a confidence Sampling error of 1 % with a confidence
level of 95% level of 99%
Size of total population Size of sample population Size of sample population
(N) ) ©)
50 44 50
100 79 99
200 132 196
500 217 476
1,000 278 907
2,000 322 1,661
5,000 357 3,31
10,000 370 4,950
20,000 377 6,578
50,000 381 8,195
100,000 383 8,926
1,000,000 384 9,706

Figure 1.2: Sample Size, Confidence Levels and Sampling Error”
(Cohen et all, 2000: 94-95)

12
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Based on the previous citation, The Yamane (1967: 886) formula in sampling was
used to determine the acceptable number of responses in accordance to the
confidence level and sampling error. The following formula was used:

N
n=

1+N (e) 2
Where n is the optimal sample size, N is the population size (the total number of
tourists that visited Gourara Hotel in 2010), and e is sampling error (0.05 or 5%).
That is to say, the level of confidence is 95%. Therefore:

70
Sample size =

1+70(0.05)2

Sample size = 59 clients.
So the acceptable number of responses was 59 clients representing 84.28% of the

whole population. The results of the sample size are shown in the following table:

Hotel Clients Level of Sampling Sample Size Type of
(Population Size) Confidence Error Sampling
70 95% 0.05 or 5% 59 Yamane
Formula

Table 1.2: Results of the Sample Size

For the representativeness of the sample, the researcher needs to “set the
parameter characteristics of the wider population—the sampling frame—clearly
and correctly” (Cohen et al, 2000: 98). In this study, it is important to consider the
data collection period as a parameter characteristic of the sample. The data
collection took place during the New Year period. If the study were to have been
carried out in another period, the results might have been different. Participants
might be affected by the joy of the New Year celebration which could influence

their level of satisfaction.
13
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Access to the sample is a problem that a researcher may encounter.
“Researchers will need to ensure not only that access is permitted, but is, in fact,
practicable” (ibid: 98). To get legal access to the sample, a letter was written and
sent to the Ministry of Tourism to ask for permission to conduct the study.
Moreover, the researcher stayed at the reception desk to be able to interview the

hotel clients as well as to follow the distribution of the questionnaires.

1.3.2. Research Instruments

An important partner to concurrent validity is triangulation. According to
Cohen et al. (2000: 112), triangulation is defined as “the use of two or more
methods of data collection in the study of some aspect of human behaviour”. Since
one source of information is likely to be incomplete or partial, a triangular approach
is advisable when conducting a research (Richards, 2001). Employing quantitative
data collection techniques, the data collection tools chosen for this study were:

1. Questionnaire

2. Structured interview

1.3.2.1. Questionnaire:
The questionnaire is found to be the best tool to deal with the hotel clients. It

was selected as a means of data collection for the following reasons:

1. The questionnaire provides the possibility of collecting data in a short
period of time.
2. The questionnaire provides participants a flexible and convenient way
to contribute to the study.
3. The questionnaire protects the anonymity of the participants, which
encourages them to respond honestly.
4. The questionnaire provides empirical data which is the aim of this
study.
In this study, the questionnaires consisted of four sections:
Section 01: Clients’’ Nationalities

14
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It was necessary to know the nationalities of the respondents in order to

study the connection between the clients’ expectations, perceptions and satisfactions

with the front desk communicative performance and their nationalities.

Section 02: Clients’ Perceptions

The second section was designed to provide data to answer the first general

research question, “To which extent are clients satisfied with the front desk staff

English language use?” In order to answer this question, four sub-sections were

included:

A. Communicative Skills

The first sub-section sought the level of clients’ expectations and perceptions

towards the communicative skills of the receptionists. It involved four items:

1.

The front desk staff can speak clearly so that the client can understand
them

The front desk staff can understand the client.

The front desk staff can listen to the client carefully and ask for
further information

The front desk staff can provide clear directions to the client’s room
and other hotel services

The front desk staff can restate that they understand the client’s needs.

B. Hospitality

The second sub-section was designed in order to find out the level of clients’

expectations and perceptions about the hospitality language used by the

receptionists. It contained three items:

1.
2.

The front desk staff can express courtesy through friendly manners.

The front desk staff can use appropriate tone of voice.

3. The front desk staff can welcome the client friendly and politely.

C. Intercultural Communication

The third sub-section was designed in order to provide data about the level of
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clients’ expectations and satisfaction towards the intercultural communication used

by the receptionists. It comprised two items:

1.

The front desk staff can make appropriate eye contact when
communicating.
The front desk staff can use appropriate gestures to show that they

understand client’s needs.

D. Speech-acts

The fourth sub-section sought the level of clients’ expectations and

perceptions of the receptionists’ use of language functions related to their job. It

contained seven items:

1.

The front desk staff can greet the client appropriately.

. The front desk staff can ask appropriate questions.

2
3. The front desk staff can respond to clients’ requests appropriately.
4.
5
6
7

The front desk staff can settle the clients’ complaints with diplomacy.

. The front desk staff can define the problem concerning my complaints.
. The front desk staff can ask for further information appropriately.

. The front desk staff can use appropriate address forms.

The four sub-sections (Communicative Skills, Hospitality, Intercultural

Communication and Speech —acts) were organized in a table in which two columns

were drawn. The first column represented clients’ expectations about the front desk

communicative competencies. The second column represented clients’ perceptions

of receptionists’ communicative performance. Both the clients’ expectations and

perceptions were arranged using a five-Likert scale’ from 1 to 5: 5 is the highest

expectation/ satisfaction; whereas 1 is the lowest expectation/perception (See
Appendix A).

1 A technique used to measure someone’s attitude. It provides a range of responses to a given question or

statement, for example: How important do you consider work placements to be for secondary school students?

1 =notatall - 2 =very little - 3=alittle - 4 =alot - 5 = a very great deal (Cohen et al, 2000: 253).
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Section 03: Return to the Hotel
The third section was generated in order to know whether or not the
customers would return to the hotel another time and which factors would motivate

their choices.

Section 04: Clients’ Suggestions
Finally, the fourth section was an open-ended question about the customers’

suggestions related to the service quality of the hotel front office staff.

1.3.2.2. The Structured Interview
The structured interview is extremely useful in evaluation and Needs
Analysis (Dudley Evans and St John, 1983). For the purpose of the research,
structured interviews were also conducted among the hotel clients to add validity to
the study. It aimed at identifying clients’ opinions about the importance of language
skills, hospitality language, intercultural communication and speech-acts for a
receptionist’s profession. The structured interview is appropriate when the
researcher is aware of what he/she does not know and can frame questions that will
yield the needed answers (Dornyei, 2007). The structured interview was chosen as a
research data collection tool for the following reasons:
1. statistical data were needed to answer the research question,
2. specific information was needed. That is to say, concise data were
required and
3. the structured interview allows the collection of data in a short period of
time from a large number of participants.
The questions in the interview session were divided into three main sections,

namely Section A, Section B and Section C.

Section A
Questions in Section A covered the required level of language skills that
enables receptionists to communicate effectively. The objectives of this section

Wwere:
17
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o to identify what level of English is needed at the reception desk,

e to classify language skills according to their importance for hotel
receptionist job and

e to know what level of each language skill (Listening, speaking,

reading and writing) enables a receptionist to do his job effectively.

Section B

Questions in Section B aimed to seek the importance of:
e intercultural communication ,
e hospitality language and

e hotel vocabulary in a receptionist’s profession.

Section C
Question in Section C aimed at identifying the language skills or speech-acts
that could persuade the client to return to the hotel. The receptionists’ skills that
were included in the question were:
o friendliness and politeness,
e good listening,
e good speaking,
e use of appropriate vocabulary,
e response to your requests,
e dealing with your complaints,
e appropriate address forms and

e good welcome.

1.3.3. Pilot Study
It is of great importance to develop a pilot study to uncover some problems
in advance. A pilot study is a part of research planning. Research instruments

should be piloted and their content should be refined subsequently.
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“Where a pilot study is not feasible it may be possible to arrange
one or two scouting forays to assess possible problems and risks”

(Cohen et al., 2000: 56)

1.3.3.1. Questionnaire Piloting

Dawson (2009: 98) states that the first step in piloting a questionnaire is to
“ask people who have not been involved in its construction to read it through and
see if there are any ambiguities which you have not noticed ”. Thus, the first draft of
the questionnaire was sent to three teachers of English as well as to five online
friends (The online friends were from Pakistan, USA, Denmark, and Jordan, that is
they were native and non-native speakers of English) for revision and feedback. The
questions were revised accordingly.

Once this had been done, the researcher visited the International Book
Exhibition that took place in the capital Algiers and met some English-speaking
tourists there. Five questionnaires were given to randomly selected visitors in order
to obtain feedback. They were informed that it was a pilot test and were asked to
forward any comments they might have about the length, structure and wording of
the questionnaire. The purpose was to ensure the accuracy and feedback of their
understanding of the entire questions. The cover page also included the researcher’s
email address in case respondents wished to provide additional feedback.

The pilot questionnaire consisted of three pages and was designed to be
answered within twenty minutes. “When you re constructing a questionnaire, keep
it as short as possible” (ibid: 96). While designing the questionnaire, the researcher
paid special attention to the layout of the questionnaire in terms of fonts, spacing,
and paper quality. Dawson (2009) argues that “layout and spacing are extremely
important,” because “If your questionnaire looks cluttered, respondents will be less
likely to fill it in” (ibid: 97).

The third page of the pilot questionnaire was designed as a page of
evaluative questions for pilot respondents based on the following criteria:

1. The questions were related to the research.
2. The questions were clear and easy to read.
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3. The time taken to answer the questionnaire was moderate.

4. All items were easy to understand.

Responses to the evaluative questions went as follows:

1. All respondents indicated that the questions were related to area of

research.

2. All respondents indicated that the questions were clear and easy to

read.

3. Two respondents answered the questionnaire in less than 15 minutes

or less and only one respondent answered the questionnaire in 20

minutes.

The table below represents the responses to the evaluative questions:

Evaluative Questions Respondent | Respondent | Respondent | Respondent | Respondent
1 2 3 4 5

Do you think all the
questions are relevant to the Yes Yes Yes Yes Yes
research?
Are the questions clear and Yes Yes Yes Yes Yes
easy to read?
How long did it take you to 10 15 12 15 20
finish the questionnaire? minutes minutes minutes minutes minutes
Is there any item that you did No No No No No
not understand
Do you have any other No No No Good luck No
observations about the with your
questionnaire? Work!

Table 1.3: Questionnaire Piloting

1.3.3.2. Interview Piloting

Silverman (1985) suggests that it is important for each interviewee to

understand the question in the same way. He states that the reliability of interviews

can be enhanced by careful piloting of interview schedules, training of interviewers,
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reliability in the coding of responses, and the extended use of closed questions. One
way of controlling for reliability is to have a highly structured interview, with the
same format and sequence of words and questions for each respondent (Silverman,
1985).

Oppenheim (1992) argues that wording is a particularly important factor in
attitudinal questions rather than factual questions. He suggests that changes in
wording, context and emphasis undermine reliability, because it ceases to be the
same question for each respondent.

During the International Book Exhibition period, five English-speaking
people were interviewed and were asked about their opinions. Additional questions
were included in the pilot interview as a part of evaluative questions for pilot
respondents. Responses to the evaluative questions went as follows:

1. All respondents indicated that the questions were related to the
research.

2. All respondents indicated that the questions were clear and easy to
understand.

The table below represents the responses to the evaluative questions:

Evaluative Questions Respondent Respondent Respondent 3 | Respondent 4 | Respondent 5
1 2
1. Do you think all the questions are Yes Yes Yes Yes Yes

relevant to the research?

2. Are the questions clear and easy to Yes Yes Yes Yes Yes
understand?

3.1s there any item that you did not No No No No No
understand

4. Do you have any other No It was well No Good luck! No
observations about the interview and conducted

the way it was conducted?

Table 1.4: Interview Piloting
1.3.4. Data Collection Procedures
The data collection phase was conducted as follows:
o A letter of request including the nature and the purpose of the study,

along with a copy of the questionnaire and the interview, was written
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and sent to the Minister of Tourism to ask for permission to distribute
the questionnaires and conduct the interviews. The letter was equally
sent to the General Manager of Gourara Hotel.

e The General Manager approved and informed the individuals who
would participate in the data collection process such as the hotel front

desk staff and the front office manager.

1.3.4.1. Questionnaires

Seventy questionnaires were distributed to the customers on their arrival at
the reception desk of the hotel. These customers were requested to complete the
expectation part at the commencement of their stay. Before the customers’
departure, they were reminded and requested to complete the satisfaction part. The
questionnaires were left at the reception desk. The clients were informed that their
participation was on a voluntary basis and all information provided would be kept
private and confidential. The questionnaires were prepared in a way that was as
attractive as possible so that they motivated the clients and encouraged them to
participate in the study. In addition, the questionnaires were put in big envelopes
and participants were asked to close them firmly and deposit them at the reception
desk before the 2" of January 2011.

The researcher received the questionnaires back on January 02" 2011. A
total of seventy (70) questionnaires were distributed. Out of these seventy
questionnaires, sixty four (64) came back which represented a response rate of
91.42%. Out of the 64 received questionnaires, four (04) were disregarded due to
incomplete answers. This brought the total number of usable forms to sixty (60)

questionnaires representing 85.71% of Gourara Hotel clients.

1.3.4.2. Structured Interviews
The structured interviews were conducted by the researcher during the same
period as follows:
As the clients completed the check-in routines, they were asked to join the

researcher (who was at the desk reception) to participate in the interview. They
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were informed that their contribution was on a voluntary basis and that the whole
study aimed at seeking their opinions about the hotel receptionists’ communicative
performance. They were told that their opinions were of great importance for they
would contribute to improving the front desk service quality. The researcher
warmly welcomed the participants, thanked them for their help and explained to
them that the interview would be short for they would just select some given
answers. In other words, responses were fixed and participants chose among those
fixed responses. The researcher interviewed sixty English speaking clients as the

sample size of the study was fifty-nine clients.

1.3.5. Data Analysis Procedures
After data were collected, they were analysed using Microsoft Excel program
as explained below:
1.3.5.1. Questionnaires
The questionnaires were divided into four main sections analysed as follows:
Section 01: Clients’ Nationalities
= Data about clients’ nationalities in section 01 were analysed

using percentages.

Section 02: Clients’ Expectations/Perceptions

= Customers’ expectations and perceptions were analysed
using a five-Likert Scale (descriptive statistics of means and
standard deviations) from 1 to 5 (5 is the highest
expectation/perception, whereas 1 is the lowest
expectation/perception). The obtained scores were used for
describing the satisfaction level of the tourists. Results were

divided into 5 levels as follows:

(Maximum - Minimum)

Class interval of scores =

No. of Levels
23
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Class interval of scores =

Class interval of scores = 0.8

Hence:
e 1.00-1.80 = very low
e 1.81-2.60 = low
e 2.61-3.40 = moderate
e 3.41-4.20 = high
e 4.21-5.00 = very high

Besides using descriptive statistics of means and standard deviations, gap
analysis was used in comparing means between the expectation score and the
perception score of the respondents in order to measure clients’ satisfaction.
Davidoff (1994: 31) states that satisfaction equals perception minus expectation =»
(S=P-E).

Section 03: Return to the Hotel
= Percentages were used to analyse this part of the

questionnaire.

Section 04: Clients’ Suggestions
= This part of the questionnaire was analysed using
description and clients’ suggestions were summarized. The

results were represented in tables.
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1.3.5.2. Interviews
The obtained data were presented in graphs using Microsoft Excel software.
The results were analysed and represented in terms of percentages with statistical
interpretations.
The following diagram summarizes the methodology adopted the study:

Research Purpose
Descriptive

}

Research Approach
Quantitative

l

Data Collection

-Questionnaire
-Structured interview

)

Sample Selection

-Probability sample
-Sampling error(0.050r 5%0).

}

Data Analysis

-Five Likert Scale (descriptive statistics of means and standard
deviations
- Percentages with statistical interpretations

Figure 1.2: Research Methodology

1.4. Conclusion

To sum it up, Tourism and Hotel Management field uses the power of
English language to prosper. Hotel receptionists require communicative proficiency
to interact effectively with their clients whose satisfaction is the target of hotel

managers. Thus, it is important to explore receptionists language needs at the
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workplace. Since clients are the focus of the Hotel Industry Business, they can be an
efficient tool in investigating and identifying the front desk staff requirements. A
quantitative research methodology was used to measure Gourara Hotel clients’
satisfaction and seek their opinions in order to improve the hotel receptionists’
communicative performance. The next chapter will provide some literature review
related to communication in Business and the importance of Needs Analysis in

identifying ESP learners’ needs.
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Chapter Two

Literature Review Related to the Study

2.1. Introduction

Communicating effectively at the workplace is a key to success. To achieve an
effective communication, researchers, teachers and course designers adopted the ESP
approach in teaching English. This approach emphasizes some specific needed skills
and speech-acts over others for the ESP training or learning is limited by time. Thus, it
is of crucial importance to analyse learners’ needs to determine their necessities, lacks
and wants. Special fields (such as Hotel Management) need proficiency in specific
skills and speech-acts to attain communicative competence and satisfy clients. This
chapter deals with communication at the workplace and its importance in the service

quality. It also tackles the term Needs Analysis and its value in the learning process.

2.2. Communication at the Workplace

The Business workplace banks on effective communication as part of its service
quality. As English is the principal language of business communication across a wide
spectrum of work sectors, proficient speakers of English are utilized for client contact.
Therefore, identifying the workplace English language needs helps in the betterment of
the service. In the Tourism and Hotel Management field, it is challenging to recognize
these needs for tourists come from different backgrounds bringing various accents and

cultures.

2.2.1. Communication
When communicating, two people at least are involved in the act of
communication: the sender and the receiver. Scott (1986: 3) classifies communication

skills into four categories:
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1. Speaking is the skill of sending an oral message.

2. Listening is to concentrate on hearing what is being said and to
concentrate on understanding what has been heard and what has been
understood.

3. Writing is the way a writer influences a reader to understand and to
accept a message.

4. Reading is the ability of the reader to read the material.

According to Worth (2004), there are four types of communication at
workplace: writing, speaking, listening, and conducting meetings. Each of these skills
IS important to the success in the workplace. For example, a poorly written cover letter
or application letter reduces chances of being employed for a job.

Lee and Hatesohl (1996) state that people spend 70-80 per cent of their working
hours in communication. They use 9% of their communication in writing, 16% in
reading, 30% in speaking and 45% in listening. These rates demonstrate that listening
and speaking are the skills that people use more than other communication skills.

Rickheit, Strohner, and Vorwerg (2008) state that in most communication
situations, there are two or more communication partners with some internal
knowledge who are connected to each other by the following five links (See Figure
2.1):

e Information transmission and feedback
e Informational medium

e Referential knowledge

e Partner knowledge and mindreading

e Physical and social situation.

Thus, communication at workplace is a social act that has some specific

communicative purposes in a given context.
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Figure 2.1: Structure of Communication
(From Rickheit, Strohner, and VVorwerg, 2008: 21)

2.2.2. Communicative Purposes of ESP

Within the past twenty years, business and communication technology has
enormously advanced. This advance influenced the field of language teaching and
resulted in a shift from teaching English for general academic purposes to teaching
English for more specialized purposes (Al-khatib, 2005). That is to say, language is
taught and learned for practical or communicative purposes.

ESP target is to achieve communicative purposes used in professional,

workplace, or academic environments. Hutchinson and Waters (1987) state that:

“ESP is not just a matter of Science words and grammar for Scientists
[...] there is much more to communication than just the surface
features that we read and hear”

(Hutchinson and Waters, 1987: 18)

According to them, we need to distinguish between what people do actually with the

language and the range of knowledge and abilities which enables them to do it. The
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language user does not only use the language to say a sentence or write an utterance,
but he/she intends to realize a communicative purpose.

According to Davies and Elder (2004), the workplace is probably the major
setting for necessary communication. They state that communication in the workplace

has a dual purpose:

1. to extend our knowledge of language,
2. to provide input to the design of language-teaching materials for use in
training courses on workplace communication, or to provide advice for

administrators about how to minimise miscommunication.

Davies and Elder emphasise the importance of the level of grasping the overall
significance of what is being said and of drawing the correct inferences that is of
reading between the lines as to what is really intended. To illustrate significance of
communication, he gives the example of English-English people and Asian-English
people. English-English people are confused by Asian-English lack of stress patterns
and by their wrong use of turn-taking, while Asian-English people are confused by
apologetic or polite and repetitive uses of English and by their appearance of not
listening to what is being said.

Huhta (2002: 7) says that “several companies, governments and organizations
in contemporary multilingual Europe have identified language as a crucial element of
workplace communication”. Language can be approached to improve communication
in the organizations, thus avoiding miscommunication with either native or non-native
speakers of that language. In this context, language is understood as the interaction
system for communicating messages at work, whether verbal, non-verbal or cultural.
Workplace communication can be sophisticated in the native language; plain and clear
in other languages. Thoughtful organizations define language and communication as a
key competence area, which needs to be in line with the organizations’ values and

strategies. (ibid)
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Effective communication is the terminal target of ESP courses for it has an
impact on the entire service quality. Effectiveness of communication relies on the

master of certain communicative skills related to the target situation.

2.2.3. Communicative Skills
In The workplace people communicate with one another on daily basis.
They have different opinions, values, beliefs, and needs. Business success significantly

depends on how effectively employees are able to communicate with others.

2.2.3.1. Listening Skills

Forsyth (1992: 125-126) state that listening is an important skill especially in
negotiation which is a complex interaction. If the listener picks up 100 per cent of the
message, one will be in a much better position to respond effectively.

Moreover, Cooper (1991) states that listening competency is the ability to
effectively use behaviours which show an articulate understanding of the message as
well as demonstrate the relationship between communication participants.

High Beam Research Group (2005) offers an active process for listening that

has three basic steps:

» Hearing: Hearing means listening enough to catch what the speaker is
saying.

» Understanding.

» Judging

Moreover, the group suggests tips for being a good listener:

» Give one’s full attention to the person who is speaking.

» Make sure one’s mind is focused, too. It can be easy to let one’s mind
wander if you think you know what the person is going to say next, but
you might be wrong. If you feel your mind is wandering, change the

position of your body and try to concentrate on the speaker's words.
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>

Let the speaker finish before beginning to talk. Speakers appreciate
having the chance to say everything they would like to say without being
interrupted. When you interrupt, it looks like you aren’t listening, even if
you really are.

Try to finish listening before you begin to speak. You can't really listen
if you are busy thinking about what you want to say next.

Listen for main ideas. The main ideas are the most important points the
speaker wants to get across. They may be mentioned at the start or end of
a talk, and be repeated a number of times. Pay special attention to
statements that begin with phrases such as "My point is..." or "The thing
to remember is..."

Ask questions. If you are not sure you understand what the speaker has
said, just ask. It is a good idea to repeat in his own words what the
speaker said so that he can be sure his understanding is correct.

Give feedback. Sit up straight and look directly at the speaker.

Nod to show that someone understands. At appropriate points he may

also smile, frown, laugh, or be silent.

Swindle (1980) lists the following guidelines to effective listening:

>

Judge what is being said. Listen to the speaker’s words rather than
concentrating on what you may or may not like about the person.
Maintain an open mind. Listen closely to see what you can learn.
Hold your fire. Enthusiastic listening is fine, but keep it in check.
Listen actively. Listen closely and show the speaker through your

responses.

