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ABSTRACT: 

The Malaysian government has specific 2007 as check out Malaysia season. The nation is predicted 

to get more than 20 thousand guests and generate about RM50 billion dollars from tourism relevant 

actions. An important component in the tourism companies are the individual resources. The 

individual resources aspect performs a prestigious role in promoting the image from the as a top 

tourism spot. Visitors do not just come for the facilities and attractions. They want to be treated 

right and well. An excellent control of the British language is always regarded as an origin for 

workers in the tourism market since most guests do not talk Bahasa Melayu, the national language. 

However, the preference for those with excellent British expertise will pressure the employment of 

hotel workers. This paper will present the results of research performed using the survey study and 

meeting ways to investigate the comparative role of British language expertise in the choice of 

vacation location. It was discovered that the use of British language expertise in the tourism 

companies are popular. It is an aspect that makes a difference to collection of hotel and fulfillment 

of remain. However, the outcomes acquired indicate that the operate and importance of the British 

language in the tourism companies are comparative to job operate. 

INTRODUCTION: 

The tourism companies are fast becoming an important revenue generator for Malaysia. It was 

another record breaking season as Malaysia registered 17.54 thousand guests (17,546,863) in 2006, 

a little bit exceeding the target of 17.5 thousand. This is an overall increase of 6.8% as opposed to 

season before. The overall vacationer invoices for 2006 was RM36.2 billion dollars, a rise of about 

13% in comparison to 2005. This is, however, RM1.4 billion dollars less than the targeted figure of 

RM37.6 billion dollars (Tourism Malaysia, 2007). 2007 has been specific by the Malaysian 

government as Visit Malaysia Year with the theme “Celebrating 50 Years of nationhood”. The Prime 

Reverend of Malaysia, YAB Dato' Seri Abdullah Haji Ahmad Badawi formally released the Visit 

Malaysia Year (VMY) 2007 at 8pm on 6 Jan 2007, during a grand ceremony in Taman Tasik 

Titiwangsa, Kuala Lumpur. The nation is predicted to get more than 20 millions guests and to 

generate about 50 billion dollars Ringgit from tourism relevant actions (Tourism Malaysia, 2006) this 

season. 
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Enticing the tourists to check out Malaysia 

Many aspects are involved in the creating of a nation a vacationer preferred location. Both the 

federal government and the private areas must collaborate closely. Individuals in the top side line, 

from the migrant’s authorities to the chambermaid are creating the guests feel that they have 

chosen the right location. The hotel companies are a service-based market, and as such, the 

individual aspect is of major importance. Only with the supporting effort of the place workers and 

physical infrastructure can hotels and hotels achieve their maximum fascination. The need to secure 

excellent standard workers combined with the expansion the tourism market has created a shortage 

of ‘employable’ workers. In selecting hotel workers, which aspect has a popular role. In common, 

only those who have a reasonably excellent control of the British language are preferred. The focus 

on language expertise is easy to understand. Terminology not only is a means for developing a 

communication but also is a vehicle for promoting relationship. Terminology, when use properly can 

generate a very beneficial impression. However, when it is used ‘wrongly’, it can produce a terrible 

response. It is a blade that can cut both ways. Therefore, workers in the tourism market, especially 

the top side ships, must possess the stage of language expertise that will allow them to use which 

effectively. It has also been pointed out that the stage of language expertise needed depends very 

much on the comparative importance of which aspect as recognized by those who matter, the 

tourists. This research was performed to look at the recognized importance of language expertise in 

the tourism market. 

OBJECTIVES OF THE STUDY: 

1. To determine the comparative importance of which take into account generating tourist’s 

fulfillment.  

2. To evaluate the comparative importance of which take into account the employment the 

man-power requirement in the tourism market?  

METHODOLOGY: 

Methods and instrument:  

The meeting and survey study techniques were used to collect data for the research. A survey 

developed by they was used 

Sample: 

Fifty one arbitrarily selected British speaking international and local tourists staying at four five star 

hotels in Langkawi were used in laptop computer and meeting. However, only 42 of the survey 

completed could be used in case study. Foreign tourists have been found to prefer hotel isle such as 

Langkawi, Pulau Tioman, Pulau Pangkor, etc. However, Langkawi, with its actual physical beauty and 

famous belief, is the favorite among them. It is shown by the quantity of luxurious hotel hotels on 

the isle and immediate international flight tickets to the isle. This is the main requirements for using 

it in the research. 
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Statistical analysis: 

Descriptive research was generated using SPSS to look at the comparative importance of the various 

aspects examined. The Chi-Square coefficient was used to determine the importance. 

FINDINGS: 

Country of Origin: 

The forty-two members were from, difficult classified, seven regions of the globe. The submission of 

members depending on nation of source is given in Desk 1. 