To recapitulate, listening is a complex process that involves a variety of related,

interpreting,

but different, sub-skills. It is composed of hearing, understanding, remembering,

and evaluating. Listening takes place in four stages: perception,

interpretation, evaluation, and action. It requires concentration and effort; it can be

much more tiring than just hearing.
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2.2.3.2. Speaking Skills
Beamer and Varner (2001: 51) point out that “understanding effective face-to-
face communication with non-native speakers in any language needs skill and

experience ”. They suggest the following tips for being a good speaker:

» Speaking slowly.

» Avoiding slang and colloquialisms.
» Being careful about jokes.

» Being sincere.

» Keeping a sense of humour.

Additionally, Matthews (1994: 34-35) affirms that “the ability to ask questions
is an important skill in conversations and discussions ”. Questions are useful both to
get information and involve others in a conversation.

Moreover, Lahiff and Penrose (1997) also state that effective oral

communication should involve:

» Speaking slowly

» Avoiding the use of slang or profanity (the former may be
misunderstood, while the latter may be offensive)

» Encouraging feedback from the other party (making it easy for that
person to ask a question)

» Not interrupting when the other person is speaking

» Watching the other person for nonverbal cues.

Furthermore, Murphy, Hildebrandt, and Thomas (1997: 390-394) add that
“voice adds the human element to words ”. It can give extra life to one’s delivery in

five well-known ways:

» Pitch: the highness or lowness of voice. Traditional problems in using
pitch are monotone, high or low voice, and same word value.
» Rate: in more casual conversation some people may range from 80-250

words per minute.
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» Volume: the loudness or softness of voice.

» Vocal quality: mouth, tongue, lips, teeth, vocal folds, sinuses, hard and
soft palate, and nose all affect that quality.

» Pronunciation: jargon (used within one group), varied regional accents,
added or omitted sounds (‘uh’, ‘hm’, ‘0k’, or, using ‘gonna’ instead of

‘going to’, ‘watcha say?’ instead of ‘what did you say?’).

To sum it up briefly, speaking is the fastest, most direct method of
communication. The ability to ask questions is an important skill in conversations and
discussions because questions are useful both to get information and to involve others

in a conversation.

2.2.3.3. Reading Skills

Marie, Kenneth, and Lyn (1985) say that the way in which someone reads
should be determined primarily by his purpose in reading. When he reads for pleasure
alone, his reading is different from those situations in which he reads to absorb
information, as in studying. Therefore, one should always know his/her reading
purpose so that he/she can better determine how he/can should read.

Additionally, Dwyer (1997) states that reading is a physical and intellectual
exercise in which a reader is required to identify and understand what is written.

Similarly, the Summer Institute of Linguistics (SIL International, 1999)
suggests that reading skills are specific abilities which enable a reader to read the
written form as meaningful language, to read anything written with independence,
comprehension and fluency, and to mentally interact with the message.

In sum, reading is a physical and intellectual exercise in which a reader is
required to identify and understand what is written. Moreover, the way in which
someone reads should be determined primarily by his purpose in reading such as
reading for pleasure, reading for specific information, reading to absorb information,

and reading for copying and checking.
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2.2.3.4 Writing Skills
According to the Summer Institute of Linguistics (SIL International, 1999),
writing skills are specific abilities which help writers put their thoughts into words in a

meaningful form and to mentally interact with the message.

Worth (2004) suggests the following tips for an effective writing in business:

» Define the purpose of your writing in a few summary sentences.

» Find out who your readers are, what they need to know, what their
attitudes are, and why they should care.

» Implement the four Cs into your writing: Compelling, Concise, Clear
and Correct

» Write a short and clear cover letter that highlights your experience and
skills and tells the employer why you are a good candidate for the job.

» Create a detailed, professional-looking resume in order to get a job
interview.

» Emails should be composed using the same rules that other types of
writing follow.

» Present your information in short chunks; large chunks of text do not
appeal to readers.

Mind Tools Ltd (1995-2007), state that when writing, remember that once
something is in written form, it cannot be taken back. Communicating this way is more
concrete than verbal communication. This presents written communicators with
additional challenges, including spelling, grammar, punctuation, even writing style and

actual wording.

2.2.4. Cross-Cultural Communication

Cross-cultural  communication or intercultural communication is a
“communication process in which people from different cultures try to understand
what others from different cultures try to communicate and what their messages
mean” (Reisinger, 2009: 167).
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Dwyer (1997) defines Cross-cultural communication as communication
between people living in the same country, but with different cultural backgrounds.
Over time, a culture develops distinctive national patterns of communication and
social behaviour. These patterns are the customs and conventions regarded as the
characteristics of a particular culture. They affect the way people communicate and act
as individuals or in groups. What information we take in, which part of the message
we choose to remember, and which response we give are all results of our perception.
Moreover, he states that some of the many aspects of non-verbal communication
influenced by culture are tone of voice, inflection, rate of speech, facial expressions,
touching, and body movement. Awareness of the different customs, rules and social
behaviour in different cultures reduces the barriers caused by prejudice, stereotypes
and discrimination. Additionally, different cultural groups have different rules for the
use of humour, irony, courtesy in speech, the meaning of ‘yes’ and ‘no’ and rules of
politeness.

Roebuck (1998) says that to be successful in business dealings, individuals must
be aware of and sensitive to cultural differences (aware of an individual’s background
and experience), use appropriate language, correctly interpret non-verbal
communication (try to closely observe the body language), and value individual and
cultural differences (learn to value, appreciate, and accept individual differences).

Beamer and Varner (2001:) state that communicating with non-native speakers
in any language takes skill and experience. Effective face-to-face communication
includes enunciating (speak clearly), speaking slowly, avoiding slang (the use of
informal unauthorised language that is more common in speech than in writing among
a group of people such us buzz off, salad dodger...) and colloguialisms (words and
expressions that are used in ordinary or familiar conversation; not formal or literary
such as gonna, what’s up?...), being careful about jokes (what one culture considers
funny, another may consider not funny, crude, or rude), being sincere (creating a
positive atmosphere), being culturally sensitive (the more he/she knows about the
culture of the other side), keeping a sense of humour (being able to laugh at his/her

own mistakes and not be offended by honest mistakes from the other side).
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Reisinger (2009) states that global tourism managers and marketers must
develop high levels of intercultural communication and competencies and make
appropriate adjustments to their business practices to suit a particular international
environment. Priorities include understanding and accommodating different world
views and cultural differences among consumers and employees, and developing
intercultural communication competencies to suit a particular international
environment.

In brief, individuals from different cultures bring different perceptions, value
systems, and languages to the workplace. Thus, cross-cultural communicative

competence is necessary to succeed in one’s profession.

2.2.5. Speech-acts

Speech-acts are a key concept in the field of pragmatics; the study of speaker
intent and what speakers mean when they use a particular linguistic in context (Hatch,
1992). Nowadays, there is an increasing interest in aspects of “paroles” and a concern
to account for those particular speech-acts and individual communicative acts
(Widdowson, 1983)

Basturkmen (2006) states that speech-acts (or functions) are concerned with the
communicative intentions of individual speakers or writers and are defined by the
purposes for which the speaker uses the language. People do not use language just to
state things but to do things, in other words, to perform actions. Similarly, Richards,
Platt, and Weber (1985) state that language needs to express different functions or
speech-acts (e.g. requesting, suggesting, promising, describing) in language situations.
Moreover, Widdowson (1983) states that speech- acts such as requests, offers,
invitations, apologies and complaints are often performed over a series of strategic
turns, with an initial preface for instance being used to reduce the risks involved in
performing the speech-acts from “cold.”

Speech-act-based research in ESP has focused on is the identification of speech-
acts that occur in a target situation. Sullivan and Girginer (2002) examined authentic
recordings of transactions between pilots and air traffic controllers at a nearby airport.

The findings revealed that requests occurred frequently. Sullivan and Girginer
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investigated what kinds of requests to develop instructional materials for pilots and air
traffic controllers ESP course. Douglas (2000) adds that communicative functions used
in the different academic, vocational, and professional fields have become specific in
terms of syntax, morphology, semantics, phonology, vocabulary, and discourse to the
extent that for anyone who is outside those fields, the language used in them may seem
like an impenetrable mystery. The occurrence of speech-acts thus vary from one
context to another .They are specific to the target situation. Knowing how to use
speech-acts related to a context reduces miscommunication.

In the business world, some speech-acts are used more often than others. For
example, directives, i.e. asking someone to get something done, have almost become
daily routines within and across institutions. Commissives are also frequently used in
meetings and negotiations. Declarations are more restricted and may only be used in
certain personal situations, such as appointing and resigning (Chiappini, 2009).

All in all, speech-acts vary from one context to another. It is important to
observe the frequent speech-acts that occur in a particular field to emphasize them
when teaching the language specific to it. Identifying the speech-acts and skills

required in a specific field is meant to achieve a certain communicative competence.

2.2.6. Communicative Competence:

The construct of communicative competence has been of major importance in
sociolinguistics, in second-language acquisition, in curriculum design and in language
assessment (Davies, 2004). Communicative competence was first discussed with Dell
Hymes (1971) who adopts Chomsky’s distinction between competence and
performance. He points out that Chomsky’s notion of competence is too restrictive and
does not deal with the interpersonal aspect of language in relation to the social context.
Hymes includes four categories in competence; knowledge of grammar and
vocabulary, knowledge of rules of speaking, knowing how to use different forms of
speech-acts, and knowing how to use language appropriately (Hymes, 1971). He
suggests a social dimension of language acquisition to the term “communicative

competence”. He bases his suggestion on both psycholinguistic and sociolinguistic
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notions of language acquisition. Thus, communicative competence represents
grammatical competence as well as sociolinguistic competence.

Similarly, Widdowson emphasizes Hymes’ concept of communicative
competence. He defines it as:

“a set of strategies Or creative procedures for realizing the value of
linguistic elements in contexts of use, an ability of make sense as a
participant in discourse, whether spoken or written, by the skilful
deployment of shared knowledge of code resources and rules of

language use”
(Widdowson 1979: 248)

Additionally, Canale & Swain (1980, 1981) offer a theoretical framework for
communicative competence which includes linguistic competence, social competence,
and strategic competence.

Rickheit, Strohner and Vorwerg (2008) state that the ability of people to reach
their goals in social life depends to a large extent on their communicative competence.
A certain amount and quality of communicative competence is needed not only in
social interaction at the interpersonal level, but also at organizational and public levels,
as well as for intercultural exchanges. Higher levels of communicative proficiency
facilitate a better social, psychological, and physical life.

To achieve Total Quality Management' and give a good image about a
company’s service, Miliani (2007) states that competence is a must in the enterprise.
“Faire face a la Qualité Totale c’est appliquer, entre autres choses, l’obligation de
compétence pour atténuer ou réduire l'impact des contraintes de [’entreprise
(Globalisation, économie de marché, concurrence) 2 (Miliani, 2007). He adds that
this competence refers to cognitive, linguistic and pragmatic competence.

Nowadays, another dimension is considered when speaking about competence
which is cultural dimension. It is important to be aware of the culture of the learnt

language, because knowledge about other cultures helps to learn a language and assess

1 Total Quality Management (TQM) is a management technique that encourages managers to look with a critical eye at
processes used to deliver products and services. Managers must ask frontline employees and supervisors to question
each step in the methods they use in providing hospitality for guests (Pizam, 2010: 653).

2Coping with Total Quality is to apply, among other things, the obligation of competence to mitigate or reduce the
impact of business constraints (Globalization, market economy, competition) (A personal translation).
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cultural values and peculiarities of the language learner’s nation (Anisimova, 2006;
Dirba, 2004; Ellis, 2005 and Kim & Hall, 2002).

To sum it up, communicative competence includes three main dimensions,
sociolinguistic competence, communicative proficiency and intercultural competence.
To help learners or employees attain the communicative competence, it is important to

analyse their needs through a process called Needs Analysis.

2.3. Needs Analysis

Before starting any ESP course, Needs Analyses are required to identify
learners’ needs. However, learners are not trustworthy resource of data. They may
ignore their real needs due to lack of experience in the specialty. In the business
workplace, clients and employees have different needs from those of learners.

Therefore, they can be a good source of information in the Needs Analysis process.

2.3.1. Definition of Needs Analysis

Hymes’ concept of communicative competence provided a new standpoint in
language teaching. Researchers started analysing the communicative needs of learners
to identify what they need to do with language. Consequently, Needs Analysis has
become a key stage in ESP.

The term ‘Needs Analysis’ (Henceforth, NA) emerged as a result of hard
researches made by the Council of Europe Modern Language Projects Group in
1970’s. Thanks to the studies of this team, the communicative approach replaced the
situational approach in language teaching. The council recognized the necessity of
basing curricula on learners’ needs rather than on language structures. The team
proposed “the threshold level™. The latter is a model that describes language
structures levels that are used to meet the communicative needs of learners. It specifies
what a language learner should do to communicate using the target language in a target

situation. The target situation needs specific needs that differ according to the terminal

1A term used by the European regional organization, The Council of Europe, to refer to the minimal level of language
proficiency which is needed to achieve functional ability in a foreign language. It serves as an OBJECTIVE for foreign
language teaching (Richards, 2002: 553).
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purpose. The work of the Council of Europe Modern Language Projects Group has
opened a door for other research on NA.

Needs Analysis (or Needs Assessment) is one of the most noticeable elements
of professional practice in ESP. It is a set of carefully designed procedures for
determining what specifically needs to be learned in what specific way (Orr, 2010). It
is all “procedures used to collect information about learners’ needs” (Richards, 2001:
51). Analysing learners’ needs is a key word in any ESP syllabus because ESP is
“preparing learners to use English within academic, professional or workplace
environments” (Basturkmen, 2006: 17). Special groups of learners have specific
academic or professional needs. Objectives of an ESP course should be determined by
learners’ Needs Analysis. Learners’ needs vary according to the purpose-oriented ESP
courses such as: EST, EAP, EOP, EBP, ESS and the like.

NA is sometimes seen as a kind of educational technology designed to measure
goals with precision and accountability (Berwick, 1989). According to Hyland (2006:
73), “Needs Analysis refers to the techniques for collecting and assessing information
relevant to course design: it is the means of establishing the how and what of a
course ”. That is, NA itself needs some techniques to be reliable, precise and concise.

In short, Needs Analysis is simply all the activities that enable the teacher to
gather the information on which he/she builds up the curriculum according to the

needs of a specific group.

2.3.2. Nature of Needs
The term “needs” is not as straightforward as it might appear.

Researchers have diverse views about the nature of needs.

2.3.2.1. Objective and Subjective Needs: (Richterich and Chancerel,
1977)
Richterich and Chancerel (1977) suggest that any NA should include some
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basic questions: what, why, when, who, for whom and how. They distinguish two
types of needs: objective needs and subjective needs. They state that objective NA is
the first step in designing a course. But as the course starts, subjective needs, which
should be collected from learners themselves, appear. Nowadays there is an increasing
focus on looking at learners’ subjective needs, ‘their self-knowledge, awareness of
target situations, life goals, and instructional expectations. (Belcher, 2006: 136 cited
in Brunton, 2009).

2.3.2.2. Perceived and Felt Needs: (Berwick: 1978, 84, 89)

Berwick (1989) distinguishes two types of needs: perceived needs as those the
educators make judgements about in other people’s experience; and felt needs which
are the ones that the learners have. In his opinion, syllabus designers should take into
account the following needs.

a. Language program based on knowledge: the focus is on the
intellectual development of the learner.

b. Language program based on specific competence: it takes
performance objectives and learning of skills for specific purpose.

c. Language program based on social activities and problems: emphasis
is on language as a tool to survive within a community (e.g.:
immigrants.)

d. Language program based on needs and interests of the learner
cognitive or learning processes: it focuses on learners’ ways Of
thinking and developing their analytical thinking.

e. Language program based on feelings and attitudes: it focuses on the
development of person through language i.e.: language should bring
people together and learning becomes easier through one’s openness
to others.

f. Language program based on needs and interests of the learner: it

emphasizes the learners’ language needs.
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2.3.2.3. Process-oriented and Product-oriented Needs: (Brindley:
1989)

By adopting Richterich and Chancerel theory, Brindley distinguishes objective
needs and subjective needs. He includes learners’ attitudes, motivation, awareness,
personality, wants, expectations and learning styles’. The process-oriented needs
correspond to the learning situation; however product-oriented needs derive from a
target situation. Objective needs can be derived from various kinds of factual
information about learners, their real-life language use situations, their current
language proficiency and difficulties. Subjective needs can be derived from
information concerning their affective and cognitive factors such as personality,
confidence, attitudes, learning wants, learning expectations, cognitive style and

learning strategies.

2.3.2.4. Necessities, Wants and Lacks (Hutchinson and Waters: 1987)

Hutchinson and Waters (1987) divide the needs into: necessities, lacks and
wants. Necessities refer to what the learners have to know to enable them to function
effectively in the target situation. If the necessities (i.e. what they have to learn) are
discovered, then it is easy to identify what they lack. Linguistic features, required for
the target situation, should be identified through observation of the situation. Lacks
refer to the gap between the target proficiency and the existing proficiency. Lacks are
the areas of learners’ weaknesses and wants are matter of perception which may vary
because each individual has his own perception on how to learn. Learners’ wants are a
motivating issues that speedup the learning process. “Education is intensely personal
in terms of needs and interests. Our motivations are also the most reliable starting and

sustaining agents in our learning” (Grunert O’Brien. et al, 2008: 50). According to

1Also cognitive strategy, cognitive style: The particular way in which a learner tries to learn something. In second
or foreign language learning, different learners may prefer different solutions to learning problems (Richards, 2002:
84).
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Hutchinson and Waters (1987) what counts is not the nature of the needs but the
awareness of the needs.

In short, the term ‘needs’ can be described in different ways due to its
complicated nature and can be viewed differently by teachers, course designers and
learners themselves. The complexity of needs nature has created a variety of

frameworks or approaches to NA.

2.3.3. Frameworks of Needs Analysis
As Needs Analysis is differently defined, researchers provide various
approaches that enable teachers, course designers or ESP practitioners to identify their

learners’ needs either in teaching situations or at the workplace.

2.3.3.1. Target Situation Analysis (TSA) or Communicative Needs
Processor (CNP)

The term Target Situation Analysis (TSA) was introduced by Chambers (1980)
as an equivalent to Munby’s (1978) Communicative Needs Processor (CNP). Munby’s
CNP is the most well-known procedure in NA and is highly used by teachers of ESP.
Munby divides NA into two levels priori and posteriori. He proposes parameters for
the priori level that are: participants, purposive domain, setting, interactions and
instrumentality. At the posteriori level, he specifies other parameters such as dialect,
target level, communicative event, and communicative key. Munby’s framework is an
influential sociolinguistic model for defining the content of purpose-specific language
programmes. Though a majority uses Munby’s model, it is criticized for being too

mechanistic and collecting data about learners rather than from them.

2.3.3.2. Present Situation Analysis (PSA)
PSA (It is also known as Deficiency Analysis) is a process of analysing what
learners know at the beginning of a course (Jordan 1997: 24). It concerns “starting
where the students are " and refers to

“information about learners’ current proficiencies and ambitions:
what they can do and what they want at the beginning of the course;
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their skills and perceptions; their familiarity with the specialist

subject;, and what they know of its demands and genres”
(Hyland, 2006: 74).
It is generally the learners’ background and what they are like at the beginning of the

course. Thus, the sources of information are learners themselves, the teaching
establishment available and the user-institution (Jordan, 1997). It can be carried out by

tests.

2.3.3.3. Strategy Analysis (Learning Needs Analysis)

Strategy Analysis deals with learners’ views of learning and how they wish to
learn rather than what they need to learn. Learners’ motivation is a vital issue in the
learning process. Hutchinson & Waters (1987: 62) regard that TSA determines the
destination, but the route should be chosen according to the vehicles, the existing roads
(i.e. Condition of learning and learners’ skills and strategies) and learners’ motivation.
However, according to them, learning Needs Analysis tells us “what the learner needs

to do in order to learn ” (ibid: 54).

2.3.3.4. Learner-centred Approach

The Learner-centred Approach, suggested by Nunan (1988), is similar to
“subjective and objective needs analysis. Nunan claims that in subjective and objective
needs, the subjective needs form the basis of objective needs. However, in Learner-
centred Approach, learners are the basis of the syllabus. In other words, skills are
taught because learners want them to be taught, not because they are part of the
academic discipline (Nunan, 1988: 22). For Nunan, objective data are biographical
information about learners and subjective data are learners’ attitudes and their views as
well as goals, perceptions and priorities. “The best way to make effective learners or
students is to consider their individual needs and interests and design learning
activities ” (Ouakrime, 1991: 43).

2.3.3.5. Means Analysis
Means Analysis takes into account information regarding contextual constraints
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which include cultural attitudes, resources, materials, equipment and methods (Jordan,
1997). Means Analysis identifies the limitations in the actual teaching context. It
attempts to adapt to ESP course to the cultural environment in which it will be run. In
Means Analysis, what works well in one situation may not work in another (Dudley
and St John, 1998). According to Holliday and Cook (1982), Means Analysis refers to
learning context “and involves consideration of the teachers, methods, materials,
facilities and relationship of the course to its immediate environment” (Holliday and
Cook, 1982).

2.3.3.6. Language Audit

Language Audits or Linguistic Auditing is a recent concept used to refer to the
whole development procedure of a language programme from the beginning of
recognizing a need to implementing a language programme (Reeves and Wright,
1996). Language Audit tries to define language needs for companies, regions or
countries (Jordan, 1997: 27). Pilbeam suggests that NA should establish both “a target
profile of language skills” and “a profile of personal ability” (Pilbeam, 1992 found in
Dudley-Evans, T & St John, M. J. 1996: 2). According to West (1994), Language

Audit basically includes:

“any large-scale exercise forming the basis of strategic decisions on
language needs and training requirements carried out by or for 1)
individual companies,2) professional sectors, 3) countries or regions ”

(West, 1994: 12)

West indicates that language Audits may simply be used to identify and describe the
current state of language teaching. They may also be used to help a certain country or
organization to formulate a new strategy based on the clients' needs that may take
months or even years to implement (Kandil, 1997). In other words, clients can be
included as outsiders in NA process because they are the focus of business and their
satisfaction indicates how successful the company or the organization is. Language
Audit results remain unpublished in the majority of cases for companies consider them
confidential (Robinson, 1991 found in Dudley Evans and St John, 1996).
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2.3.4. Needs Analysis Purposes

Determining the needs of a group of learners may be an easy or hard task

depending on the learners’ purposes and the learning situation. In a situation where

English is a compulsory subject, learners’ needs are part of general education.

Purposes are determined by the syllabus planners and what they see best for the

learners. In other cases, where English is required for specific purposes, learners’

needs are easier to be identified like in employment in specific fields such as: tourism,

business, nursing and the like. Needs Analysis in these cases is considered the basis of

the training curriculum. It can be used for a variety of purposes such as:

To identify the language skills needed for the performance of a
particular role, e.g. Tour guide, receptionists.

To determine whether an existing course meets learners’ needs or
not.

To determine the learners who need more training in a particular
language skill.

To make a change in syllabus so that it suits new changes.

To distinguish between what learners can do and what they need to
do.

To collect information about a particular problem learners are
experiencing.

To collect an extensive range of input into the content, design and
implementation of language programmers through involving all the
stakeholders (Richards, 1990: 1).

To set goals, objectives and content for a language programming by
determining general and specific language needs.

To provide with date that can be used for reviewing and evaluating

an existing program.

Therefore, any syllabus should take into account the learners’ needs; otherwise

it cannot result in fruitful learning experience because needs are related to learners’

motivation that has an effect on learning.
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2.3.5. Needs Analysis Procedures

According to Richards (2001), a variety of procedures can be used in NA and
the results may vary regarding the chosen procedure. Thus, a triangular approach is
advisable.

2.3.5.1. Questionnaires: Questionnaires are common instruments used
in NA. They can provide information about many kinds of issues such as language use,
communication difficulties, preferred learning styles/classroom activities, attitudes;
beliefs...etc. They can be either close-ended or open-ended. Questionnaires are easy to

analyse, however the information obtained may be fairly superficial or imprecise.

2.3.5.2. Self-ratings: Self ratings are scales that learners may use to rate
their knowledge or abilities. The disadvantage of this instrument is that the

information obtained are impressionistic and imprecise.

2.3.5.3. Interviews: Interviews allow in depth exploration of issues.
They take a long time to administer and they are feasible only with small groups. They

can be conducted face-to-face or over the telephone.

2.3.5.4. Meetings: A large amount of information can be collected in a
short time through a meeting. However, the information obtained may be subjective

and reflect the ideas of outspoken members in the meeting.

2.3.5.5. Observation: Observing learners’ behaviour in a target situation
can provide information about their needs. However, people generally don’t perform

well when they are observed and a good observer needs a specialized training.

2.3.5.6. Task Analysis: Task analysis refers to the study of different
tasks the learners will have to carry out in English in a future professional or
educational setting.
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2.3.5.7. Collecting Learner Language Samples: collecting learner
language samples refers to the process of gathering data about learners’ performance
in different language tasks and documenting the problems they have. Language
samples can be collected through: written or oral tasks, simulations or role plays,
tests...etc.

2.3.5.8. Case Studies: A selected group of learners can be followed
through an experience in order to determine the characteristics of that situation.
Though a case study cannot be systematically generalized, it provides a rich source of
information.

All in all, NA can take place before, during or after a language program. It can
be conducted for variety of users depending on who the learners are. Among the NA
users are: officers of ministry of education, teachers, learners, writers, trainers and
employers....etc. In NA, outsiders and insiders could be involved. Outsiders can be
perceived as more objective since they provide a fresh or alternative viewpoint and are
not stakeholders (Dudley Evan and St John, 1983). Needs Analysis aims at
determining the needs of learners including necessities, lacks and wants in order to
improve the learning process or companies’ service quality. It is important to know
which skills and speech-acts occur frequently in a specific field to facilitate the Needs

Analysis process.

2.4. English for Tourism and Business Communication

The front desk staff (Or the front line staff, the front office staff, the hotel
receptionists, the service encounter) is the nerve centre of Business Communication in
general and in Hotel Industry in particular. Communicating effectively with clients is
the main role of the front line staff. Greeting clients warmly, answering and meeting
their requests and dealing smoothly with their complaints require proficiency and
communicative competency. The hotel receptionists are supposed to perform some

required langue uses appropriately to meet their clients’ expectations.

2.4.1. Listening and Speaking

Among the first approaches applied in teaching ESP is the “skills-centred
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approach” which emphasises particular communication skills in the learning process.
However, at that time the focus was almost exclusively on reading skills and written
text (West, 1997). By the 1980’s, this “skills-approach” had developed to cover the
other two skills, that is to say to cover speaking and listening skills. This development
has greatly influenced Business English teaching materials. From the 1980°s onwards,
many books have focused on skills work, for example, Negotiating (O’Connor et
al.1992) and Telephoning (Bruce, 1992).

Strevens (1988) states that one of the variable characteristics of ESP is
restricted as to the language skills to be learned (e.g. reading only). This is due to the
fact that the ESP course is limited by time. Nunan (1987) recognizes that issues of
time, skills and support are keys for teachers faced with the very real task of
developing curricula. Thus, learners should be taught the skills they need at the
workplace.

Al-Khatib (2005) conducted a study about Needs Analysis of travel agency and
banking workers. He examined their communication needs in the English langauge.
The findings showed that English communication skills were very important for travel
agency and banking workers. However, travel agency workers are heavier users of
English than their banking counterparts and this is clearly manifested through their
uses of the four language skills. According to him, this could be due to the fact that
English serves a variety of functions in the Tourism Industry. For example,
interpersonal communication skills including, handling telephone inquiries, examining
destination guides, making on-line-ticketing, and on-line-hotel reservations,
composing appropriate and accurate e-mail messages and faxes, dealing with tourists
and co-workers in various situations, all are carried out in English.

Another study conducted by Coskun (2009) aimed at developing a course based
on the level and the needs of second-grade tourism students at a vocational school in
Turkey. He found out that listening and speaking skills were perceived as the most
needed skills at work for tourism students. The majority of students marked their
speaking and listening skills as either very weak or weak.

Findings from an empirical research led by Luka (2009) revealed that students

working in tourism establishments most often used speaking and listening skills;
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60.29% of the situations, the language use in all tourism spheres was similar.

In a research led by Brunton (2009) to investigate hotel employees’ attitudes
toward two components in an 8-week course of English studies. One component was
hotel English, the other general English; it was found out that the general English
classes practised all four skills. However, the hotel English classes focused on just two
(listening and speaking skills).

Based on the previous studies which revealed that Tourism and Hotel
Management workers need listening and speaking more than other skills, this research

focused on Gourara Hotel receptionists’ listening and speaking competence.

2.4.2. Hospitality Language

Through a better understanding of the provision of hospitality and acts of
hospitableness, commercial organizations are better able to recognize the emotional
experiences involved and ensure that management practice focuses on their production
Hospitality creates an impression of hosting and hospitableness, which prioritizes
guest experiences. Hospitality also suggests a commitment to meeting guests’ needs as
the key focus in these essentially commercial operations and a nobility of purpose
beyond the more venal commercial relationship implied in the hotel, the bar, or the
restaurant (Lashley, 2008)

Derrida (2002: 361) says, “Not only is there a culture of hospitality, but there is
no culture that is not also a culture of hospitality. All cultures compete in this regard
and present themselves as more hospitable than the others. Hospitality — this is culture
itself”. In this context, an understanding of hospitality as a human relationship
involving people in host and guest roles is essential to better inform the marketing of
hospitality and tourism operations.

Chon and Sparrowe (1995) state that in hospitality the front desk
representatives will be mostly concerned with business communication. To
communicate effectively, it is important to follow these guidelines:

» Have a clear message. He/she should also know exactly what he/she

wants the listeners to do with the information;
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» Speak clearly. Carefully pronounce words and use proper grammar to
help relay the message. For clients, contraction, slang, and vague
language can prove impossible to comprehend;

» Speak at a moderate rate. Words that are spoken at a moderate rate let
the audience focus more easily on the message;

» Be enthusiastic. Never yell, cry, or laugh in a way that would indicate
that the speaker might be out of control;

» Be sure the listeners understand. Ask listeners to restate what has been
said. If some listeners don’t understand, apologize for not being clear
and repeat the message.

The findings from a study conducted by Akkakoson (1993) who investigated
the role and importance of English in Thai Business Communication indicated that the
role of English is viewed as an additional factor in doing the job well and in the
advancement of a career. Most customers were moderately satisfied with friendliness
and courtesy of the front desk staff, and feel they expressed sincerity through their
friendly and polite manner, used an appropriate tone of voice, and followed up guest
requests in a timely manner. In some situations, the customers felt that a member of
staff worked with many customers and treated them badly, or no one at the front desk
smiled. The front desk staff did not take care of customers as they checked in. Some of
the staff in the executive lounge were very inefficient.

This result is consistent with those of previous studies done by Dwyer (1997)
and Roebuck (1998), which indicated that for customer-contact, the front desk staff
must be courteous as customers expect to be treated in a professional manner.
Likewise, Gourara Hotel receptionists’ hospitality communication with their clients

was investigated.

2.4.3. Speech-acts

A study by Blue and Harun (2002) set out to identify common patterns and
regularities found in language for hospitality purposes. By examining the interactions
between hotel staff and customers at hotel receptions, the researchers identified speech

-acts frequently occurring in this environment. Whether in English or another
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language, there is an identifiable cluster of language skills which staff dealing with

hotel guests should have already acquired. At the very minimum, these skills include:
» how to address a person;

how to solicit and give the necessary information;

how to respond to questions/requests;

how to use prompts;

how to use gestures ;

YV V V V V

how to deal with difficult customers;

» how to appease complainants.
In short, the main speech-acts that occur at the hotel reception are greeting, dealing
with complaints and responding to clients’ requests for information or for services.
Hence, these speech-acts were the main focus in this study.

Greeting the guest may go a long way toward establishing a rapport with the
person that the guest may judge all other services during a stay by this first encounter
(Pizam, 2010). Bardi (2003) says that the first contact between clients and the front
desk staff is important. The first impression a guest receives of a lodging facility
during registration is extremely important in setting the tone for hospitality and
establishing a continuing business relationship. The guest who is warmly welcomed
with a sincere greeting will respond positively to the hotel and will expect similar
hospitality from other hotel employees. If the guest receives a half-hearted welcome,
he or she will not be enthusiastic about the lodging facility and will be more likely to
find fault with the hotel during his or her visit. Today’s guest expects to be treated
with respect and concern, and many hotels make the effort to meet those expectations.

Requests for information or services often begin with hotel receptionists
because these employees are the most visible to the guest and are perceived to be the
most knowledgeable. Their responses to the guests’ requests for information and hotel
services indicate how well the hotel has prepared the front office staff for this
important role. Ricarda, Boucken and Pyo (2002) say that the interrelation at the
service encounter enables the hotel receptionists to know the expectations and requests
of their clients. Receptionists should know:

e what a specific customer actually wants,
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e what a specific customer of the hotel chain wishes in the future, and
e what customers in a hotel's target group generally desire.
According to Mattila and Ro (2008) customers’ requests consist of four types:

1. special needs such as taking care of individual requests(e.g., medical
requests),

2. customer preferences (e.g., menu item substitutions involve
modifications based on customer preferences),,

3. customer errors which include steps taken to correct problems e.g., lost
theatre tickets or lost hotel keys), and

4. disruptive others which involves requesting customers to refrain from

smoking in the restaurant’s non-smoking sections.

The front office staff is the first personnel that deals with clients’ complaints in
case something goes wrong. Receptionists should be competent enough to handle
some problems. Good communication proficiency is required in dealing with clients
complaints. Examples of recommendations for dealing with complaints are found in
Dale & Oliver textbook Travel & Tourism (Vocational A-Level). Some of them
include the following: “maintain eye-contact; keep a positive, even, tone of voice; use
positive non-verbal body language; listen actively, let the client talk” (Dale & Oliver,
2000: 343).

In short, the front desk staff represents the whole services of the hotel because it
is the contact point between the organization and the outside world. The receptionists
should make their guests happy and satisfied so that they keep coming back to the
hotel. To satisfy clients’ needs and exceed their expectations, some communicative
proficiency and competence are needed at the front reception desk. The present study
investigates the English language communicative difficulties that face Gourara hotel
receptionists and that may lead to miscommunication between them and their

temporary guests.
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2.4.4. Service Quality: Customer’s Expectation Versus Customer’s
Perception

Quality is what customers seek in products or services. King (1992), in his
unpublished doctorate dissertation entitled ‘Organizational Characteristics, Service
Encounters and Guest Satisfaction in Hotels’ , found out that interactions between
customers and service employees, or “service encounters, are a factor in customer
evaluations of service quality and satisfaction .

The term service quality refers to the differences or gaps between customers’
expectations of services and their perceived service experience (Parasuraman et al,
1985). When the expectation exceeds the perception, the customers are dissatisfied and
the service quality is not appropriate. Asubonteng et al. (1996) define service quality
as the extent to which a service meets customers’ need and expectation. According to
Vavra (1995), quality is “Consistently delivering products and services that fully meet
consumer needs and expectations”.

Service quality depends on the front office staff communicative performance to

a certain extent.

“Service quality delivery is, therefore, based on a service-oriented
approach in which the quality of front-line staff is essential for the
successful business. In a sense, it might be argued customers’
satisfaction depends more upon front-line staff than upon

management.”
(Bowie and Chi Chang, 2005: 305)

Clients’ satisfaction has a crucial role in service quality. According to Fornell et
al (1992), the determinants of satisfaction must be analysed and compared. To measure
clients’ satisfaction, many models or theories have been developed. The Expectations
Disconfirmation Theory" (or EDT), which was used in this study can be used to

measure the gap between the customers’ expectations and perceptions. This theory

1 This construct is also labeled Expectation Confirmation Theory or ECT.
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consists of four main constructs: expectations, performance, disconfirmation, and
satisfaction. In the marketing context, customer’s satisfaction is a collective outcome
of perception, evaluation, and psychological reactions to the consumption experience
with a product/service (Yi, 1990). According to this theory, which has been studies
widely used in the consumer behaviour literature to study consumer’s satisfaction
(Oliver and DeSarbo, 1988; Tse and Wilton, 1988), customers purchase goods and
services with pre-purchase expectations about anticipated performance. Once the
product or service has been purchased and used, outcomes are compared against
expectations. When outcomes match expectations, confirmation occurs.
Disconfirmation occurs when there are differences between expectations and
outcomes.

To elucidate EDT, it is necessary to define customers’ satisfaction, customer
expectation and the disconfirmation theory. Satisfaction is defined by Kotler (2003:
36) as “a person’s feelings of pleasure or disappointment resulting from comparing a
product’s perceived performance in relation to his or her expectation”. Yi (1990) also
states that customer’s satisfaction is a collective outcome of perception, evaluation and
psychological reactions to the consumption experience with a product/service.
Therefore, customer’s satisfaction is a result of customer’s evaluation to the
consumption experience with the services. However, customers have different levels
of satisfaction for they have different attitudes.

Davidow and Uttal (1989) propose that customers’ expectation is based on
many factors such as previous experience with other companies, customers’
psychological condition at the time of service delivery, customers’ backgrounds and
values and the images of the purchased product. In Tourism sector, Santos (1998)
states that customers’ expectations are formed when they plan to go to a destination
where they have never been and so they anticipate something about which they have
no previous experience. Thus, Expectation is what the customers wish to receive.

In marketing literature (Churchill and Surprenant, 1982; Oliver, 1980) as well
as in recent information system studies (McKinney et al., 2002); the disconfirmation
theory emerges as the primary foundation for satisfaction models in marketing.

According to this theory, satisfaction is mainly determined by the gap between
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perceived performance and cognitive standards, such as expectations and desires
(Khalifa and Liu, 2003). Disconfirmation is defined as consumer’s subjective
judgments resulting from comparing their expectations and their perceptions of
performance received (McKinney et al., 2002).

Expectations
l Disconfirmation Satisfaction
>
Perceived
nerformance

Figure 2.2: Disconfirmation Theory from Oliver (1977, 1980)

The extent to which perceptions of the performance or experience match
expectations determines the type of disconfirmation. Expectation Disconfirmation
theory occurs in three forms (Oliver, 1980):

1. Positive disconfirmation results when perceived performance or
experience exceeds experience.

2. Negative disconfirmation occurs when perceived performance does not
meet and is less than the expectations.

3. Zero disconfirmation (also, known as confirmation) ensues when

performance matches expectations.

Expectation Disconfirmation theory proclaims that satisfaction is mainly
defined by the gap between perceived performance, expectations and desires. Davidoff
(1994: 31) states that satisfaction equals perception minus expectation = (S =P - E).
It is important to use EDT to measure customers’ satisfaction which is a key in

business prosperity.
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2.5. Conclusion

Hotel industry relies on receptionists’ communicative competency at the front
office to attract tourists and entice their stay or return to the hotel. This competency
refers to the skills of welcoming clients, listening carefully to them, speaking
effectively with them, asking the appropriate questions, respecting their cultures, using
hospitality language, responding to their requests, dealing with their complaints to
meet their needs. Needs Analysis is vital to identify clients’ needs, lacks and wants
that derive from their clients’. The front desk staff’s performance can be evaluated via
their guests’ satisfaction. The Disconfirmation Theory, which was used in the actual
study, based on the gap between clients’ expectations and perceptions can be an
efficient instrument that helps measuring clients’ satisfaction. Based on clients’
expectations, perceptions and the level of their satisfaction, receptionists’

communicative needs can be determined.
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Chapter Three

Analysis of Clients’ Responses

3.1. Introduction

This chapter deals with the data findings and presents them in tables and
figures. It analyses the hotel clients’ expectations, perceptions and opinions about the
communicative performance of the hotel receptionists. It tries to find out to what
extent the hotel visitors were satisfied with the front office staff communication and

which English language uses need to be improved.

3.2. Analysis of Clients’ Questionnaire

The questionnaire’s results were analysed by using the following statistics:

Section 01: Clients’ Nationalities

The data in this section were analysed using percentages and presented in
tables.

Section 02: Clients’ Expectations/Perceptions

Customers’ expectations and perceptions were analysed using a five-Likert
scale (descriptive statistics of means and standard deviations) from 1 to 5 (5 is the
highest expectation/perception, whereas 1 is the lowest expectation/ perception).
Additionally, gap analysis was used to measure the level of satisfaction using the
equation: Satisfaction= Perception - Expectation (Davidoff ,1994: 31).

Section 03: Return to the Hotel

Percentages were used to analyse this part of the questionnaire and results were
presented in tables.

Section 04: Clients’ Suggestions

This part of the questionnaire was analysed using description and clients’

suggestions were summarized in a table as well.
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3.2.1. Clients’ Nationalities
All the data obtained from the questionnaires concerning clients’ nationalities

were analysed using percentages and are presented in table 3.1 below:

Nationality Number of respondents Percentage
US 10 16.66%
British 9 15.00%
Japanese 9 15.00%
Malaysian 7 11.66%
Italian 11 18.34%
Portuguese 14 23.34%
Total 60 100%

Table 3.1: Distribution of Clients by Nationality

Table 3.1 shows that the majority of Gourara Hotel English-speaking customers
were Portuguese (23.34%), 18.34% of them were Italians; 16.66% were Americans,
15.00% were Japanese, 15.00% were British and only 11.66%were Malaysians.

The hotel clients were regrouped into two groups: native speakers and non-native

speakers of English as shown in table 3.2 below:

Nationality Number of respondents Percentage
English Native Speakers 19 31.66%
Non-native English Speakers 41 68.34%
Total 60 100%

Table 3.2: Native versus Non-native Speakers of English

Table 3.2 shows that most of Gourara Hotel customers were non-native
speakers of English (68.34%).
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3.2.2. Clients’ Satisfaction
This part of data analysis presents three main parts: the first part deals
with the participants’ expectations and perceptions towards Gourara hotel
receptionists’ communicative performance. The second part provides the gap between
clients’ expectations and perceptions in order to measure their satisfaction. The third

part describes the participants’ satisfaction according to their nationalities.

3.2.2.1. Clients’ Expectation and Perception

This section presents guests’ expectations and perceptions towards the
communication service quality of the front office staff at Gourara Hotel in Timimoun.
Service quality in this study was composed of four dimensions; communicative skills
(Listening and speaking skills), hospitality language, intercultural communication and
speech-acts. The sixty respondents were asked to rate each statement regarding their
expectations and perceptions towards the service quality of the front office staff (see
Appendix A) at Gourara Hotel in Timimoun. The obtained scores were used for
describing the satisfaction level of tourists whose satisfaction was divided into 5
levels:

e 1.00-1.80 = very low

e 1.81-2.60 = low

e 2.61-3.40 = moderate

e 3.41-4.20 = high

e 4.21-5.00 = very high
The findings of the front office staff service quality of each dimension were as
follows:

A. Communicative Skills:

The previous studies revealed that listening and speaking are the most used
skills in the field of Tourism and Hotel Management. Therefore, the communicative
skills section in the questionnaire included statement related to listening and speaking.

Table 3.3 shows that the total average mean of guests’ expectations towards

English communicative skills of the front desk staff was 3.57 (High level). The
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standard deviation was 0. 77. Their perception of communicative skills dimension was
ranked at high level (3.53). The standard deviation was 0. 61.

As far as the English communicative skills are concerned, the customers
expected that the front desk staff could carefully listen to them and ask for further
information representing the maximum mean score (3. 78). In addition, they expected
that the front desk staff could speak clearly so that the English guests could understand
them (3.58) and that they could provide clear direction to their rooms and other hotel
services (3,65) at a high level. However they expected a moderate level of service
when they rated the receptionists’ restating that they understood their needs (3. 35).

It is noticeable that the front desk staff could not understand their clients. The
perception was ranked at a low level (2, 52). However, their perception met their
expectation in terms of the following points which were all ranked at high level:

e The front desk could speak clearly so that | can understand them

e The front desk could listen to them carefully and ask for further
information

e The front desk could provide clear direction to rooms and other hotel
services

e The front desk could restate that they understood customers’ needs.

Communicative skills: The front desk staff can: Customers’ Expectations Customers’ satisfaction

Mm* SD? L® M SD L
1. speak clearly so that | can understand them 3,58 0,65 high 3,72 0,49 high
2. understand me 3,48 0,70 high 2,52 0,93 low
3. listen to me carefully and ask for further information 3,78 0,92 high 3,58 0,54 high
4. provide clear direction to my room and other hotel 3,65 0,74 high 3,83 0,37 high

services

5. restate that they understand my needs. 3,35 0,85 moderate 4,00 0,70 high
Overall mean score 3,57 0,77 high 3,53 0,61 high

Table 3.3: Customers’ Expectations and Perceptions towards Communicative Skills

IM= Mean: it is the simple average of the numbers.

2SD= Standard Deviation: the dispersion of a set of data from its mean.

3L= Level of Expectation or Perception.
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B. Hospitality:

Table 3.4 shows that the total average mean of customers’ perception towards
friendliness and courtesy of the hotel receptionists was 3.92 (High level). The standard
deviation was 0.44 which indicates that the participants’ answers were almost similar.
Their perception exceeded their expectation which was 3.22 (Moderate level). As for
hospitality language, it was found out that the front desk staff welcomed the guests
friendly and politely, which was the maximum score at 4,08. The staff also expressed

courtesy through friendly manners and used appropriate tone of voice at a high level.

Hospitality: The front desk staff | Customers’ Customers’
can: Expectations satisfaction
M | SD L M SD L

1. express courtesy through friendly | 3,04 | 1,21 | moderate | 3,79 | 0,58 | high

manners.
2. use appropriate tone of voice. 3,18 | 1,36 | moderate |3.88 | 0,67 | high
3. welcome me friendly and politely. | 2,93 | 1,89 | [ow 4,08 1008 | high
Overall mean score 3,22 | 1,40 | moderate |3,92 | 0,44 high

Table 3.4: Customers’ Expectations and Perceptions towards Hospitality

C. Intercultural Communication

As shown in table 3.5, the total average mean of clients’ perception

towards intercultural communication of the front desk staff was 4.10 (high level). The
standard deviation was 0.88. As for the intercultural communication, it was found out
that the customers expected a moderate level (4.23) of receptionists’ using appropriate
gestures to show that they understood clients’ needs, but they perceived a high level
(4.08). The receptionist could make appropriate eye contact when communicating at a
high level of 4.13. This level met their expectation which was ranked at a high level
too (3.54).

63




CHAPTER THREE

Analysis of Clients’ Results

Intercultural Communication: The

front desk staff can:

Customers’

Expectations

Customers’

satisfaction

M | SD L

M | SD L

1. make appropriate eye contact when

communicating.

354 | 0,63 | high

413 [ 044 | high

2. use appropriate gestures to show

that they understand my needs.

3,25 | 0,72 | moderate

408 [ 083 | high

Overall mean score

3,40 | 0,68 | moderate

410 [ 064 | high

Table 3.5: Customers’ Expectations and Perceptions towards Intercultural

Communication

D. Speech -acts:

As shown on table 3.6, the overall mean score of perception was 4.08 with a

standard deviation of 0.74, that is to say guests perceived a high level of service

quality regarding the speech-acts performed by the hotel receptionists.

Speech -acts: The front desk staff can:

Customers’

Expectations

Customers’

Satisfaction

M SD L M | SD L
greet me appropriately. 3,42 | 0,67 | high 4,34 | 0,92 | very high
ask appropriate questions. 2,85 | 1,37 | moderate | 3,68 | 0,85 | high

respond to my requests appropriately .

3,98 | 0,91 | high

4,31 | 0,51 | very high

settle my complaints with diplomacy.

4,40 | 0,96 | very high

4,97 | 0,07 | very high

ST I A

define the problem concerning my

complaints.

413 | 1,02 | high

4,59 | 0,73 | very high

6. ask for further information
appropriately

3,98 | 0,95 | high

3,58 | 0,82 | high

7. use appropriate address forms.

3,45 | 0,68 | high

3,13 | 1,25 | moderate

Overall mean score

3,75 | 0,94 | high

408 | 0,74 | high

Table 3.6: Customers’ Expectations and Perceptions towards the used Speech-acts
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This level met their expectation which was rated at a high level as well (3.75). It is
important to point out that clients perceived a moderate level towards receptionists’
use of appropriate address forms (3.13) though they expected a high level (3.45). The
standard deviation of perception was 1.25 which indicates that receptionists’ answers
varied from one participant to another. Guests’ perception was at very high level in the
following speech-acts:

e greet clients appropriately.

e response to clients’ requests appropriately .

e defining problems concerning customers’ complaints.

E. Summary of Overall Customers Expectation and Perception
Towards Service Quality

Table 3.7 shows that the overall mean score of expectation towards the four
dimensions was at a moderate level (3.48). The results of customers’ expectation
showed that use of speech-acts was rated at high level (3.75), followed by
communications skills (3.57), intercultural communication (3.40) and hospitality
language (3.22).

The overall mean score of perception towards the four dimensions was at a high
level (3.90). The dimension that was highly perceived was the intercultural
communication (4.10), followed by speech-acts (4.08), hospitality (3.92) and

communicative skills (3.53).

Summary Customers’ Expectations | Customers’ satisfaction
M SD L M SD L
Communications Skills 3,57 | 0,77 high 353 | 0,61 high
Hospitality Language 3,22 | 1,40 | moderate 3,92 0,44 high
Intercultural Communication | 3,40 | 0,68 | moderate | 4,10 | 0,64 high
Speech-acts 3,75 | 0,94 high 4,08 | 0,74 high
Overall mean score 3,48 | 0.94 | moderate | 3,90 | 0,60 high

Table 3.7: Summary of Customers’ Expectations and Perceptions
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These results rejected the first hypothesis of the study. That is to say, the
hypothesis that Gourara Hotel’s clients were dissatisfied with the communicative
performance of the receptionists was rejected because the level of satisfaction was

high with an overall mean of 3.90.

3.2.2.2. Gap between Clients’ Expectations and Perceptions
The discrepancy between clients’ expectations and perceptions measures their

satisfaction and discloses if they are satisfied or not.
A. Communications Skills

Table 3.8 shows that clients were dissatisfied with the communicative skills
performed by the hotel receptionists. Applying the disconfirmation theory, this
dissatisfaction appeared in the negative gap (-0.4) between their expectations and their
perceptions. Clients’ dissatisfaction was due to the fact that receptionists could not
understand their clients (-0.97) and they didn’t listen to them carefully and ask for

further information (-0.20).

Communication Skills: The front desk staff can: C.E'| C.P*| Gap
1. speak clearly so that | can understand them 3,58 |3,72 0,13
2. understand me 3,48 |2,52 |-0,97
3. listen to me carefully and ask for further information | 3,78 | 3,58 |-0,20
4. provide clear direction to my room and other hotel 3,65 (3,83 /0,18

services
5. restate that they understand my needs. 3,35 |[4,00 0,65
Overall mean score 3,57 [3,53 |-0,04

Table 3.8: Clients’ Satisfaction with Communicative Skills

1 C.E = Customers’ Expectation.

2 C.P = Customers’ Perception.
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B. Hospitality
Table 3.9 shows that the perceived performance was more than the expected
performance with a discrepancy of 0.52. Thus, the hotel guests were satisfied with the

hospitality language of the receptionists.

Hospitality: The front desk staff can: CE | CP | Gap
1. express courtesy through friendly manners. | 3,04 | 3,79 | 0,26
2. use appropriate tone of voice. 3,18 | 3,88 | 0,40
3. welcome me friendly and politely. 2,93 14,08 | 0,91
Overall mean score 3,22 3,92 | 0,52

Table 3.9: Clients’ Satisfaction with Hospitality —

C. Intercultural Communication
Table 3.10 shows that the perceived performance exceeded the expected
performance resulting in clients’ satisfaction with the intercultural communication of

the front office staff (gap = 0.58).

Intercultural Communication: The front desk staff can: CE | CP | Gap

4. make appropriate eye contact when communicating. 3,54 4,13 | 0,40

5. use appropriate gestures to show that they understand my | 3.25 4,08 | 0,75

needs.

Overall mean score 3,40 410 |0,58

Table 3.10: Clients’ Satisfaction with Intercultural Communication -

D. Speech-acts
Table 3.11 shows that guests were satisfied with the speech -acts dimension
with 0.36 discrepancy between their expectations and their perceptions. However, it

was remarkable that they were dissatisfied with the receptionists’ use of appropriate
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address forms (-0.33) and asking for further information (-0.41). Taking into account
this dissatisfaction, the second hypothesis of the research was partially confirmed.
That is to say, the hypothesis that clients’ dissatisfaction was due to some very specific
pragmatic failure in the receptionists’ communicative performance. Some

receptionists’ speech-acts were not performed in the appropriate way.

Speech-acts: The front desk staff can: CE | CP | Gap
1. greet me appropriately. 3,42 | 4,34 | 0,93
2. ask appropriate questions. 2,85 | 3,68 | 0,83
3. respond to my requests appropriately . 3,98 14,31 |0,33
4. settle my complaints with diplomacy. 4,40 | 4,97 | 0,57
5. define the problem concerning my complaints. | 4,13 | 4,59 | 0,46
6. ask for further information appropriately 3,98 3,58 |-041
7. use appropriate address forms. 345 |3,13 |-0,33
Overall mean score 3,75 | 4,08 | 0,36
Table 3.11: Clients’ Satisfaction with Speech-acts
E. Summary of Clients’ Satisfaction
Summary CE | CP | Gap
Communications Skills 3,57 | 3,53 |-0,04
Hospitality Language 3,22 13,92 |0,52
Intercultural Communication 3,40 | 4,10 | 0,58
Speech-acts 3,75 | 4,08 | 0,36
Overall mean score 3,49 3,91 |0,36

Table 3.12: Summary of Clients’ Satisfaction

Table 3.12 summarizes Gourara hotel guests’ satisfaction with the front desk

staff communication performance. Generally speaking, customers were satisfied
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because the gap between their expectations and their perceptions was positive (0.36).
The highest satisfaction occurred at the level of receptionists’ performance of
intercultural communication (0.58), followed by hospitality (0.52), then speech-acts
(0.36). However, they were dissatisfied with listening and speaking skills. Once more,
it iIs necessary to point out that the first hypothesis of this study which suggested that
clients were dissatisfied with the communicative performance of Gourara Hotel

receptionists was rejected.

3.2.2.3. Clients’ Satisfaction According to their Nationalities.
This part of analysis presents Gourara hotel guests’ satisfaction according to
their nationalities in order to find out if they were similarly satisfied or not with the

different communication skills performed by the front desk staff.

i.  Malaysian Satisfaction

Table 3.13 (page 76) summarizes Malaysians’ satisfaction with Gourara Hotel
receptionists’ performance of communicative skills (listening and speaking),
hospitality, intercultural communication and speech-acts. The results showed a
negative gap between customers’ perception and expectation in hospitality and
speech -acts dimensions. However, it was positive in communicative skills and
intercultural communication. The overall mean of both their expectation and
their perception was at a high level, yet they were dissatisfied because the gap
between what they expected and what they perceived was negative (3.84 -
4.02=-0.17). Here is a detailed description of Malaysians’ questionnaire results:

Regarding the communicative skills, mainly listening and speaking,
performed by the hotel receptionists, Malaysians’ expectations and perceptions
were at a high level (3.5 and 3.7). They reported that the front desk staff
provided clear direction to their rooms and other hotel services, and that they
(the front desk staff) kindly understood their needs more than they (the clients)

expected (Expectation 3.5- Perception 4.00). Malaysians were satisfied with the
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listening and speaking skills. The gap between their expectation and their
perception was positive (0.20).

The overall expectation concerning hospitality was ranked at the highest
level (4.80) with a standard deviation of 0.50. However the overall perception
was at a high level (3.83) with a standard deviation of 0.33. The perceived
performance was less than the expected performance with a discrepancy of -
0.75. Thus, Malaysians were dissatisfied with the hospitality language of the
receptionists.

The findings revealed that Malaysians’ overall expectation and perception
towards the intercultural communication were at a high level (3.80-3.88).
Malaysians’ perception of the intercultural communication exceeded their
expectation. The result was a positive gap of 0.19.

Though their overall expectation and perception were ranked at a high
level (4.07-3.96), Malaysian clients of the hotel were dissatisfied with the
speech-acts performed by the front desk staff. This appears in the negative gap

between their perception which exceeded their expectation (-0.11).

1i. Italians’ Satisfaction

The overall mean score shows (See table 3.17 on page 77) that Italians
were highly satisfied. Their perception which was 3.96 (high level) exceeded
their expectation which was 2.82 (moderate) resulting in a positive gap of 1.14.
Italians’ satisfaction was very high in the intercultural communication
dimension (4.25), followed by speech-acts dimension (4.09), hospitality

dimension (3.83) and communicative skills dimensions (3.68).
It was remarkable that the only negative gap (dissatisfaction) was at the
level of understating Italians (-0.20), that is to say; Italians perceived that

receptionist could not understand them. The highest satisfaction was at the
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level of welcoming them friendly and politely (gap between what they

expected and what they perceived was 2.25).

lii. Portuguese’ Satisfaction
The overall mean scores shown in table 3.18 (page 78) indicate that
Portuguese clients were highly satisfied with receptionists’ communicative
performance. Their perceptions (4.04) exceeded their expectations (3.43)
resulting in a positive disconfirmation with a gap of 0.61. Their satisfaction
appeared at the level of all dimensions. However, there are some aspects in

which Portuguese were dissatisfied with. These aspects were:

e Receptionists could not understand them.
e Receptionists could not ask for further information appropriately.

e Receptionists could not use appropriate address forms.

The Portuguese’ lowest satisfaction was marked in the use of speech-acts with a
positive disconfirmation of a 0.17 difference between their expectations and

perception.

iv.  Japanese Satisfaction

Table 3.19 (page 79) shows that Japanese expected and perceived a high level
of service quality at the front desk. The gap between their perceptions and expectations
was positive (0.49). Thus, they were satisfied with the communicative performance of
the hotel receptionists.

At the level of communicative skills , though they expected a high level of
service quality and perceived a high level as well, Japanese were dissatisfied for the
discrepancy between what they perceived and what they expected was negative (-
0.40). They perceived that that the front office staff could not:

e understand them
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o listen to them carefully and ask for further information
e provide clear direction to their rooms and other hotel service
Additionally, there was a negative gap (-0.20) between Japanese’ perception
and expectation in one aspect of the used speech-acts. They perceived that the front

desk staff could not ask for further information appropriately.

v. US Satisfaction

US customers were highly satisfied with receptionists’ communicative
performance as shown in the overall mean scores on table 3.20 (page 80). Their
perceptions (3.95) met and even exceeded their expectations (3.71) resulting in a
positive gap of 0.24.

Regarding the communicative skills (listening and speaking) dimension, it was
remarkable that US guests were dissatisfied. Though both perception level and
expectation level were high, the discrepancy between them was negative -0.75.
Receptionists could not understand them (the gap between what they expected and
what they perceived was -2.00). Moreover, receptionists could not listen to them
carefully and ask for further information (the gap between what they expected and
what they perceived was - 1.00).

At the level of speech-acts, US tourists were dissatisfied with the following

language functions:

e The front desk staff could not ask for further information appropriately.

e The front desk staff could not use address forms appropriately.

vi. British Satisfaction

Table 3.21 (page 81) shows that the overall mean score of satisfaction obtained
from British clients’ responses was positive. Their perceptions (3.92) exceeded their

expectations (3.38) creating a positive gap of 0.25.
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Regarding communicative skills performed by the hotel receptionists, clients
were dissatisfied. They expected a high level 3.64, but they perceived a moderate level
3.40 with a negative discrepancy of -0, 24. Their dissatisfaction appeared in the
following sub-skills:

e The front desk staff could not understand them

e The front desk staff could not listen to them carefully and ask for further
information

e The front desk staff could not provide clear direction to their rooms and

other hotel services

Concerning hospitality, British were totally satisfied for their perceptions
exceeded their expectations.

At the level of speech-acts, it is important to point out that though British were
satisfied, they perceived that receptionists could not use appropriate address forms as

they expected.

3.2.3. Return to Hotel
This part of the questionnaire deals with two main results: Gourara Hotel
clients’ return to the hotel and their motives to do so.
3.2.3.1. Potential for Customers’ Return to the Hotel
Table 3.19 shows that most of customers (78.34%) would return to the hotel.
This finding might be caused by their appreciation of the service quality provided by
the receptionists.

Return to the Hotel Number of Respondents Percentage
Yes 47 78.34%
No 13 21.66%
Not sure 00 00%
Total 60 100%

Table 3.13: Potential for Customers’ Return to the Hotel
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3.2.3.2. Incentives for Clients’ Return
Table 3.20 (page 80) shows that receptionists’ hospitality language (50.00%) is
the factor that highly motivates clients to come back to the hotel, followed by the
intercultural communication (30.00%). This indicates that guests were satisfied with

the front office staff performance of these two skills.

Potential for repeat visit Number of | Percentage
respondents

Listening and Speaking Skills 5 08.34%
Intercultural Communication 18 30.00%
Hospitality or Courtesy. 30 50.00%
Other: beautiful place to visit again-Nice natural scenes- 4 06.66%
Other: Transport problem ( Hotel access, long time to 3 05.00%
respond requests)

Total 60 100%

Table 3.14: Motives behind Clients Return to Hotel

3.2.4. Clients’ Suggestions

Customers also enhanced this research by adding valuable compliments and
complaints. To make it clear, the compliments and complaints were further separated
into groups as presented in table 3.21.Table 3.21 shows that twenty-one customers
provided compliments and complaints. Seventeen out of twenty-one customers
complimented the front desk staff, saying they were friendly, helpful and polite
making creating a good impression. In addition; they said that they were very

professional and well-informed. However, four out of twenty-one customers
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complained that the front desk staff should improve their English communication

skills and should provide prompt responses to guests’ requests.

English Skill Suggestions Number of | Percentage
respondents

- The front desk staff was very 7 33.33%
professional.

Compliments | -The front desk staff was friendly, 11 52.38%
helpful and polite making creating a
good impression/Warm welcome.

Total 17 80.95%
-The front desk staff should improve 1 04.79%
English communication

Complaints -The front desk staff did not provide 3 14.28%
prompt service.

Total 4 19.05%
Overall Total 21 100%

Table 3.15: Clients’ Suggestions
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Clients” Expectation Clients’ Perception Gap
M SD L M SD L
A. Communicative Skills:
1. speak clearly so that I can understand them 3,50 0,58 High 3,50 0,58 High 0,00
2. understand me 3,50 0,58 High 3,50 0,58 High 0,00
3. listen to me carefully and ask for further 3,50 0,58 High 3,50 0,58 High 0,00
information
4. provide clear direction to my room and other 3,50 1,00 High 4,00 0,00 High 0,50
hotel services
5.  restate that they understand my needs. 3,50 0,58 High 4,00 0,82 High 0,50
Mean 3,50 0,66 High 3,70 0,51 High 0,20
B. Hospitality:
6. express courtesy through friendly manners. 4,75 0,50 Very high | 3,75 0,50 High -1,00
7. use appropriate tone of voice. 4,75 0,50 Very high | 3,75 0,50 High -1,00
8.  welcome me friendly and politely. 4,75 0,50 Very high | 4,00 0,00 High -0,75
Mean 4,75 0,50 Very high | 3,83 0,33 High -0,92
C. Intercultural Communication:
make appropriate eye contact when 4,00 0,00 High 4,00 0,00 High 0,00
communicating.
10. use appropriate gestures to show that they 3,50 0,58 High 3,75 0,96 High 0,25
understand my needs.
Mean 3,75 0,29 High 3,88 0,48 High 0,13
D. Speech-acts:
11. greet me appropriately. 3,50 0,58 High 4.25 0.96 Very high 0,75
12. ask appropriate questions. 2,50 1,73 Low 3.50 0.58 High 1,00
13. respond to my requests appropriately . 4,50 0,58 Very high | 4,25 0,96 Very high -0,25
14. settle my complaints with diplomacy. 5,00 0,00 Very high | 3,50 0,58 Very high 0,00
15.  define the problem concerning my complaints. | 5,00 0,00 Very high | 4,25 0,50 Very high -0,25
16. ask for further information appropriately. 4,50 0,58 Very high | 5,00 0,00 Moderate -1,25
17. use appropriate address forms. 3,50 0,58 High 4,75 0,50 High -0,75
Mean 4,07 0,58 High 3,96 0,50 High -0,11
Overall Mean Score 4.02 0.50 High 3.84 0.45 High -0.17

Tables 3.16: Malaysians’ Satisfaction
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Clients’ Expectation Clients’ Perception Gap
The front desk staff can: M SD L M SD L
E. Communicative Skills:
1. speak clearly so that | can understand them 3,00 1,00 moderate 3,80 0,45 high 0,80
2. understand me 3,00 1,00 moderate 2,80 1,30 moderate | -0,20
3. listen to me carefully and ask for further 3,20 1,30 moderate 3,80 0,45 high 0,60
information
4.  provide clear direction to my room and other 2,80 1,64 moderate 3,80 0,45 high 1,00
hotel services
5. restate that they understand my needs. 2,60 1,52 moderate 4,20 0,45 high 1,60
Mean 2,92 1,29 low 3,68 0,62 high 0,76
F. Hospitality:
6.  express courtesy through friendly manners. 2,50 1,00 low 3,75 0,50 high 1,25
7. use appropriate tone of voice. 2,50 1,00 low 3,75 0,50 high 1,25
8.  welcome me friendly and politely. 1,75 1,50 Very low 4,00 0,00 high 2,25
Mean 2,25 1,17 low 3,83 0,33 high 1,58
G. Intercultural Communication:
9.  make appropriate eye contact when 3,00 0,82 moderate 4,50 0,58 | Very high 1,50
communicating.
10. use appropriate gestures to show that they 2,75 1,26 moderate 4,00 0,82 high 1,25
understand my needs.
Mean 2,88 1,04 low 4,25 0,70 | Very high 1,38
H. Speech-acts:
11. greet me appropriately. 3,00 1,22 moderate 4,60 0,89 | Very high 1,60
12. ask appropriate questions. 2,60 1,52 low 3,60 0,89 high 1,00
13. respond to my requests appropriately . 3,40 1,52 moderate 4,20 0,45 high 0,80
14. settle my complaints with diplomacy. 3,80 1,79 high 5,00 0,00 | veryhigh 1,20
15. define the problem concerning my complaints. 3,60 1,67 high 4,80 0,45 very high 1,20
16. ask for further information appropriately. 3,40 1,52 moderate 3,60 0,89 high 0,20
17. use appropriate address forms. 2,80 1,10 moderate 2,80 1,30 moderate 0,00
Mean 3,23 1,48 moderate 4,09 0,70 high 0,86
Overall Mean Score 2.82 1.24 moderate 3.96 0.58 high 1.14

Table 3.17: Italians’ Satisfaction
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Clients” Expectation Clients’ Perception
The front desk staff can: M SD L M SD L Gap
I.  Communicative Skills:
1. speak clearly so that | can understand them 3,40 0,89 moderate 3,80 0,45 high 0,40
2. understand me 3,20 0,84 moderate 2,40 1,14 moderate -0,80
3. listen to me carefully and ask for further 3,60 1,14 moderate 3,60 0,55 high 0,00
information
4. provide clear direction to my room and 3,40 1,34 moderate 3,80 0,45 high 0,40
other hotel services
5. restate that they understand my needs. 3,00 1,22 moderate 4,00 0,71 high 1,00
Mean 3,32 1,09 moderate 3,52 0,66 high 0,20
J.  Hospitality:
6.  express courtesy through friendly manners. 3,25 1,50 moderate 4,00 0,82 high 0,75
7. use appropriate tone of voice. 3,25 1,50 moderate 4,25 0,50 very high 1,00
8.  welcome me friendly and politely. 2,75 2,06 moderate 4,25 0,50 very high 1,50
Mean 3,08 1,69 moderate 417 0,61 high 1,08
K. Intercultural Communication:
9. make appropriate eye contact when 3,50 0,58 high 4,25 0,50 very high 0,75
communicating.
10. use appropriate gestures to show that they 3,25 0,50 moderate 4,50 0,58 very high 1,25
understand my needs.
Mean 3,38 0,54 moderate 4,38 0,54 very high 1,00
L. Speech-acts :
11. greet me appropriately. 3,60 0,55 high 4,40 0,89 very high 0,80
12. ask appropriate questions. 3,20 1,30 moderate 3,80 0,84 high 0,60
13. respond to my requests appropriately . 4,20 0,84 high 4,40 0,55 very high 0,20
14. settle my complaints with diplomacy. 4,60 0,89 4,80 0,45 very high 0,20
15. define the problem concerning my 4,40 0,89 4,60 0,55 very high 0,20
complaints.
16. ask for further information appropriately. 4,20 0,84 high 3,60 0,89 high -0,60
17. use appropriate address forms. 3,40 0,55 moderate 3,20 1,30 moderate -0,20
Mean 3,94 0,84 high 4,11 0,78 high 0,17
Overall Mean Scores 3.43 1.04 high 4.04 0.64 high 0.61

Table 3.18: Portuguese’ Satisfaction
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Clients” Expectation Clients’ Perception Gap
The front desk staff can: M SD L M SD L
M. Communicative Skills:
1. speak clearly so that | can understand them 3,80 0,45 high 3,80 0,45 high 0,00
2. understand me 3,60 0,55 high 2,00 0,71 low -1,60
3. listen to me carefully and ask for further 4,20 0,84 high 3,60 0,55 high -0,60
information
4. provide clear direction to my room and other 4,00 0,00 high 3,80 0,45 high -0,20
hotel services
5. restate that they understand my needs. 3,60 0,55 high 4,00 0,71 high 0,40
Mean 3,84 0,48 high 3,44 0,57 high -0,40
N. Hospitality:
6. express courtesy through friendly manners. 3,25 1,50 moderate 4,00 0,82 High 0,75
7. use appropriate tone of voice. 3,25 1,50 moderate 4,25 0,50 Very high 1,00
8. welcome me friendly and politely. 2,75 2,06 moderate 4,25 0,50 Very high 1,50
Mean 3,08 1,69 moderate 4,17 0,61 High 1,08
O. Intercultural Communication:
9.  make appropriate eye contact when 3,75 0,96 high 4,25 0,50 Very high 0,50
communicating.
10. use appropriate gestures to show that they 3,50 0,58 high 4,50 0,58 Very high 1,00
understand my needs.
Mean 3,63 0,77 high 4,38 0,54 Very high 0,75
P.  Speech-acts:
11.  greet me appropriately. 3,40 0,55 moderate 4,40 0,89 Very high 1,00
12. ask appropriate questions. 3,00 1,22 3,80 0,84 High 0,80
13. respond to my requests appropriately . 3,80 0,84 high 4,40 0,55 Very high 0,60
14. settle my complaints with diplomacy. 4,20 1,10 high 5,00 0,00 Very high 0,80
15.  define the problem concerning my 4,00 1,00 high 4,60 0,55 Very high 0,60
complaints.
16. ask for further information appropriately. 3,80 0,84 high 3,60 0,89 high -0,20
17. use appropriate address forms. 3,20 0,45 moderate 3,20 1,30 Moderate 0,00
Mean 3,63 0,86 high 4,14 0,72 High 0,51
Overall Mean Score 354 0.95 high 4.03 0.61 High 0.49
Table 3.19: Japanese Satisfaction
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Clients’ Expectation Clients’ Perception

The front desk staff can: M SD L M SD L Gap

Q. Communicative Skills:

1.  speak clearly so that I can understand 4,20 0,45 high 3,80 0,45 high -0,40
them

2. understand me 3,60 1,14 high 2,00 0,71 low -2,00

3. listen to me carefully and ask for further 4,40 0,55 very high 3,60 0,55 high -1,00
information

4.  provide clear direction to my room and 4,20 0,45 high 3,80 0,45 high -0,40
other hotel services

5.  restate that they understand my needs. 4,00 0,71 high 4,00 0,71 high 0,00

Mean 4,08 0,66 high 3,44 0,57 high -0,76

R. Hospitality:

6. express courtesy through friendly 3,25 1,50 3,75 0,50 high 0,50
manners.

7. use appropriate tone of voice. 3,25 1,50 3,75 0,50 high 0,50

8.  welcome me friendly and politely. 2,75 2,06 4,00 0,00 high 1,25

Mean 3,08 1,69 3,83 0,33 high 0,75

S. Intercultural Communication:

9. make appropriate eye contact when 3,75 0,96 high 4,25 0,50 very high 0,50
communicating.

10. use appropriate gestures to show that they 3,50 0,58 high 4,50 0,58 high 1,00
understand my needs.

Mean 3,63 0,77 high 4,38 0,54 very high 0,75

T. Speech-acts:

11. greet me appropriately. 3,60 0,55 high 4,40 0,89 very high 0,80

12. ask appropriate questions. 3,20 1,30 3,80 0,84 high 0,60

13. respond to my requests appropriately . 4,20 0,84 high 4,40 0,55 very high 0,20

14. settle my complaints with diplomacy. 4,60 0,89 very high 5,00 0,00 very high 0,40

15. define the problem concerning my 4,40 0,89 very high 4,60 0,55 very high 0,20
complaints.

16. ask for further information appropriately. 4,20 0,84 high 3,60 0,89 high -0,60

17. use appropriate address forms. 3,40 0,55 3,20 1,30 -0,20

Mean 3,94 0,84 high 414 0,72 high 0,20

Overall Mean Score 371 high 3.95 high 0.24

Table 3.20: US Satisfaction
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Clients” Expectation Clients’ Perception Gap

The front desk staff can: M SD L M SD L

U. Communicative Skills:

1. speak clearly so that | can understand 3,60 0,55 high 3,60 0,55 high 0,00
them

2. understand me 3,60 0,55 high 2,40 1,14 low -1,20

3. listen to me carefully and ask for 3,60 1,14 high 3,40 0,55 moderate -0,20
further information

4.  provide clear direction to my room 4,00 0,00 high 3,80 0,45 high -0,20
and other hotel services

5. restate that they understand my needs. 3,40 0,55 moderate 3,80 0,84 high 0,40

Mean 3,64 0,56 high 3,40 0,70 moderate -0,24

V. Hospitality:

6.  express courtesy through friendly 3,25 1,50 moderate 3,50 0,58 high 0,25
manners.

7. use appropriate tone of voice. 3,25 1,50 moderate 3,50 1,00 high 0,25

8. welcome me friendly and politely. 2,75 2,06 moderate 4,00 0,00 high 1,25

Mean 3,08 1,69 moderate 3,67 0,53 high 0,58

W. Intercultural Communication:

9. make appropriate eye contact when 3,25 0,50 moderate 3,50 0,58 high 0,25
communicating.

10. use appropriate gestures to show that 3,00 0,82 moderate 3,25 1,50 moderate 0,25
they understand my needs.

Mean 3,13 0,66 moderate 3,38 1,04 moderate 0,25

X. Speech-acts :

11. greet me appropriately. 3,40 0,55 moderate 4,00 1,00 high 0,60

12. ask appropriate questions. 2,60 1,14 3,60 1,14 high 1,00

13. respond to my requests appropriately 3,80 0,84 high 4,20 0,45 high 0,40

14. settle my complaints with diplomacy. 4,20 1,10 5,00 0,00 very high 0,80

15. define the problem concerning my 3,40 1,67 moderate 4,20 1,79 high 0,80
complaints.

16. ask for further information 3,80 1,10 high 3,80 0,84 high 0,00
appropriately.

17. use appropriate address forms. 4,40 0,89 Very high 3,60 1,34 high -0,80

Mean 3,66 1,04 high 4,06 0,94 high 0,40

Overall Mean Score 3.38 moderate 3.62 high 0.25

Table 3.21: British’ Satisfaction
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3.3. Analysis of Clients’ Interview

The interviews analysis describes the participants’ opinions about the use of the
English communicative skills in Hotel Reception profession and what language use
affects their coming back to the hotel.

3.3.1. Required Level of Language Skills for Hotel Reception
Job
Section A provided an insight in clients’ beliefs about the needed level of
English and of each communicative skill (Listening, Speaking, Reading and Writing)
for hotel receptionists to perform their job effectively. Moreover, it aimed at knowing

clients’ opinions about the importance of some language uses at the workplace.

Question 01: Is a good level of English required to satisfy you at the front
desk?

The aim of question 01 was to determine the importance of having a good level
of English language at workplace. The more English is important at work; the more
emphasis should be given to the English course in the training period. The results
show that all tourists (100%) said that it was important for a hotel receptionist to have

a good level of English.

Question 02: Which of the following language skills you think are important
for a receptionist to communicate effectively with clients?

Question 02 aimed at knowing clients’ views about the importance of some
communicative requirements for the front desk staff to communicate effectively with
clients. Figure 3.1 is self-explanatory. Regarding listening skill, the majority of
participants (90%) said that it was a very important requirement at workplace.
Concerning speaking, 77% of respondents agreed that it was a very important skill in
hotel reception profession. As for Reading, 39% of them opted for the little importance
of this skill for the front desk staff. 51% answered that writing was of a little
importance for the front office staff. 44% of clients said that hospitality language was

the most important aspect needed at hotel reception job. Intercultural communication
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was opted by 34% of participants as fairly important for hotel receptionists. Knowing

hotel vocabulary was ranked as the least important skill by 38% of hotel guests.
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Figure 3.1: Importance of Communicative Requirements

Question 03, 04, 05 and 06: Which level of the English language listening,
speaking, and reading and writing skills enables a receptionist to do his job
effectively?

Question 03, 04, 05 and 06 provided an insight in clients’ beliefs about the
needed level of each communicative skill (Listening, Speaking, Reading and Writing)

for hotel receptionists to perform their job effectively.
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Figure 3.2: Summary of Required Levels

Figure 3.2 summarises Clients’ views about the required levels of
communicative skills in Hotel reception profession. It is obvious that clients opted for
listening and speaking skills and said that an excellent level in these skills is needed to
enable the front desk staff to perform their job effectively. As for reading and writing,
having a good level is quite enough.

Concerning listening skill, 73% of the respondents said that an excellent level
of listening skill was required in hotel reception profession; only 27% of them said that
a good level was required. However, none of them said that it was not important. As
for speaking skill, most participants (68%) answered that an excellent level of
speaking skill is needed to enable hotel receptionists to carry out their job effectively,
32% of them responded that a good level is needed, however none of them opted for
the non-importance of speaking at workplace. Regarding reading skill, 73% of hotel
guests opted for having a good level of reading enables receptionists to do their job
effectively, 22 % said that having a certain level is not important in hotel reception job
and 5% only answered that an excellent level is required. 74% of participants agreed
that a good level of writing is required in hotel reception profession and 24 % thought

that having some level of writing is not important at the workplace.
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3.3.2. Importance of Intercultural Communication and Hospitality
Language and Hotel Vocabulary
The aim of section B was to elicit clients’ opinions about the importance of
hospitality, intercultural communication and the use of hotel vocabulary for hotel

receptionists to do their job effectively.

Question 07, 08 and 09: How important is hospitality language, intercultural
communication and hotel vocabulary for a receptionist to carry out his job effectively?

Most of participants (73%) said that the hospitality language is very important
at the front office. 83% of respondents said that intercultural communication is
somewhat important. 71% of the hotel guests agreed that the use of hotel vocabulary is

of little importance in Hotel Reception job.
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Figure 3.3: Importance of Hospitality, Intercultural Communication and Hotel

Vocabulary
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3.3.3. Return to Hotel

Section C sought the reasons that might motivate tourists to come back to the
hotel.

Question 10: Which qualities, skills or speech-acts might encourage you to
return or stay longer at the hotel?

As shown on figure 3.4, all participants said that friendliness, politeness and the
good welcome of receptionist motivated them to return to the hotel. 90% of them
opted for the receptionists’ use of appropriate address forms. 34% selected
receptionists’ good listening to them. 20% of them said that receptionists’ good
speaking, response to their requests and dealing with their complaints stimulated their
interest of coming back to the hotel. Only 10% of them chose receptionists’
appropriate use of hotel vocabulary. 7% of participants added another motive that has

nothing to do with communication (the beautiful nature and scenes).

What Motivates Clients Return to the Hotel
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Figure 3.4: What Motivates Clients to Return to the Hotel
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3.4. Conclusion

In conclusion, the results showed that clients were satisfied with service quality
of the front office staff. Conversely, there was a negative gap between customers’
expectations and perceptions at the level of speaking and listening performance. That
is to say, the hotel guests were not satisfied with the communicative skills of the
receptionists. This dissatisfaction did not impair communication. Gourara hotel guests’
satisfaction varied according to their nationalities. However, all participants agreed
that hospitality is the most important quality at the hotel reception desk and that it was
the most important reason which might motivate their return to the hotel. These results
are discussed, conclusions are drawn and recommendations are suggested in the next

chapter.
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Chapter Four

Discussions and Recommendations

4.1. Introduction

This final chapter presents a discussion of the results. Based on data analysis
and findings, it includes conclusions of the study and it consists of some implications
that may contribute to teaching English for hotel receptionists. It also includes a brief

discussion of the limitations to the study that may open doors for future researches.

4.2. Questionnaires Discussion and Conclusions
The questionnaire responses are discussed according to the order of the

different sections the questionnaire contained.

4.2.1. Clients’ Nationalities

Gourara hotel clients were asked about their nationalities. Their responses
indicated that most of the hotel guests were non-native speakers of English (68.34%).
Only 31.66% of the hotel customers were English native speakers. It was concluded
that the hotel clients included a diversity of backgrounds, accents, cultures, lifestyles
and rituals. This diversity creates a real challenge for the front desk staff that has to
deal with these differences appropriately.

Dudley-Evans and St John (1998) state that in business English non-native
speakers want to communicate effectively, but not necessarily like native speakers;
and native speakers also need to learn to use International English. Algerian hotel
receptionists are non-native speakers of English and they are supposed to
communicate effectively with English native and non-native speakers customers,
satisfy their communicative needs and meet their expectations.

“Employees who have cross-border responsibilities and / or cross-
cultural relationships need to be prepared to effectively handle the
inevitable intercultural tasks and challenges involved ”

(Clarke and Chen, 2007: 32).
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4.2.2. Clients’ Satisfaction

The hotel guests were asked to rate their expectations and perceptions towards
the communication performance of the front desk staff using a five-Likert scale. Their
satisfaction was measured by calculating the gap between their expectations and
perceptions.

The hotel clients’ results showed that they were highly satisfied with the service
quality of the hotel receptionists. Their perceptions were ranked at a high level with a
mean of 3.90. This average exceeded their expectations mean which was moderate
with a mean of 3.78. Thus, the first hypothesis of the study which supposed that
Gourara Hotel clients were dissatisfied with the communicative performance of
receptionists at the front desk was rejected. However they were not totally satisfied.
There appeared some dissatisfaction at the level of some language uses performance
which implies that the hotel receptionists need to improve their communicative

performance.

4.2.2.1. Communicative Skills

Though hotel guests perceived a high level of service quality in listening and
speaking skills, their perceptions did not meet their expectations. There was a negative
gap between what they perceived and what they expected. This gap suggests that the
front desk staff should improve their listening and speaking skills to perform their job
more effectively. Otherwise, there may be a misunderstanding between clients and
hotel receptionists. This misunderstanding may create some troubles, for instance,
some clients complained about the long-time taken in handling their requests. This
complaint might be caused by the misunderstanding between receptionists and clients.

Italian, Portuguese, Japanese, US and British clients perceived that the hotel
receptionists could not understand them. This might be caused by the different accents
of guests, the diverse pronunciations including stress pattern and the lack of some
sounds in certain language systems. For example, Japanese, being non-native speakers
of English, cannot differentiate between the /I/ and the /r/ sounds. Words such as
lot/rot or glimmer are impossible for some of them to pronounce correctly. Moreover,

Japanese struggle with the (/6/-/8/) sounds, such as in the words month, thirteenth and
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clothes. The /v/ sound is also difficult for some, who say berry instead of very or ban
instead of van (Shoebottom, 1996). Hotel receptionists should be aware of these
differences in language systems so that to interact effectively with clients.

It is important to mention that US and British clients expected a high level of
receptionists’ understanding of what they said, yet they perceived a low level. The
discrepancy between their (US and British guests) expectations and perceptions was
bigger than others’. This suggests that native speakers of English expect a high service
quality. This may be due to their competency in English as it is their native language.
However, they could not be understood by the hotel receptionists who are non-native
speakers of English. Medgyes (1992) describes the native speaker as someone who
may be able to come close to a perfect and unattainable ideal, but who will never
actually be able to reach that ideal.

Japanese, US and British guests perceived that the front desk staff could not
listen to them carefully, ask for further information and provide clear direction to their
rooms and other hotel services. This suggests that the hotel receptionists are not good
listeners. Being a good listener is a key to successful communication. Cooper (1991)
states that listening competency demonstrates the relationship between communication
participants. Good listening is vital in spoken interactions, particularly in business.
Dudley Evan and St John (1998) describe active listening as verbal (such as back-
channelling ‘uh, that’s interesting, right”) and non-verbal (such as physical
movements and gestures) encouragement given to a speaker. It involves paraphrasing
and summarizing so that the speaker knows his message is heard and understood.

Contrary to all other customers, Malaysians were satisfied with the speaking
and listening skills performed by the hotel receptionists. It was suggested that they
might be frequent visitors of the hotel and might be used to the front desk staff
communication performance. A phone call to the hotel manager confirmed that
suggestion. The four Malaysians are employees in that region (Timimoun). They
always speak to the receptionists who became acquainted with their accent as well.

In short, listening and speaking are important skills to communicate effectively.
Gourara hotel receptionists should improve these two skills. To communicate

effectively, it is important to have a clear message, have job knowledge, speak clearly,
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restate the front desk representative’s understanding and listen to the answers, and pay

attention to the guest’s needs (Chon and Sparrowe, 1995).

4.2.2.2. Hospitality

Most of the hotel customers were highly satisfied with the hospitality language
performed by the front office staff. They perceived that receptionists expressed
courtesy through friendly manners, used appropriate tone of voice and welcomed them
friendly and politely. However, Malaysians were dissatisfied with the hospitality
communication. It was suggested that receptionists treated Malaysians in a less
friendly manners because they are regular visitors. This resulted in their
dissatisfaction. The front desk staff has to meet customers’ expectations. They should
be courteous as all customers expect to be treated in a professional manner (Dwyer,
1997; Roebuck, 1998).

4.2.2.3. Intercultural Communication

All customers were highly satisfied with the front desk staff intercultural
communication in terms of making appropriate eye contact when communicating and
using appropriate gestures to show that they understand customers’ needs. The results
of the US clients showed that they perceived a very high level of eye contact
maintaining. These results agree with the findings of Jasso-Aguilar (1999) who noticed
that the interactions between the guests and her usually occurred after she made eye
contact with them and smiled while keeping eye contact. In the United States, the
cheapest, most effective way to connect with people is to look them into the eye
(Clarke and Chen, 2007). Maintaining eye contact is an excellent way not only to show
respect but also to keep your attention focused on clients as well. “If you are not
looking directly at your clients, you are missing an excellent opportunity to absorb as
much information as you possibly can” (Buckingham, 2001: 131). Lustig and Koester
(1993) state that cultures vary in the degree of acceptable eye contact. Europeans and
North Americans look directly into the eyes of the other person when they are

listening, whereas African-Americans look away.
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4.2.2.4. Speech-acts
The findings of the study revealed that the hotel customers were highly satisfied
with the speech-acts used by receptionists. They perceived a high level of service
quality. However, some dissatisfaction occurred at the level of some speech-acts use.
This might be due to the little attention paid to such socio-pragmatic skills in textbooks

designed for non-English-speaking backgrounds workers.

“A small survey which I undertook of 50 textbooks aimed at teaching
English for the workplace revealed that most devoted less than 15% of
their content to social and interpersonal aspects of workplace
interaction such as small talk. More advanced textbooks often ignored
this area completely; apparently small talk is considered too basic to
deserve serious attention in such books”

(Holmes, 2005: 347)

There is a difference between the use of speech-acts by native speakers and
non-native speakers of English. “There is a considerable body of research showing
that non-native speakers differ from native speakers in their use of speech-acts”
(Basturkmen, 2006: 50). For instance, it is perfectly appropriate to ask a Euro-
American male tourist about his wife. However, this would be a breach of social
etiquette for a male from the United Arab Emirates (Reisinger, 2009). Medgyes (1992)
remarked that the best non-native speakers of English will never reach “native
competence” in spite of all their efforts. As demonstrated in figure 4.1, non-native
speakers will always be “halted by a glass wall” a kind of invisible “plateau” where
their language competence will stay blocked (Medgyes, 1992,: 342).

------------------------------------------------------------------- //-- >

ZEID < mmmmmmmm o > native

competence competence

Figure 4.1: Interlanguage Continuum, (Medgyes, 1992: 341)

Research has shown that despite high levels of grammatical competence, non-

native speakers may still have difficulties in communicating because of a lack of
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ability to express speech-acts appropriately (Bardovi- Harlig, 1990; Thomas, 1983
found in Basturkmen, 2006)

This study revealed that clients agreed that the front office staff (who are non-
native speakers of English) could not ask for further information appropriately and that
they could not use appropriate address forms. However, this did not impair the whole
quality of communication for the hotel clients were generally satisfied with the speech-
acts used by their hosts. This implies that there is kind of cross-cultural linguistic
politeness that needs formal forms of address. Linguistic politeness varies from one
language to another. Brown and Levinson’s (1978;1987) state that the most important
elements influencing speakers in their choice of words for indicating politeness are the
rate of the speech-acts in the culture , the distance between speakers and the power
relations between them . Speech acts are related to one’s culture. If the hotel
receptionists do not know much about the speech acts used in a foreign culture, there
might be a miscommunication with their clients. In Europe, addressing other people by
their second names and professional titles, such as ““Dr’” or ““Mr’’ is expected. In
Asian cultures the appropriate and formal address forms are very finely differentiated,
according to social status, age and gender (Reisinger, 2009:175).

Furthermore, Malaysian clients perceived that the hotel receptionists could
not respond to their requests appropriately and that they could not define the problem
concerning their complaints. This implies that Malaysians are sensitive when
interacting with others. They care a lot about speech-acts performed by their
addressers. Malaysians and Koreans are more concerned with the group of people with
whom they work or interact socially (Reisinger, 2009).

Italian guests were satisfied with the speech-acts used by the front line staff.
This might be due to the fact that Italians “are very creative and can find solutions to
any problem; they are very good at getting around and beating the system” (ibid: 362).

As a conclusion, the front desk staff should learn how to use eye contact
properly taking into account that culture of the client. Besides, they should improve
their use of different speech-acts according to the culture of their clients. The use of
linguistic politeness is significant in hotel reception profession. Thus, receptionists

should care about the forms of address when speaking when asking questions and
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dealing with clients’ complaints and/ or requests. So, the second hypothesis supposing
that clients’ dissatisfaction was due to some very specific pragmatic failure in the

receptionists' communicative performance was partially confirmed.

4.2.3. Return to Hotel

Participants were asked if they would come back to the hotel and they were
requested to select the incentives that motivate their return in order to draw a
conclusion about what attracts clients more and what language uses receptionists need
to focus on. The majority of guests said that they would return to the hotel. Their
overall satisfaction towards the front desk staff communicative performance was
positive. It was suggested that they might appreciate the service quality.

Receptionists’ hospitality was the main motive that clients opted for. Thus, the
hotel receptionists should have good command of acts of courtesy, friendly manners
and polite behaviour when dealing with their visitors. These findings supported the
results of Lertanaprechasakul (2002), who published ‘Customer Satisfaction toward
the Nongkhai Grand Thani Hotel’. She found out that customers were not satisfied
with the quality of product such as design and decoration of the lobby, but they were
satisfied with the friendliness, greetings, and courtesy of staff. This satisfaction
affected the overall customer satisfaction and enhanced their return to the hotel. The
most successful hoteliers reported that their quality reputation was based on the
courtesy of their employees (Carper, 1991).

The second selected motive that could enhance customers’ return to the hotel
was the intercultural communication of the front line staff. This shows how important
the use of eye contact and appropriate gestures when dealing with tourists is. Non-
verbal behaviour and body language are key concepts in Tourism and Hospitality
Management.

“High context communicators, on the other hand, tend to
communicate more implicitly. They expect you to be able to interpret
what they mean from your knowledge of the cultural values that lie
behind the words, what they 're actually talking about at the time, their
tone of voice and, of course, their eye and body language”

(Carté and Fox, 2008:18)
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As a conclusion, it is suggested that the hotel receptionists should pay more

attention to hospitality language and intercultural communication.

4.2.4. Clients’ Suggestions

To reinforce the questionnaire, clients were asked to add any compliments or
complaints about the communicative performance of the hotel receptionists. Most of
respondents praised the service quality at the front desk mainly at the level of
hospitality, courtesy and the good welcome. This explains their overall satisfaction.
Some guests marked few complaints at the level of speaking and listening skills as
well as the long-time taken to respond to their requests. This shows that these
customers did not receive good help when needed. The inability to respond to their
requests reflected their suggested complaints. Prompt service is another key to success
in the field of Hotel Management.

From the questionnaire results, the followings conclusions were drawn:

1)Gourara hotel receives guests from different backgrounds that makes
receptionists’ duties challenging for they deal with different cultures and
accents. Receptionists need to know more about others cultures to
perform their job effectively.

2) Tourists’ dissatisfaction occurred at the level of speaking and listening
skills. The front desk staff should improve their communicative
competence in listening and speaking. They need to be active listeners
and good speakers as well to meet their clients’ requirements and avoid
miscommunication.

3) Hospitality communication is significant in Hotel Management. It affects
clients’ satisfaction more than any other services and /or products do.
Hotel guests, either they are frequent visitors or not, prefer to be treated
in a professional way. Hospitality seems to be the motive that enhances

clients to come back to the hotel.
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4) Intercultural competence, including eye contact, body language and
behavioural manners, has an impact on clients’ satisfaction. Hotel
receptionists should absorb much information through eye contact and
use appropriate gestures to interact effectively with their clients.

5)Some speech-acts were not used appropriately which led to a certain
extent of guests’ dissatisfaction. Hotel receptionists need to know more
about the use of speech-acts by native speakers and non-native speakers
of English, cross-cultural linguistic politeness and the use of appropriate
address forms.

6) Receptionists’ slow responsiveness to clients’ requests was a problem
suggested by clients. Hence, they should provide prompt responses to

their clients’ requests.

4.3. Interviews Discussion and Conclusions
Data obtained from the client’s interview are discussed paving the way to some

conclusions related to the research purpose.

4.3.1. Required Level of Language Skills for Hotel Receptionist Job

All the interviewed clients in Gourara hotel agreed that a good level of English
is required in hotel reception profession. English has become a global language as
stated by many researchers. It is now officially considered as an international
language. Companies and large businesses need to employ people who can speak
English fluently, effectively and appropriately. This implies that the English for Hotel
Reception course should be given much importance during the training period. In
Tourism and Hotel Management Training Centres, the English course is not given
much value though teachers, administrators and trainees are aware that a successful
receptionist is the one who can communicate effectively with customers and enhance

them to come back to the hotel through his proficiency.
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According to the interviewees, listening skill, speaking skill, hospitality
language and intercultural communication were the most important skills that the front
desk staff should have a good command of in order to satisfy their clients and meet
their needs. This result is similar to Reisinger (2009) study in which he states that
observing the behaviour of international tourists, talking to them, listening to their
needs and preferences, and learning about their habits can help the locals avoid
cultural mistakes. This suggests that importance should be given to the mentioned
skills during training. This finding conforms to the questionnaire’s results which
revealed that the incompetency of the receptionists in listening and speaking resulted
in clients’ dissatisfaction.

From clients’ views, the study findings revealed that an excellent level of
listening and speaking are required in hotel reception profession to enable the front
desk staff do their job perfectly, or at least effectively. The incompetency in listening
and speaking skills that was perceived by some clients (such as: the US, the Japanese
and the British guests) resulted in their dissatisfaction. It was concluded that
interactions between the front desk staff and clients need competence in listening and
speaking skills. Many researches in the field of Hotel Management came to the same
conclusion. Coskun (2009) found out that listening and speaking skills were perceived
as the most needed skills at work for tourism students. It is important to mention that
the front desk staff graduated from Tourism Training Centres where teachers are non-
native speakers of English. That is to say, trainees did not have the opportunity to
listen to or speak with native speakers of English. This might affect their level in these
two skills.

As for reading and writing, most of the interviewed clients said that a good
level at these two skills is enough for a hotel receptionist. This finding conforms to El-
khatib’s (2005) research which revealed that all four communication skills were very
important for tourism workers. It was suggested that teachers or trainers of English for
hotel reception trainees should focus on listening and speaking skills without ignoring

reading and writing skills.
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4.3.2. Importance of Intercultural Communication and
Hospitality Language
Most of the interviewees selected hospitality as a very important skill that hotel
receptionists should perform appropriately. Through their courtesy, friendly behaviour
and politeness, Gourara hotel receptionists convey trust and confidence. Therefore, a
successful hotel relies on its employees’ courtesy in general and the front desk staff’s
in particular. Shangri-La Hotel (London) was illustrated as a good example of

hospitality in Clarke and Chen’s book entitled International Hospitality.

“As with every property in the group, the Shangri-La Hotel at London
Bridge Tower will operate on a simple yet powerful philosophy of
Shangri-La hospitality from warm, caring people. This uniquely Asian
view of service embodies the core values of respect, helpfulness,
courtesy, sincerity and humility, and has been the cornerstone of the

Shangri-La success”
(Clarke and Chen, 2007:148)

In a hotel environment, the front-line staff interacts the most with customers
which means that they have to ensure not only that information is transmitted, but also
that this is done in a way that complies with courtesy expectations of different cultures
(Kyriakidou & Gore, 2005).

As for intercultural communication, most respondents reported that it is
somewhat important at the workplace. Hotel receptionists should be aware of the
importance of cross-cultural competence in their profession. They should possess a
high level of intercultural competence as they have to use language in different socio-
cultural contexts.

Regarding hotel vocabulary, clients agreed that the use of hotel lexis is of little
important. ESP courses use specialized vocabulary. It was suggested that the clients’
opinions about hotel vocabulary was due to the fact that most of them were non-native
speakers of English. They might not know words related to hotels. They might need
general English to understand the front desk staff. Their opinions might emerge from
their dissatisfaction with the speaking skill of the receptionist. Receptionists might use

some specialized words that were not understood by all clients.
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4.3.3. Return to Hotel

This part of the interview aimed at confirming clients’ responses to section four
in the questionnaire. All participants agreed that friendliness, politeness and the good
welcome of receptionists would enhance their coming back to the hotel. 90% of them
said that the appropriate use of address forms would motivate them to return. All these
language uses belong to the hospitality communication. This result confirms with
section two of the questionnaire where 48.78% of clients reported that receptionists’
hospitality and courtesy were the factors that highly would motivate them to come
back to the hotel. Only 10% of them chose receptionists’ appropriate use of hotel
vocabulary which supported their answer that vocabulary is of little importance at the
front office. These results suggested that receptionists should give importance to

hospitality and polite address forms.

To sum it up, the following conclusions were drawn from the interview results:

1. Hotel receptionists require a good level of English to satisfy their
customers. Trainees or receptionists should give more attention to
learning English.

2. Listening, speaking, hospitality language and intercultural
communication are the most important skills that receptionists should
have a good level at to meet their clients’ needs. Hence, the front desk
staff should be good listeners, fluent speakers, hospitable when
welcoming their guests and knowledgeable about the cultures of them.

3. Hospitality; which includes courtesy, friendly manners, politeness and
the use of the appropriate address form is the most important skill that

motivates customers to return to the hotel.

4.4. Recommendations and implementations
Measuring Gourara hotel clients’ satisfaction with the front desk staff

communicative performance, exploiting their expectations, perceptions and their
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opinions, some of the receptionists’ English Language needs at the workplace were
identified, here are some recommendations and guidelines based on the study findings.
These suggested recommendations are meant to contribute to the improvement of ESP

for Hotel Management.
- A Continuous Needs Analysis

One of the key stages in ESP courses is Needs Analysis. The latter is not a one-
off activity; it should be on-going. A repeated Needs Analysis can be transformed into
a formative evaluation (Dudley Evans and St John, 1998). To identify hotel
receptionists’ English language needs at the workplace, a Needs Analysis is required.
Hutchinson and Waters (1987) promote a “learning-centred approach™ while
dismissing a "learner-centred approach” to ESP as a "theoretical attack on established
procedures™ rather than a “practical approach to course design”. Learners’ needs
cannot determine the target situation; factors concerned with learning must be brought
into play at all stages of the design process. Similarly, the focus in any business is the
client whose attitudes reflect the whole enterprise or company. Customers’
expectations, perceptions, satisfaction or dissatisfaction and opinions can all be used as
good tools to gauge feedback and measure the service quality. Hotel clients can be an
effective source in Needs Analysis process where the hotel receptionists are the target
population. Business English is meant to increase business prosperity and enable
employees to perform their job effectively.

Based on clients’ feedback, teachers or course designers can evaluate the ESP
syllabus for hotel receptionists taught in training centres on one hand. On the other
hand, hotel managers / owners can improve the service quality provided by their
service encounter. Gourara hotel administrators should be aware of the importance of
continuous Needs Analysis. They should assign ESP practitioners the task of
conducting Need Analysis for their employees. Such Needs Analysis is known as
Language Auditing. It is particularly relevant to Business Communication in
companies. According to Huhta (2002), Language Auditing is the first step diagnosing
language challenges and analysing the potential of the staff on a strategic level. To this
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aim ESP practitioners can conduct negotiations with senior management. They need to
identify the hotel communication environment and its needs, by asking key questions.
Needs Analysis should be conducted repeatedly throughout the training period so that
to get a feedback on the effect of the syllabus.

- An On-going Training

A training course should be arranged for the front desk staff before starting
work and also for on-the-job training. Hotel owners/managers should be aware of the
importance of training. General courses taught in Tourism and Hotel Management
Training Centres do not emphasize English for Specific Purposes. Hotel receptionists
need specific English skills. Many researches proved the effectiveness of the on-going
training at workplace in business. Gourara hotel managers should plan on-going
trainings for their reception employees. A teacher or an ESP practitioner should be
assigned the role of providing them with practical English language training, focusing
on the language used at the front office where the interactions between the
receptionists and their clients occur. Hard situations (such as dealing with complaints,
responding to requests and the like) that the front desk employees may encounter
should be included as part of the training. Furthermore, the receptionists can be sent to
English-speaking countries for an on —going training to develop their communicative

skills and abilities when dealing with native speakers.
- Designing a Syllabus

When dealing with English for Vocational or Professional Purposes, syllabus
designers should take into account the business aim. The ultimate business target is
business itself and effective communication is the key to successful business. In most
Business English courses, syllabus designers focus on the learner-centred approach to
build up syllabi, however, the centre of attention in any business is the customer and
his satisfaction. Customers’ expectations and perceptions of goods or services give a
verdict about the service quality and affect the whole business process. Dudley-Evans
and St John (1998) divide Business English into English for General Business
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purposes (EGBP) and English for Specific Business Purposes (ESBP). EGBP courses
are usually for-pre experienced learners. They focus on presentation through listening
and /or reading, followed by exercises to practise grammar and vocabulary. They aim
at achieving accuracy and correct answers. In contrast, ESBP courses are run for job-
experienced learners. They focus on one or two language skills specific to business
communication events. They are frequently intensive and groups are small. A more
deep-end approach is followed, starting from a fluency activity, progressing to
language and skills work based on outcome, and leading to further fluency practice.
Hence, Gourara hotel managers should ask an ESP practitioner to give their reception
employees ESBP on-going training courses after conducting a Needs Analysis and
identifying their lacks. English for Hotel Reception is a very specific discipline where
English is not a matter of language accuracy but of effective communication that has
an impact on business. There is a necessity for designing a syllabus based on clients’
satisfaction and insights. This syllabus can be based on clients-centred approach. On
the ground of the study finding as well as previous literature review, syllabus designers

should take into account the following:

e All four skills are important in hotel reception courses. However,
speaking and listening should be given more importance compared to
reading and writing. The syllabus thus should focus on listening and
speaking activities for clients were dissatisfied with these two interactive
communicative skills.

e Hospitality, courtesy, friendly manners, intercultural communication
should be included in the syllabus as significant issues for the hotel
business flourishing. Findings of this research could be implemented in
current training programmes to create more in- depth training, focused
on possible intercultural misunderstandings, and hospitality that are
relevant to front-line staff.

e Speech-acts that frequently occur at the hotel reception desk should be

emphasized to enable receptionists interact effectively with their clients.

102



CHAPTER FOUR Discussions and Recommendations

Hotel receptionists should be taught the differences between English
native speakers and the non-native speakers’ various uses of speech-acts.

e Hotel vocabulary should be explained clearly to hotel receptionist so that
they can explain the specialized words in case clients cannot understand
them.

e The syllabus should include different accents of English, such as

American English.

- Improving Listening and Speaking Skills

When the hotel reception trainees join the workplace, they deal with English
native and non-native speakers that have different accents. Gourara hotel receptionists
could not satisfy their clients in terms of listening and speaking skills. Thus, during the
on-going training, it is preferable to make trainees aware of this problem and try to
expose them to various English accents This exposure can be done through bringing
some CD-ROMs or Podcasts which contain conversations and interactions between
hotel receptionists and native or / and non-native speakers of English. Gourara Hotel
receptionists need to be exposed to the different accents of English speaking countries
especially those that are related to the workplace. To be good listeners, trainees should
practise their listening ability because effective listening is a skill. Like any other skill,
competency in listening is achieved through learning and practice. The scarcity of
good speakers is self-perpetuating; if the learner does not have good speakers to learn
from and models to emulate, he/she probably may not master neither speaking nor
listening. Technology has created new opportunities to improve the listening and
speaking skills. Face-to-face meetings and telephone conversations are being replaced
by emails and electronic meeting rooms.

The internet provides a variety of audio or video material that can be useful in
training. Moreover, it makes it possible for trainees to interact with other people
through emails and online chat programs. For instance Paltalk, which is an Internet

chat service that allows users to communicate via instant messaging, voice and video
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chat. It offers thousands of chat rooms and the ability for users to create their own
virtual chat room on any topic and category. The hotel reception trainer can create his
own chat room in Paltalk and invite some native and/ or non-natives speakers to be
virtual attendees of the course. Trainees and virtual attendees can interact creating an
authentic situation. Consequently, trainees might improve their listening and speaking
abilities.

- Administrative Actions

Some measures should be taken by the administration of Hotel Management
and Tourism Training Centres, the Ministry of Tourism or the hotel managers to

facilitate English for Hotel the Management learning:

e Assigning an ESP practitioner the task of conducting a Needs Analysis
based on clients insights.

e Finding a trainer who knows the problems and requirements of the front
desk staff and who is able to train them according to the results of Needs
Analysis.

e Providing the trainer with the necessary equipment such as, computers,
data show, cassette player, DVD, an Internet room (a kind of cyber
classroom) that can be used to allow trainees to listen to/ or speak with

native and non-native speakers of English in organized sessions.

4.5. Limitation of the Study

Due to the limitations imposed by the length of this dissertation the following
study must thus be rightly seen as a small exploratory investigation rather than an in-
depth study. It is necessary to consider a number of limitations to the study that should
be kept in mind for further research. In terms of data collection, what should be
pointed out is that data collection period was short. Data were collected during the

New Year period. The region (Timimoun, the context of the study) is well known for
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its Ahellil celebrations *during the New Year Period. The results might be different if
data were collected in different periods of time due to the effect of psychological
factors. The tourists might be psychologically influenced by festivals. Festivals could
affect their attitudes, satisfaction and opinions. Moreover, data collection period was
so short and limited. If time had permitted, more tourists could have been participated
in the study. A truly random sample could also be used.

Another limitation relates to the selected research instruments. In a study which
involves an evaluation of attitudes, perceptions and beliefs, there is a possibility that
people may respond with a complimentary intention. Questionnaires and structured
interviews are subjective data by definition, and they can be biased for a number of
reasons. One is the cooperative principle. Respondents very often tend to cooperate
with the workers that serve them and be as helpful as possible so that they are rated
positively. But the point is that these results reflect only subjective opinions. What
would have been interesting to see is whether these opinions concord with other more
objective data such as the results of observations about the appropriateness of the
speech-acts produced by workers and the like. Respondents might be reluctant to
speak their minds and keep to the idea that everything is fine with the front-desk staff
(the cooperative principle). Another source of information could be recording or
judging their interactions with clients more objectively. To find out whether the
responses were true or just an effort to compliment the hotel receptionists, multiple
sources for collecting data is needed. This could not be done due the time span
available and the distance

In addition, the study was not able to provide a bigger sample. Working with
one hotel is not enough; a deeper research could be done dealing with hotels in
Algeria. It is not easy to deal with tourists. Many of them refused to take part in the
study. To collect data from an acceptable number of participants, researchers need
sufficient time. Besides, some hotel managers do not allow researchers to disturb their

customers’. During the pilot study, a hotel manager did not accept to distribute the

1 The Ahellil is a poetic and musical genre emblematic of the Zenete population of Gourara during their collective
ceremonies. It the values and the history of the Zenete population in a language that is at risk of disappearing.
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pilot questionnaires to the hotel guests believing that such deeds bother the hotel
visitors. Getting access to any hotel customers seems to be an obstacle for researchers.
Furthermore, when regrouping respondents into subgroups according to their
nationalities, it was impossible to get the same number of participants in each
subgroup.

Triangulation is a key concept in research. Triangulation can take place on
different levels and have different meanings depending on the paradigmatic choice. In
this study, methodological triangulation, which refers to the use of more than one
method for gathering data, was selected. Two research tools, questionnaire and
structured interview, were used to provide validity and reliability to the results.
However there exist other types of triangulation such as data triangulation which
involves time, space, and persons. Data in this study were collected from only one
hotel clients and in one period of time. Different results could be obtained if other
persons or hotels were involved in the study. For instance, receptionists have their own
needs that might differ from the customers’ and hotel mangers’ need to develop their
business and they have opposite views to their employees. Hotel Management trainees
might have other needs, wants and lacks. It is not possible to design a course for hotel
receptionists without taking into account learners’, clients’ employees’ and employers’
needs by conducting a set of Needs Analyses on one hand. On the other hand, to
design a common syllabus for hotel receptionists, Needs Analyses should take place in
many hotels and/or many training centres.

Moreover, the research was not an in-depth study. It was a kind of general
investigation of clients’ satisfaction with the front desk staff’s performance of
speaking skill, listening skill, hospitality communication, intercultural communication

and some speech-acts. Each language use could be examined solely and profoundly.

4.6. Conclusion

The findings of this study revealed that listening and speaking skills should be
improved through continuous Needs Analyses, on-going training for employees, and
inclusion of technology in training and/or teaching ESP for hotel receptionists.

Hospitality language is the most important skill that attracts clients to return to the
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hotel and that affect their overall satisfaction. Moreover, Hotel Receptionists should
use appropriate linguistic politeness to satisfy their clients. Added to hospitality,
intercultural competence is significant in hotel reception profession. Hence, teachers or
trainers of ESP for Hotel receptionist should provide their trainees with an idea about
the different cultures that they may face at the workplace. The front desk staff should
know how to use the speech acts related to their clients’ cultures. A syllabus based on
clients’, trainees, employers and employees should be designed to achieve

communicative competency or at least, to satisfy customers.
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General Conclusion

English for hotel receptionists is considered as a purely ESP course. It
emphasizes some skills over others, it contains specific vocabulary related to hotels
and it includes particular language uses. When joining the workplace, hotel
receptionists are supposed to have a good command of English to interact effectively
and appropriately with their customers. They represent their organization and their
performance is part of the service quality. Their ability to communicate with their
clients, satisfy their needs and meet their expectations is the ultimate objective of their
profession. ESP courses are based on Needs Analysis; however, in Algeria teachers of
English for Hotel Management have no idea about how to identify their trainees’ needs
and design a syllabus accordingly.

This study aimed at determining the English language communicative needs of
the hotel receptionists who encounter some difficulties when dealing with the native
and non-native speakers tourists at the front office. Gourara hotel (in Timimoun)
clients were used as an objective tool to identify those needs. The focus was on clients
because they are the nerve centre of the hotel business and their satisfaction or
dissatisfaction affects the whole body. Moreover, learners provide subjective needs.
“Subjective and felt needs are derived from insiders and correspond to cognitive and
affective factors” (Dudley Evans and St John, 1998: 123). To recognise Gourara hotel
receptionists’ incompetency, it was suggested that the hotel customers were not
satisfied with the performance of the receptionists’ communication due to the
inappropriateness of some language functions used by the front desk staff. Therefore,
the hotel customers’ satisfaction was measured and their opinions were sought in order
to find out to what extent they were satisfied and what language use should be
improved.

Before being appointed posts as hotel receptionists, trainees aged between
eighteen and twenty-seven with at least High School Education level have to join one

of the Tourism and Hotel Management Training Centres in Algeria, located in Tizi
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Ouzou and Bou-saada. There, they start the training by General English courses;
followed by specific courses related to their major four hours a week. Their teachers
are General English teachers who have licence degree in English and who have little
knowledge about English for hotel receptionists. No common syllabus exists in the
training centres. Teachers of English set the course objectives according to what they
think is relevant to the trainees’ major. The syllabus generally includes hotel
vocabulary and is based on some language functions such as: greeting,
apologising...etc. Teachers build up their course upon an old syllabus from the 1970’s
and they have never conducted a Needs Analysis to identify their trainees’
requirements either in the training or in the workplace.

In this study, the workplace was the selected context in which Gourara hotel
English native and non-native speaking clients were the participants. About sixty out
of seventy tourists who were the hotel guests from December, 25", 2010 to January
2”", 2011, were questioned and interviewed about their opinions, expectations and
perceptions of the front desk staff communicative performance including, listening
skill, speaking skill , hospitality , intercultural communication and speech-acts use.
The participants were selected using probability sampling. To get the number of the
acceptable responses, the sampling error approach was used.

Effective communication at the workplace is the target of ESP course for it has
an impact on business service quality. It is a hard social act that has some specific
communicative purposes in a given context. It relies on communicative competence
related to the target situation. ESP courses should start with a Needs Analysis to
determine the terminal objectives. The nature of the Needs Analysis varies from one
situation to another according the final target of the learning process. Needs are
described as objective and subjective (Brindley, 1989: 65), perceived and felt
(Berwick, 1989: 55), product-oriented and process-oriented (Brindley, 1989: 63), in
addition, there are necessities, wants and lacks (Hutchinson and Waters, 1987: 55).
There is a plethora of approaches to conducting Needs Analysis: Target Situation
Analysis introduced by Munby (1978) and Chambers (1980), Present Situation
Analysis, Strategy Analysis, Learner-centred Approach, Means Analysis and

Language Audit.
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To establish a successful interaction with their customers, previous studies have
revealed that hotel receptionists should listen carefully and speak clearly to them. They
should be hospitable and know about their clients’ cultures so that they use the
appropriate speech-acts. Proficiency and competence are needed at the front office
because quality is what customers seek in products or services. If their perceptions
exceed their expectations, they will be satisfied and they may come back to the hotel
and vice versa.

The findings of the study indicated that the hotel clients were highly satisfied
with the receptionists’ communication. The gap between their expectations and
perceptions was positive. However, they were dissatisfied with the listening and
speaking skills performed by the front desk staff. Moreover, some speech-acts were
not used appropriately, such as asking for further information and the use of address
forms. Hospitality and intercultural communications were selected to be the incentives
that might motivate customers to come back to the hotel. Customers agreed that hotel
vocabulary was not of great importance at the front office. Additionally, the results
revealed that clients’ satisfaction differed from one nationality to another. While
Malaysians were dissatisfied with the receptionists’ communication, all the other
clients were satisfied.

These results suggested that an on-going training based on clients’ needs should
be planned for hotel reception employees. It was also recommended that the reception
employees may go to English -speaking countries as part of their training. In case the
training is in Algeria, a teacher or an ESP practitioner can be asked to design a
syllabus for the hotel employees. The syllabus should focus on listening and speaking
as the main skills used at the workplace; however little emphasis should be given to
reading and writing which should be part of the training syllabus as well. In order to
improve the receptionists’ listening and speaking skills, teachers should introduce
technology in the class such as the Internet, CDs, and podcasts to expose them to
English native and non-native speakers and help them interact with them or at least
listen and understand them. The training syllabus should also focus on hospitality
language, intercultural communication and the diverse speech-acts used by native and

non — native speakers of English. Administration and hotel managers should be aware
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of their employees’ needs and should provide them with the necessary materials to
facilitate the learning or training process.

The insufficient time allotted for the data collection, dependency on clients’
needs only, the period of collecting data, the subjectivity of the selected tools of
research (questionnaires and structured interviews), the focus on general language uses
and the small sample of participants made this study a superficial research rather than
an in-depth one. The obtained findings might have been different and more accurate

than the actual ones if the mentioned limitations had been taken into account.
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Appendices

Appendix A: Questionnaire

Dear Sir/Madam,

This questionnaire is part of a study for a Magister (M.A.) Degree in English for
Specific Purposes. The objective of the study is to investigate the hotel receptionists’
English language needs using English-speaking clients’ satisfaction with the hotel
front desk staff communicative performance. | would like to know your opinion on
this issue. | would be very grateful if you could devote some of your time to fill in this
anonymous questionnaire. Your contribution is highly appreciated.

Remark: Your responses are of great importance in contributing to the
improvement of the communicative performance of the front desk staff .Please
after filling in the questionnaire, put it in the envelope, close it firmly and deposit

it at the reception desk before the 2nd of January 2011.

Section 01: Nationality

1. What is your nationality?

Section 02: Clients’ Expectations/Perceptions:

Please, put a tick (V) in the column which mostly describes your attitudes
towards the receptionists’ communicative performance (Based on your experience as a
client of Gourara Hotel).

*Numbers 1,2,3,4 and 5 are levels of expectation /or perception towards the
front desk staff communicative service quality
The score levels are described as:

1 = clients’ expectation / perception at the lowest level
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2 =clients’ expectation / perception at a low level.

3 =clients’ expectation/ perception a moderate level.

4 = clients’ expectation/ perception at a high level.

5 =clients’ expectation / perception at the highest level.

YOUR EXPECTATION

YOUR PERCEPTION

A.

Communicative Skills: The
front desk staff can...

1

Lowest

2 3 4 5
Low Moderate High Highest

1 2 3 4
Lowest | Low Moderate High

5
Highest

speak clearly so that | can
understand them

understand me

listen to me carefully and
ask for further information

provide clear direction to my
room and other hotel
services

restate that they understand
my needs.

Hospitality: The front desk
staff can...

1
Lowest

2 3 4 5
Low Moderate High Highest

1 2 3 4
Lowest Low Moderate High

5
Highest

express courtesy through
friendly manners.

use appropriate tone of
voice.

welcome me friendly and
politely.

Intercultural
Communication: The front
desk staff can...

Lowest

2 3 4 5
Low Moderate High Highest

1 2 3 4
Lowest Low Moderate High

5
Highest

make appropriate eye
contact when
communicating.

10.

use appropriate gestures to
show that they understand
my needs.
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3 5 3
Moderate Highest Moderate

Speech-acts: The front
desk staff can...

5
Highest

11.

greet me appropriately.

12.

ask appropriate questions.

13.

respond to my requests
appropriately .

14.

settle my complaints with
diplomacy.

15.

define the problem
concerning my complaints.

16.

ask for further information
appropriately.

17.

use appropriate address
forms.

Section 03:Return to the Hotel.

1. Do you think you might return to the same hotel again?
Yes 3 No O Not sure (3.
2. Which of the following could motivate your decision?
A. The receptionists’ communicative skills in listening and speaking are
satisfactory B3 /not satisfactory 3.
B. Intercultural communication between you and the receptionists is rather
difficult B /easy 3,
C. The receptionists show very little B3 /much Ehospitality or courtesy.
D. Other, please specify

Section 04: Clients’ Suggestions:

Will you please make any other suggestions for a better service quality of the hotel
front desk staff? Example: Compliment/Complain...etc

Thank you for your kind cooperation!
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Appendix B: The Structured Interview

1. Isa good level of English required to satisfy you at the front desk?

Yes

No

2.

Which of the following language skills you think are important for a

receptionist to communicate effectively with clients? Please rank them using

numbers from 1 to 4.

(1: Most important; 2: Fairly important; 3: A little important; 4: Least

important)
Listening | Speaking | Reading | Writing | Hospitality Intercultural Hotel
language communication | Vocabulary

. Which level of the English language listening skill enables a receptionist to do

his job effectively?

Excellent level

Good level

Satisfactory level

Not Important

. Which level of the English language speaking skill enables a receptionist to do

his job effectively?

Excellent level

Good level

Satisfactory

level

Not Important

. Which level of the English language reading skill enables a receptionist to do

his job effectively??

Excellent level

Good level

Satisfactory level

Not Important

. Which level of the English language writing skill enables a receptionist to do his

job effectively?

Excellent level

Good level

Satisfactory level

Not Important
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7. How important is hospitality language for a receptionist to carry out/do his job

effectively?

Very important

Somewhat important

Of little importance

Not important

8. How important is it for a receptionist to know about your culture so that he

can carry out his job effectively?

Very important

Somewhat

important

Of little

importance

Not important

9. How important is the use of hotel vocabulary for a receptionist so that he can

carry out his job effectively?

Very important

Somewhat

important

Of little

importance

Not important

10.Which of the following qualities, skills or speech-acts might encourage you to

return or stay longer at the hotel?

O Receptionists’ friendliness and politeness.

O Receptionists’ good listening.

O Receptionists’ good speaking.

O Receptionists’ use of appropriate vocabulary.

O3 Receptionists’ response to your requests.

O3 Receptionists’ dealing with your complaints.

O3 Receptionists’ appropriate address forms.

O Other, please

11.1s there any other quality/skill that you think is important for a hotel

receptionist? Please specify!
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Appendix C: Lesson Plan Sample
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Appendix D: English Programme Sample

'@/' ANCEAIR (CUNMMON LECTURES)
- LT B ; !
g -USUAL FORMS/
|
01 - THE TOURISM INDUSTRY / THIE SIMPLE PRESENT TENSE. |
1}
o= 202 - PAST EVENTS/
l - DESCRIPTION OF AN OLD TOWN (OLD BOU-SAADA),
-DESCRIPTION OF PEOPLE'S PAST ACTIVIIES.
[ - THE FIRST PERIODIC TEST.
L 03 . ASKNIG FOR INFORMATION ABOUT ATORIC 7 WALTING

04 - FOOD AND BEVERAGE ARIEA.
- A VISIT TO THE RESTAURANT AND TIHE BAR.

05 - THE KITCUEN AN ITS START,
|
06 - ENGLISIT MEALS.

-A VISIT OT THE KITCHEN IS PROGIRAMAMIED.
07 - THE RECEPTION AREA/ A VISIT TO THE FRONT DESK.

08 - THE LIST OF IRREGUT, AR VERDS,
-THE FIRST TERM EXAMINATION.

1
|
{

YOI

MES HORAIRES
02 HFURES

(

4 HEURES

02 HEURIES
02 HEURES
D HIEURE
O HFEURES

02 HIELRES
02 HEURES

02 HEURES

02 HIEEURES
02 HELRES

0 THEURES

02 TiEURES
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(e HNN.o3. Ao .

08

09

10

1l

18

ANGLAIS (SECTION RECEPTION)
=2hASZ 073§ —2 e 2N RECEPTIO

. INitRaTER

| THE DIFFERENT KINDS OF A-\("(,‘O;\l:\l()l).\'l‘[()l\'.‘,\'._
I

! DESCRIBING : TiIj RECEPTION AREA.

]I A VISIT TO TIiE RECEPTION AREA.

| A
f INSTRUCTING : THE RECEPTIONIST'S DUTLES.
THE FIRST PERIODIC TEST =%

!
i
,' SREETINGS : A PERSON, COUPLE/ GROUP,

i ”
| WELCMING : HABITUAL. NIow VISITORS.
l, PRACTICE AT THE RECEPTION DESK + IND =P,

|

!

! INFORMING. T1E GUEST ABOUT THE TOURISTIC PLACES

! INTHE COt NTRY/TOWN.

i INFOR]\'[ING. THE GUEST ABOUT THE WEATIHER.

| HORARTES.

]! PROCTICE AT THE RECEPTION DESK, + 3R = i I

i

% DESCRIBING /1111 SITUATION OF g1 HOTEL.

i THE RELATION OF ERECEPTIONIST OF ATIOTEL
WITH TilE OTHER EMPLOYFES.

[

|

l THE DIFFERENT WAYS OFTAKING BOOKING.

,‘ PRACTICE / FREE-PRACTICE. + 4 T4 - PERIODIC TEST /

IEB()UKLNG BY TELEPHONE (DIALOGUE),
BOUKING BY VISIT (DIALOG UL,
PRACTICE AT TR RECEPTION DESK.

GENERAL REVISION,

|

|

|

I

| INFORMING / THE PRICK,
' :

| THE CURR ENCY CONVERSION.
I PRACTICE AT TIHE RE( AP TION.

K| THE FIRST PERIODIC TEST,

|

i INFORMING THE GUEST ABOUT THE HOTYL, FACHLITIES,
| INSTRUCTING / SHOWING THHEYAY,

{ PRACTICE AT THE RECEPTION DESK, + PUE NoY.

|

INFORMING, THE GUISST ABOUT Ty OPENING x CLOSING
TIME.

L
I

=

=

=

2

0.

=

04
04

04

(1A

02

! 04

L

04
04
01

S|
02

02 HEURES

HICURIES

HEURES

HEURES

Y HEURES

HITURES
HEURES
HEURES

HENRES

HEURES
HEURES

HEURES

2 HENVRES

HEURES

HIEURES

2 HEURES

HICURES
HEURES
HICURIES
HEURES

HEURES
HEURE

2 EURES

HICURES
HEURES

YVOLUMES | TORAIRES

]

|
|
i
|
|
|
!
l
f
|
|
|
|
|
|
|
|
|
|
|
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- EXPLAINING / TO THE GUEST (TTHE DIST,

B i INTFITU) RS
- e
19 I “DESCRIBING/ THE CONTENT O THE ROOM.
|
20 ,' - INFORMING / THE: GUEST ABOUT THE RESTAURANT.
T
|
|

22

23

N
n

f

I

|

|

|

[

|

|

|

!

|

|

|

|

| 24
|

|

|

|

|

!

|

|
o
|
|

[ - PRACTICE AT THER ECEPTION DISK.
| - THE 3RD PERIODIC TEST.

I
" - COMPLAINING / ADISATISEIED GULST.

A POLOGISING/ A TROUBLE 1N THE MO,

i
|

[ -SAYING GOOD By

[ TH 4™ PERIODIC TEST.

;’ - J’R,\('."l'l(_.‘lr,' AT TH I Rli('l"!"}'l();\' DS,
|

|

- THE TRAVE]L, AGENCY.
- PRAITICE O3 THEDIALOG .

]

|

| “THE LANGUOGE OFTIOTEL S IN ENGLISI SPrCIATL,
| TERMS),

b= THE s™ PERIODIC T87,

|

- CO]U{ESPONDAN(H{ /
| D REPLY TO A PRICi INQUIRY,
1 b) BETTER RECALLING AU UNSW ERED LETTER.
i ¢) LETTER (REOPENING Or A HOTEL).
| 4) OFFER FOR AN COMMODATION,
[ ©) REPLY TO A CONCELLATION,
)} CONFIRMATION OF AR ESERVATION,

| - GENERALI, RECALL,.
I

ANGLATS SECTION R ECEPTION

04 HEURES
04 HEURES
04 1EURES
02 HEURES
01 HEURE
04 HEURES
06 TIEURES
04 HEURES
01 HIEUR)
02 1EvRrES

04 HEURES
02 HEURKS

=
ro

HEURES

0 HENRE

02 HEURES
02 NEURES
02 HEURES
02 HEURES
04 HEURES
04 HEURES

04 THEURES

— L YOLUMES HORAIRES ]
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Appendix E: Entry Requirements
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GLOSSARY

Glossary*

Accuracy: The degree of freedom from error or the degree of conformity to a standard

Attitude: the way that somebody thinks and feels about somebody /something, and

behaves towards somebody /something.

Client: a person who uses the services or advice of a professional person or

organization.

Cognitive: From the Latin cogito; "I think". The mental processes of perception,

memory, judgment, and reasoning.

Commissive: a speech-act that commits the speaker to doing something in the future,
such as a promise or a threat. For example: If you don’t stop fighting, I’ll call the

police (Threat). I’1l take you to the movies tomorrow (Promise).

Communication: the exchange of ideas, information, etc., between two or more
persons. In an act of communication there is usually at least one speaker or sender, a
MESSAGE which is transmitted, and a person or persons for whom this message is

intended (the receiver).

Communicative Competence: the ability to use a language effectively for a

communicative purpose.

Competency: (1) Areas of personal capability that enable people to perform
successfully in their jobs by completing task effectively. A competency can be
knowledge, attitudes, skills, or values. Competency can be acquired through talent,

experience, or training. (2) Competency comprises the specification of knowledge and
12


http://www.skagitwatershed.org/~donclark/performance/competencies.html

GLOSSARY

skill and the application of that knowledge and skill to the standard of performance

required in employment.

Complaint: a reason for not being satisfied; a statement that somebody makes saying

that they are not satisfied.

Concept: A mental picture of a group of things that have common characteristics. A
generalization is a person's idea of the relationships between two or more concepts.
Concepts represent a group of solid objects, such as an airplane or book; or abstract
ideas, such as leadership and honesty. A concept is an idea about a group of things. A

concept involves thinking about what it is that makes those things belong to that one

group.

Constraint: Any element or factor that prevents a person from reaching a higher level

of performance with respect to her goal.

Curriculum: The aggregate of courses of study given in a learning environment. The
courses are arranged in a sequence to make learning a subject easier. In schools, a
curriculum spans several grades, for example, the math curriculum. In business, it can
run for days, weeks, months, or years. Learners enter it at various points depending on

their job experience and the needs of the business.

Customer: a person or an organization that buys a product or service from a

shop/store or a business.

Customer Satisfaction: the extent to which customers are happy with a particular

product or service.

Directive: a speech-act that has the function of getting the listener to do something,
such as a suggestion, a request, or a command. For example: Please sit down. Why

don’t you close the window?
13



GLOSSARY

Effectiveness: Degree to which objectives are achieved and the extent to which
targeted problems are resolved. In contrast to efficiency, effectiveness is determined

without reference to costs and, whereas efficiency means "doing the thing right,

effectiveness means "doing the right thing."

Efficiency: A measure (as a percentage) of the actual output to the standard output
expected. Efficiency measures how well someone is performing relative to

expectations.

English for Specific Purposes, ESP: the role of English in a language course or
programme of instruction in which the content and aims of the course are fixed by the
specific needs of a particular group of learners. For example courses in English for
Academic Purposes, English for Science and Technology, and English for Nursing.
These courses may be compared with those which aim to teach general language

proficiency, English for General Purposes.

Employee: person who works for compensation, whether direct or indirect, for
another in return for stipulated services. An employee may work on an hourly, daily,

or annual wage basis

Employer: someone who hires and pays wages, thereby providing a livelihood to
individuals who perform work. The employment relationship confers authority on the
employer, who has the right to control and direct the work to be performed. An
employer also has the right to engage or discharge and furnish the working location
and supplies. An employer is responsible for the collection and remission of federal

income and Social Security taxes from employees' compensation.

Enterprise: a business firm. The term often is applied to a newly formed venture

14
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GLOSSARY

Evaluation: The process of gathering information in order to make good decisions. It
is broader than testing, and includes both subjective (opinion) input and objective
(fact) input. Evaluation can take many forms including memorization tests, portfolio
assessment, and self-reflection.

Feedback: Providing learners with information about the nature of an action and its
result in relation to some criterion of acceptability. It provides the flow of information
back to the learner so that actual performance can be compared with planned
performance. Feedback can be positive, negative, or neutral. Feedback is almost
always considered external while reinforcement can be external or intrinsic (i.e.,

generated by the individual).

Fluency : the features which give speech the qualities of being natural and normal,
including native-like use of PAUSING, rhythm, INTONATION, STRESS, rate of
speaking, and use of interjections and interruptions. In second and foreign language
teaching, fluency describes a level of proficiency in communication, which includes:

a - the ability to produce written and/or spoken language with ease

b - the ability to speak with a good but not necessarily perfect command of intonation,
vocabulary, and grammar

C - the ability to communicate ideas effectively

d - the ability to produce continuous speech without causing comprehension
difficulties or a breakdown of communication.

It is sometimes contrasted with accuracy, which refers to the ability to produce
grammatically correct sentences but may not include the ability to speak or write

fluently.

Function: the purpose for which an utterance or unit of language is used. In language
teaching, language functions are often described as categories of

behaviour; e.g. requests, apologies, complaints, offers, compliments. The functional
uses of language cannot be determined simply by studying the grammatical structure

of sentences.

15
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Functional Syllabus: (in language teaching) a SYLLABUS in which the language
content is arranged in terms of functions or SPEECH-ACTS together with the
language items needed for them. For example, the functions might be identifying,
describing, inviting, offering, etc., in different types of DISCOURSE (i.e. speech or
writing). The language skills involved might be listening, speaking, reading, or
writing. The language items needed for these functions are called exponents or

realizations.

Gap Analysis: a comparison between the products, skills, etc. that are available and

what is needed, used to decide what products, skills, etc. to develop.

Guest: a person who is visiting a place, for example a company, or country, usually

after being invited to go there.

Hospitality: friendly and generous behaviour towards guests.

Job: What a person does at work to satisfy an employer's needs and expectations in
exchange for pay. A job consists of responsibilities, duties, and tasks that are defined
and can be accomplished, measured, and rated. It is used as an employment tool for

classifying work and for selecting employees.

Knowledge : 1. The sum of what is known; a body of truths, principles, and
information. 2. Specific information required for the student to develop the skills and

attitudes for effective accomplishment of the jobs, duties, and tasks.

Learning: a relatively permanent change in behavioural potentiality, that can be
measured, that occurs as a result of reinforced practice; gaining knowledge, skills, or

developing behaviour through study, instruction, or experience.

Intercultural Communication also interdiscourse communication/intercultural

discourse: an interdisciplinary field of research that studies how people communicate
16
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and understand each other across group boundaries or discourse systems of various
sorts including national, geographical, linguistic, ethnic, occupation, class or gender-
related boundaries and how such boundaries affect language use. This could include
the study of a corporate culture, a professional group, a gender discourse system, or a
generational discourse system

Learning Style : A composite of the cognitive, affective, and physiological factors
that serve as relatively stable indicators of how a learner perceives, interacts with, and
responds to the learning environment. Included in this definition are perceptual

modalities, information processing styles, and personality patterns.

Likert Scale: A way of generating a quantitative value (numerical) to a qualitative
questionnaire (e.g. poor, fair, good, very good, excellent). Sometimes used on end of
course evaluation. (Smile sheets). For an ascending five point scale incremental values
are assigned to each category and a mean figure for all the responses is calculated. (via
the sum of the products of the categories' assigned value times the number of
respondents for that category, divided by the total number of respondents). Example:
Total number of respondents = 25, assigned values are; poor = 1, fair = 2, good = 3,
very good = 4, excellent = 5; respondents selecting following categories are; good=9,
very good = 10, excellent = 6. The quantitative mean = ((9*3) + (10*4) +(6*5))/25 =
3.9

Mastery: Meeting all of the specified minimum requirements for a specific

performance.

Needs Analysis: A method used to determine training needs by reviewing work tasks,
identifying performance factors and objectives, and defining training objectives and

recommendations.

Performance : The accomplishment of a task in accordance with a set standard of

completeness and accuracy.

17
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Perception: an idea, a belief or an image you have as a result of how you see or

understand something.

Population: (in statistics) any set of items, individuals, etc. that share some common
and observable characteristics and from which a SAMPLE can be taken.
Thus, one can speak of comparing test scores across a sample of a population of

students.

Proficiency: Ability to perform a specific behaviour (e.g., task, learning objective) to

the established performance standard in order to demonstrate mastery of the behaviour.

Quality: characteristic or standard measure of excellence; basic character of

something. Quality is a measure of the degree to which something meets a standard.

Request: the action of asking for something formally and politely.

Sample: (in statistics and testing) any group of individuals that is selected to represent
a POPULATION.

Sampling Error: in testing and research, the difference between the data obtained on
a specific sample selected for a test or an experimental study and the data that would

have been obtained if the entire population had been tested or studied.
Satisfaction: 1.the good feeling that you have when you are happy with sth that you
have done, that you have bought, that has happened, etc.2. an acceptable way of

dealing with a complaint, a debt, an injury, etc.

Service: a business whose work involves doing sth for customers but not producing

goods; the work that such a business does.

18
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Skill: The ability to perform a psychomotor activity that contributes to the effective

performance of a task.

Speech-act: an UTTERANCE as a functional unit in communication.

Training: Learning that is provided in order to improve performance on the present
job.
Tourism: the business activity connected with providing accommodation, services

and entertainment for people who are visiting a place for pleasure:_

Validity: The degree to which a test measures what it is intended to measure.
Although there are several types of validity and different classification schemes for
describing validity there are two major types of validity that test developers must be

concerned with, they are content-related and criterion-related validity.

*Note: The glossary definitions were taken from the following sources:

- Clark, D. R. 2005: Learning and Performance Glossary. Available at:
http://nwlink.com/~donclark/leader/leader.html [Accessed 04/08/2011].
- Jafar, J. 2000: Encyclopedia of Tourism. Routledge, London.

- Oxford University Press. 2008: Oxford Business English Dictionary. OUP.

- Pizam, A. 2010: International Encyclopedia of Hospitality Management.
Elsevier Ltd.

- Richards, J. C et al. 2002: Longman Dictionary of Language Teaching and

Applied Linguistics. London: Pearson Education Limited.
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Résumé

Cours d'Anglais sur Objectifs Spécifiques visent a atteindre une certaine compétence

pour permettre aux apprenants d’effectuer leur travail efficacement et de maniere appropriée.
Ainsi, I'analyse des besoins des apprenants est un élément clé de la réussite professionnelle.
Cette étude a examiné les besoins communicatifs des réceptionnistes d'hétel en considérant
les prévisions, les perceptions et les opinions de leurs clients. Un nombre de
recommandations qui pourraient aider a concevoir un programme pour les stagiaires ou les

réceptionnistes d’hotel et a améliorer leur performance communicative a été suggéré.

Mots-clés: Anglais sur Objectifs Spécifiques, Analyse des besoins, Réceptionnistes,
Communication, Communication interculturelle, Compétences communicatives, Actes de
Parole, Accueil, Clients, Satisfaction.
Summary

English for Specific Purposes courses aim at attaining a certain competency to enable
learners perform their job effectively and appropriately. Hence, analyzing learners’ needs is a
key to success in the workplace. This study investigated hotel receptionists’ English
communicative needs at the front desk through considering their clients’ expectations,
perceptions and opinions. It suggested a set of recommendations that might help in designing
a syllabus for hotel receptionist trainees and improve receptionists’ communicative

performance.

Keywords: English for Specific Purposes, Needs Analysis, Hotel Receptionists,
Communication, Intercultural Communication, Communicative Skills, Speech-acts,

Hospitality, Clients, Satisfaction.
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SUMMARY

It is commonly known that language is taught to achieve a certain
communicative competence in a given target language and culture. This competence
refers to the learners’ ability to recognise the different language uses and to perform
them appropriately in a particular social and cultural context. Thus, promoting the
learners’ competence is an important issue, particularly in the context of English for
Specific Purpose (Henceforth, ESP) where learners are in contact with the target
language. In regard to this, it is necessary to provide learners with both specific

language needs and contextual (or pragmatic) knowledge required at the workplace.

There is an increasing need for English as a means of communication between
different nations. People around the world are eager to learn English to a good level of
competence because English has become a requirement in many fields. Business
companies employ the power of the English language to develop their trade.
Researchers and scientists present their discoveries and inventions in English to
disseminate them to everyone. Internet users participate in chat rooms and websites in
English. Therefore, English has become a means of communication either in daily life

or professional usage.

Hotel Management is a field where the English language is highly used.
Communicating effectively is a key to success in a receptionist’s profession. Hotel
receptionists are faced with problems in using language when they deal with their
clients’ different accents and cultures. Their performance has an impact on their
clients’ satisfaction and attitudes. The lack of effective communication is a problem
that hotel receptionists confront at the workplace because language is not only a matter
of accuracy but also a matter of appropriate language use and fluency, which is part of
service quality. Hence, what is at stake here is language efficiency. Receptionists need
to use the language appropriately to satisfy the expectations of their clients, thus keep

them coming back.

Being a hotel receptionist in Algeria requires a special training in one of the

Tourism and Hotel Management Training Centres. The Hotel Management field relies
-1-
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on these centres to qualify trainees in terms of language proficiency. However, there
has never been a study conducted to identify the language needs of the hotel reception
profession in Algeria that might serve as the basis for an ESP syllabus. When language
needs are not determined, the efforts made by trainees, teachers and administrators will
be useless, and trainees will end up being helpless when they join the workforce, or, at
least, the efficiency of the whole act will not be worth the efforts and energy. This

results in poor service quality and low clients’ satisfaction.

Additionally, hotel receptionists personify the hotel service quality. They are the
first hotel representatives to contact the clients. They greet and welcome them at their
arrival; they give the last impressions when clients leave the hotel; they respond to
their requests for information or for hotel services, and they deal with their complaints
in case anything goes wrong. Therefore, the clients’ level of satisfaction is the target of
Hotel Management Business. Measuring customers’ satisfaction can serve as a tool to

evaluate the service quality as well as to improve the front desk performance.

In order to improve the English communicative performance of the front desk
staff at Gourara Hotel in Timimoun, this research investigated clients’ satisfaction with
receptionists’ use of English language communication skills, (listening and speaking),
hospitality, intercultural communication and language functions (speech-acts). It
aimed at providing some empirical data about the English language needs of hotel
receptionists based on clients’ expectations, perceptions and insights. It sought which
language uses need to be improved.

The study was based on two main research questions:

1. To what extent are clients satisfied with the front desk staff English
language use?

2. Which receptionists’ language use needs to be improved?

On the grounds of the above questions, it was hypothesized that:
1. Gourara Hotel’s clients were dissatisfied with the communicative

performance of receptionists at the front desk.
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2. Their dissatisfaction was due to some very specific pragmatic failure in
the receptionists’ communicative performance, that is to say; some
receptionists’ speech-acts (such as: greeting, dealing with complaints

...etc) are not performed in the appropriate way.

The dissertation is divided into four chapters. The first chapter aims at
providing an overview of the study. It consists of two main parts. The first part tackles
the situation of English in Tourism as well as its status in Tourism and Hotel
Management Training Centres in Algeria. The second part describes the research

methodology that was followed in the study.

The second chapter aims at presenting the literature review relevant to the
subject serving as a background for the study. This chapter includes three parts. The
first part is an overview of communication at the workplace, the importance of
communicative tasks in accomplishing workplace goals and the vital importance of
communicative competence in establishing effective communication. The second part
focuses on Needs Analysis and its importance as a key concept in English for Specific
Purposes courses. The third part provides information about English for Tourism in
general and Hotel Reception in particular. It discusses previous studies in the field of
Tourism, the skills needed in the profession, the required speech-acts, and the role of

clients in improving service quality.

The third chapter represents the analytical part of the research .It targets the
presentation of the results obtained from the questionnaires and the structured
interviews that were administered in the fieldwork. Both the questionnaires and the
structured interviews sought to collect information about hotel receptionists’
communicative needs through clients’ expectations, perceptions and opinions. The

findings were summarized and presented in tables and figures.

The fourth chapter focuses on the conclusions drawn from the data analysis. It

provides discussions of the obtained results. Practical implications are presented with
-3-
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suggestions for training actions that could be taken by teachers, course designers,
Gourara Hotel managers or authorities to improve the front desk staff communicative
competence and satisfy the hotel clients. In addition, the chapter points out a number

of limitations to the study that should be taken into consideration.

The World market has noticeably changed from product to service marketing and
Algeria is not an exception. Service businesses compete to improve the service quality
especially the Tourism and Hotel Management field. Hence, it is essential to shed the
light on this field which relies mostly on the English language for it has become a

universal language.

Realizing that tourism has the potential to develop the economy of any country,
Algerian authorities are trying to emphasize the development of this sector. To give
substance to this goal, authorities have been encouraging investments in the
development of hotels. The government also highlighted the importance of training in
the tourism sector. In Algeria, most of the hotel receptionists graduate from the
Tourism and Hotel Management Centres which are schools that provide training in
four areas of concentration including Kitchen, Hotel Reception, Restaurant and Travel
Agency. There are two main public Tourism Training Centres, one in Bou-saada and
the other in Tizi Ouzou. The training period lasts for two years in these centres. The
English course in Tourism and Hotel Management Training Centres is considered a
general course but is still regarded as a very important and relevant subject. This is due
to the fact that the trainees are aware of the vital importance of foreign languages in
their future careers. Teachers of the English language at the Tourism and Hotel
Management Training Centres are university graduates and are lacking the technical
training except some basic knowledge in the field. The teacher bases the curriculum on
labels of an old Algerian programme used during the 1970’s. The course is developed
according to the major, that is to say Hotel Reception, Travel Agency, and
Restaurant...etc. Although English is considered as an important subject, there is no
official academic ESP syllabus. The teacher must develop his/ her own syllabus on the

basis of relevance to a given major. The content is developed around a set of functions,
-4 -
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such as inviting, requesting, and agreeing; and notions such as age, size, colour, and
time. To evaluate trainees, the training period is accompanied with periodic written
and oral tests and exams. After graduating from the centre, the trainee is appointed to a
position and starts his/her professional life. When he/she joins the workplace,

communicative problems appear.

Tourism and Hotel Management field uses the power of English language to
prosper. Hotel receptionists require communicative proficiency to interact effectively
with their clients whose satisfaction is the target of hotel business. Thus, it is important
to explore receptionists language needs at the workplace. Since clients are the focus of
the Hotel Industry Business, they can be an efficient tool in investigating and
identifying the front desk staff requirements.

The quantitative research methodology was used to measure Gourara Hotel
clients’ satisfaction and seek their opinions in order to improve the hotel receptionists’
communicative performance. The target population of the study was the English-
speaking tourists who stayed at Gourara Hotel in Timimoun from December 25th,
2010 to January 2nd, 2011. However it was impossible to deal with all these tourists.
Hence, a probability sample with sampling error of 0.05 was used which brought the
sample to 59 clients out of the whole population that was 70. The quantitative
approach was used as empirical data were needed for the purpose of the study.
Consequently, the research tools that were selected were the questionnaire and the
structured interview. The questionnaire aimed at providing data to answer the first
general research question, “To which extent are clients satisfied with the front desk
staff English language use?” and the interview aims were to identify the level of each
language use needed at the reception desk and to classify them uses according to their

importance for hotel receptionist job.

In order to analyse the collected data, a five Likert scale including descriptive
statistics of means and standard deviation was used. Moreover, percentages and a gap
analysis were used in order to measure the difference between clients’ expectations

and perception to assess their satisfaction.
-5.-
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Communicating effectively at the workplace is a key to success in hotel industry.
To achieve an effective communication, researchers, teachers and course designers
adopted the ESP approach in teaching English. This approach emphasizes some
specific needed skills and speech-acts over others for the ESP training or learning is
limited by time. Thus, it is of crucial importance to analyse learners’ needs to
determine their necessities, lacks and wants. Special fields (such as Hotel
Management) need proficiency in language uses to attain communicative competence
and satisfy clients.

Effective communication at the workplace is the target of ESP course for it has
an impact on business service quality. It is a hard social act that has some specific
communicative purposes in a given context. It relies on communicative competence
related to the target situation. ESP courses should start with a Needs Analysis to
determine the terminal objectives. The nature of the Needs Analysis varies from one
situation to another according the final target of the learning process. Needs are
described as objective and subjective (Brindley, 1989: 65), perceived and felt
(Berwick, 1989: 55), product-oriented and process-oriented (Brindley, 1989: 63), in
addition, there are necessities, wants and lacks (Hutchinson and Waters, 1987: 55).
There is a plethora of approaches to conducting Needs Analysis: Target Situation
Analysis introduced by Munby (1978) and Chambers (1980), Present Situation
Analysis, Strategy Analysis, Learner-centred Approach, Means Analysis and
Language Audit. Hotel industry relies on receptionists’ communicative competency at
the front office to attract tourists and entice their stay or return to the hotel. This
competency refers to the skills of welcoming clients, listening carefully to them,
speaking effectively with them, asking the appropriate questions, respecting their
cultures, using hospitality language, responding to their requests, dealing with their
complaints to meet their needs. The front desk staft’s performance can be evaluated
via their guests’ satisfaction. The Disconfirmation Theory, which was used in the
actual study (based on the gap between clients’ expectations and perceptions) can be
an efficient instrument that helps measuring clients’ satisfaction. Based on clients’
expectations, perceptions and the level of their satisfaction, receptionists’

communicative needs can be determined.
-6-
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From the questionnaire results, the followings conclusions were drawn:

7) Gourara hotel receives guests from different backgrounds that makes
receptionists’ duties challenging for they deal with different cultures and
accents. Receptionists need to know more about others cultures to
perform their job effectively.

8) Tourists’ dissatisfaction occurred at the level of speaking and listening
skills. The front desk staff should improve their communicative
competence in listening and speaking. They need to be active listeners
and good speakers as well to meet their clients’ requirements and avoid
miscommunication.

9) Hospitality communication is significant in Hotel Management. It affects
clients’ satisfaction more than any other services and /or products do.
Hotel guests, either they are frequent visitors or not, prefer to be treated
in a professional way. Hospitality seems to be the motive that enhances
clients to come back to the hotel.

10)Intercultural competence, including eye contact, body language and
behavioural manners, has an impact on clients’ satisfaction. Hotel
receptionists should absorb much information through eye contact and
use appropriate gestures to interact effectively with their clients.

11)Some speech-acts were not used appropriately which led to a certain
extent of guests’ dissatisfaction. Hotel receptionists need to know more
about the use of speech-acts by native speakers and non-native speakers
of English, cross-cultural linguistic politeness and the use of appropriate
address forms.

12)Receptionists’ slow responsiveness to clients’ requests was a problem
suggested by clients. Hence, they should provide prompt responses to

their clients’ requests.

The following conclusions were drawn from the interview results:
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4. Hotel receptionists require a good level of English to satisfy their
customers. Trainees or receptionists should give more attention to
learning English.

5. Listening, speaking, hospitality language and intercultural
communication are the most important skills that receptionists should
have a good level at to meet their clients’ needs. Hence, the front desk
staff should be good listeners, fluent speakers, hospitable when
welcoming their guests and knowledgeable about the cultures of them.

6. Hospitality; which includes courtesy, friendly manners, politeness and
the use of the appropriate address form is the most important skill that

motivates customers to return to the hotel.

The findings of the study indicated that the hotel clients were highly satisfied
with the receptionists’ communication. The gap between their expectations and
perceptions was positive. However, they were dissatisfied with the listening and
speaking skills performed by the front desk staff. Moreover, some speech-acts were
not used appropriately, such as asking for further information and the use of address
forms. Hospitality and intercultural communications were selected to be the incentives
that might motivate customers to come back to the hotel. Customers agreed that hotel
vocabulary was not of great importance at the front office. Additionally, the results
revealed that clients’ satisfaction differed from one nationality to another. While
Malaysians were dissatisfied with the receptionists’ communication, all the other

clients were satisfied.

Measuring Gourara hotel clients’ satisfaction with the front desk staff
communicative performance, exploiting their expectations, perceptions and their
opinions, some of the receptionists’ English Language needs at the workplace were
identified, here are some recommendations and guidelines based on the study findings.
These suggested recommendations are meant to contribute to the improvement of ESP

for Hotel Management.
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- An On-going Training

A training course should be arranged for the front desk staff before starting
work and also for on-the-job training. Hotel owners/managers should be aware of the
importance of training. General courses taught in Tourism and Hotel Management
Training Centres do not emphasize English for Specific Purposes. Hotel receptionists
need specific English skills. Many researches proved the effectiveness of the on-going
training at workplace in business. Gourara hotel managers should plan on-going
trainings for their reception employees. A teacher or an ESP practitioner should be
assigned the role of providing them with practical English language training, focusing
on the language used at the front office where the interactions between the
receptionists and their clients occur. Hard situations (such as dealing with complaints,
responding to requests and the like) that the front desk employees may encounter
should be included as part of the training. Furthermore, the receptionists can be sent to
English-speaking countries for an on —going training to develop their communicative

skills and abilities when dealing with native speakers.
- Designing a Syllabus

When dealing with English for Vocational or Professional Purposes, syllabus
designers should take into account the business aim. The ultimate business target is
business itself and effective communication is the key to successful business. In most
Business English courses, syllabus designers focus on the learner-centred approach to
build up syllabi, however, the centre of attention in any business is the customer and
his satisfaction. Customers’ expectations and perceptions of goods or services give a
verdict about the service quality and affect the whole business process. Dudley-Evans
and St John (1998) divide Business English into English for General Business
purposes (EGBP) and English for Specific Business Purposes (ESBP). EGBP courses
are usually for-pre experienced learners. They focus on presentation through listening
and /or reading, followed by exercises to practise grammar and vocabulary. They aim
at achieving accuracy and correct answers. In contrast, ESBP courses are run for job-

experienced learners. They focus on one or two language skills specific to business
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communication events. They are frequently intensive and groups are small. A more
deep-end approach is followed, starting from a fluency activity, progressing to
language and skills work based on outcome, and leading to further fluency practice.
Hence, Gourara hotel managers should ask an ESP practitioner to give their reception
employees ESBP on-going training courses after conducting a Needs Analysis and
identifying their lacks. English for Hotel Reception is a very specific discipline where
English is not a matter of language accuracy but of effective communication that has
an impact on business. There is a necessity for designing a syllabus based on clients’
satisfaction and insights. This syllabus can be based on clients-centred approach. On
the ground of the study finding as well as previous literature review, syllabus designers

should take into account the following:

e All four skills are important in hotel reception courses. However,
speaking and listening should be given more importance compared to
reading and writing. The syllabus thus should focus on listening and
speaking activities for clients were dissatisfied with these two interactive
communicative skills.

e Hospitality, courtesy, friendly manners, intercultural communication
should be included in the syllabus as significant issues for the hotel
business flourishing. Findings of this research could be implemented in
current training programmes to create more in- depth training, focused
on possible intercultural misunderstandings, and hospitality that are
relevant to front-line staff.

e Speech-acts that frequently occur at the hotel reception desk should be
emphasized to enable receptionists interact effectively with their clients.
Hotel receptionists should be taught the differences between English
native speakers and the non-native speakers’ various uses of speech-acts.

e Hotel vocabulary should be explained clearly to hotel receptionist so that
they can explain the specialized words in case clients cannot understand

them.
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e The syllabus should include different accents of English, such as

American English.

- A Continuous Needs Analysis

One of the key stages in ESP courses is Needs Analysis. The latter is not a one-
off activity; it should be on-going. A repeated Needs Analysis can be transformed into
a formative evaluation (Dudley Evans and St John, 1998). To identify hotel
receptionists’ English language needs at the workplace, a Needs Analysis is required.
Hutchinson and Waters (1987) promote a “learning-centred approach™ while
dismissing a "learner-centred approach” to ESP as a "theoretical attack on established
procedures" rather than a "practical approach to course design”. Learners’ needs
cannot determine the target situation; factors concerned with learning must be brought
into play at all stages of the design process. Similarly, the focus in any business is the
client whose attitudes reflect the whole enterprise or company. Customers’
expectations, perceptions, satisfaction or dissatisfaction and opinions can all be used as
good tools to gauge feedback and measure the service quality. Hotel clients can be an
effective source in Needs Analysis process where the hotel receptionists are the target
population. Business English is meant to increase business prosperity and enable
employees to perform their job effectively.

Based on clients’ feedback, teachers or course designers can evaluate the ESP
syllabus for hotel receptionists taught in training centres on one hand. On the other
hand, hotel managers / owners can improve the service quality provided by their
service encounter. Gourara hotel administrators should be aware of the importance of
continuous Needs Analysis. They should assign ESP practitioners the task of
conducting Need Analysis for their employees. Such Needs Analysis is known as
Language Auditing. It is particularly relevant to Business Communication in
companies. According to Huhta (2002), Language Auditing is the first step diagnosing
language challenges and analysing the potential of the staff on a strategic level. To this
aim ESP practitioners can conduct negotiations with senior management. They need to
identify the hotel communication environment and its needs, by asking key questions.

-11-
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Needs Analysis should be conducted repeatedly throughout the training period so that

to get a feedback on the effect of the syllabus.

- Improving Listening and Speaking Skills

When the hotel reception trainees join the workplace, they deal with English
native and non-native speakers that have different accents. Gourara hotel receptionists
could not satisfy their clients in terms of listening and speaking skills. Thus, during the
on-going training, it is preferable to make trainees aware of this problem and try to
expose them to various English accents This exposure can be done through bringing
some CD-ROMs or Podcasts which contain conversations and interactions between
hotel receptionists and native or / and non-native speakers of English. Gourara Hotel
receptionists need to be exposed to the different accents of English speaking countries
especially those that are related to the workplace. To be good listeners, trainees should
practise their listening ability because effective listening is a skill. Like any other skill,
competency in listening is achieved through learning and practice. The scarcity of
good speakers is self-perpetuating; if the learner does not have good speakers to learn
from and models to emulate, he/she probably may not master neither speaking nor
listening. Technology has created new opportunities to improve the listening and
speaking skills. Face-to-face meetings and telephone conversations are being replaced
by emails and electronic meeting rooms.

The internet provides a variety of audio or video material that can be useful in
training. Moreover, it makes it possible for trainees to interact with other people
through emails and online chat programs. For instance Paltalk, which is an Internet
chat service that allows users to communicate via instant messaging, voice and video
chat. It offers thousands of chat rooms and the ability for users to create their own
virtual chat room on any topic and category. The hotel reception trainer can create his
own chat room in Paltalk and invite some native and/ or non-natives speakers to be

virtual attendees of the course. Trainees and virtual attendees can interact creating an
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authentic situation. Consequently, trainees might improve their listening and speaking
abilities.

- Administrative Actions

Some measures should be taken by the administration of Hotel Management
and Tourism Training Centres, the Ministry of Tourism or the hotel managers to

facilitate English for Hotel the Management learning:

e Assigning an ESP practitioner the task of conducting a Needs Analysis
based on clients insights.

e Finding a trainer who knows the problems and requirements of the front
desk staff and who is able to train them according to the results of Needs
Analysis.

e Providing the trainer with the necessary equipment such as, computers,
data show, cassette player, DVD, an Internet room (a kind of cyber
classroom) that can be used to allow trainees to listen to/ or speak with

native and non-native speakers of English in organized sessions.

Due to the limitations imposed by the length of this dissertation the following
study must thus be rightly seen as a small exploratory investigation rather than an in-
depth study. It is necessary to consider a number of limitations to the study that may
open doors for further research. In terms of data collection, what should be pointed out
is that data were collected during the New Year period. The tourists might be
psychologically influenced by festivals. Festivals could affect their attitudes,
satisfaction and opinions. Moreover, data collection period was so short and limited. If
time had permitted, more tourists could have been participated in the study. A truly
random sample could also be used. Another limitation relates to the selected research
instruments. In a study which involves an evaluation of attitudes, perceptions and
beliefs, there is a possibility that people may respond with a complimentary intention.
Questionnaires and structured interviews are subjective data by definition, and they
can be biased for a number of reasons. In addition, the study was not able to provide a
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bigger sample. Working with one hotel is not enough; a deeper research could be done
dealing with hotels in Algeria. Triangulation is a key concept in research.
Triangulation can take place on different levels and have different meanings
depending on the paradigmatic choice. In this study, methodological triangulation,
which refers to the use of more than one method for gathering data, was selected. Two
research tools, questionnaire and structured interview, were used to provide validity
and reliability to the results. However there exist other types of triangulation such as
data triangulation which involves time, space, and persons. Data in this study were
collected from only one hotel clients and in one period of time. Different results could
be obtained if other persons or hotels were involved in the study. Moreover, the
research was not an in-depth study. It was a kind of general investigation of clients’
satisfaction with the front desk staff’s performance of speaking skill, listening skill,
hospitality communication, intercultural communication and some speech-acts.
Each language use could be examined solely and profoundly. The obtained findings
might have been different and more accurate than the actual ones if the mentioned
limitations had been taken into account.

As a conclusion, it is necessary to come back to the research hypotheses and
questions. The first hypothesis which hypothesised that Gourara hotel client were
dissatisfied with the communicative performance of the hotel receptionists was
rejected. The answer to the first research question is that the hotel guests were highly
satisfied with the front desk staff English language use. The second hypothesis which
supposed that the customers dissatisfaction was due to some of the speech acts failure
in the receptionists’ communication was partially confirmed for the guests were not
satisfied with their hosts’ asking for further information and using the appropriate
address forms. Therefore, the answer to the second research question is that the
language use that needs to be improved is listening and speaking because the clients’

satisfaction occurred at the level of these two skills.
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Résumé

Cours d'Anglais sur Objectifs Spécifiques visent a atteindre une certaine compétence

pour permettre aux apprenants d’effectuer leur travail efficacement et de maniére appropriée.
Ainsi, I'analyse des besoins des apprenants est un élément clé de la réussite professionnelle.
Cette étude a examiné les besoins communicatifs des réceptionnistes d'hétel en considérant
les prévisions, les perceptions et les opinions de leurs clients. Un nombre de
recommandations qui pourraient aider a concevoir un programme pour les stagiaires ou les

réceptionnistes d’hotel et a améliorer leur performance communicative a été suggeré.

Mots-clés: Anglais sur Objectifs Spécifiques, Analyse des besoins, Réceptionnistes,
Communication, Communication interculturelle, Compétences communicatives, Actes de
Parole, Accueil, Clients, Satisfaction.
Summary

English for Specific Purposes courses aim at attaining a certain competency to enable
learners perform their job effectively and appropriately. Hence, analyzing learners’ needs is a
key to success in the workplace. This study investigated hotel receptionists’ English
communicative needs at the front desk through considering their clients’ expectations,
perceptions and opinions. It suggested a set of recommendations that might help in designing
a syllabus for hotel receptionist trainees and improve receptionists’ communicative

performance.

Keywords: English for Specific Purposes, Needs Analysis, Hotel Receptionists,
Communication, Intercultural Communication, Communicative Skills, Speech-acts,

Hospitality, Clients, Satisfaction.