Table 1: 

Frequency submission of members depending on nation of origin 

Country Number % 

Europe 19 45.2 

Australia/New Zealand 5 11.9 

Japan/Hong Kong /Taiwan 1 2.4 

India/Pakistan 1 2.4 

ASEAN 13 31.0 

Africa/South Africa 2 4.8 

Canada 1 2.4 

TOTAL 42 100 

Factor Impacting Option of Resort/Hotel: 

The reactions to the concerns about the common aspects which impact selecting resort/hotel (see 

table 2) show that the place of the resort/hotel was the most regarded aspect (98%) in the choosing 

procedure, hotel facilities the second most regarded (57%) and support top quality the third most 

regarded (50%). 

Table 2 

Frequency submission of collection of aspects affecting collection of resort/hotel 

Factor Number % 

Hotel amenities 24 57.1 

Architectural design 13 31.0 

Quality of service 21 50.0 

Room rates 18 42.9 

Room appointment 17 40.5 

Location 41 97.6 

Quietness* 1 2.4 

Cleanliness* 3 7.1 

Privacy* 1 2.4 

Word-of-mouth 1 2.4 

* Provided by respondents   
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Ranking of the Factors Impacting the Option of Resort/Hotel: 

To compare the comparative influence of the six given aspects, the members were required to 

position them using 1 to 6. The position is proven in Desk 3 below. The place aspect was rated the 

most important, the support top quality as the second most, and hotel facilities as the third most in 

terms of the mean position obtained. These were followed by room appointment, space prices, and 

structural style in that order. The mean positions obtained by the top three aspects were very close 

and with a conventional difference of more than 1, caution is required in decoding the outcomes. 

Table 3 

The mean, method and conventional difference of the position of aspects affecting collection of 

resort/hotel 

 Location Quality Hotel Room Room Architectural 

  of service amenities appointment rates design 

Mean 2.02 2.78 2.95 3.81 4.17 4.74 

Mode 1 3 2 3 5 6 

S.D. 1.55 1.35 1.37 1.40 1.55 1.46 

Rank 1 2 3 4 5 6 

Note; 1 – Most important, 6 – least important 

The actual submission of position is as proven in Desk 4. All the withdrawals were important at the p 

<. 05 levels 

Table 4 

Frequency submission of position of aspects affecting collection of resort/hotel 

  1 2 3 4 5 6 N _2 

Location 25 4 7 2 2 1 41 74.66 
         

Quality  of 9 9 11 6 6  41 2.29 

service         

Hotel 4 17 6 10 2 3 42 22.85 

amenities         

Room  9 11 8 7 7 42 1.33 

appointment         

Room rates 3 4 5 8 11 9 40 7.40 
         

Architectural 1 4 3 4 11 16 39 25.46 

design         

Note: 1 – The most important, 6 – the most unimportant  

                N – count of respondent 
                 _ 2– Chi-square coefficient 
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The Ranking of Individual Features of the Various Categories of Hotel Staff: 

To evaluate the comparative importance of the individual qualities of the various groups of hotel 

workers, the members were required to position four qualities which are enjoyable personality, 

British language expertise, complimentary, and support focused from the most important to the 

most unimportant. The submission of the position is as proven in the Tables below. 

Table 5A 

Distribution of the ranking 

Personnel: Waiter Pleasant English Courtesy Service 
 disposition language  oriented* 

   proficiency   

1 13 (33%) 4 (10.3%) 13 (33.3%) 17 (40.5%) 

2 11 (28.2) 8 (20.5%) 14 (35.9%) 12 (28.6%) 

3 6 (15.4%) 12 (30.8%) 6 (15.4%) 10 (23.8%) 

4 9 (23.1%) 15 (38.5%) 6 (15.4%) 3 (7.1%) 

N 39  39 39 42 

Mean 2.28 2.97 2.12 1.97 

Mode 1  4 2 1 

SD 1.16 1.01 1.05 0.97 

Obtained ranking 3  4 2 1 

 

Table 5B 

Distribution of ranking 

Personnel: Pleasant English Courtesy Service 
Receptionist disposition* language  oriented 

   proficiency   

1 20 (50.0%) 11 (28.2%) 13 (32.5%) 8 (21.1%) 

2 7 (17.5%) 11 (28.2%) 13 (32.5%) 9 (23.7%) 

3 6 (15.0%) 11 (28.2%) 7 (17.5%) 10 (26.3%) 

4 7 (17.5%) 6 (15.4%) 7 (17.5%) 11 (28.9%) 

N 40 39 40 38 

Mean 2.00 2.30 2.20 2.63 

Mode 1  1  1 4 

SD 1.17 1.05 1.09 1.12 

Obtained ranking 1  3  3 4 
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Table 5C 

Distribution of ranking     

Personnel: Pleasant English Courtesy Service 
Management disposition language  oriented 

personnel   proficiency   

1 12 (32.4%0 14 (37.8%) 7 (18.4%) 14 (35.0%) 

2 4 (10.8%) 11 (29.7%) 13 (34.2%) 12 (30.0%) 

3 7 (18.9%) 7 (18.9%) 13 (34.2%) 7 (17.5%) 

4 14 (37.8%) 5 (13.5%) 5 (13.2%) 7 (17.5%) 

N 37 37 38 40 

Mean 2.61 2.08 2.42 2.17 

Mode 4  1  2 1 

SD 1.29 1.06 0.94 1.1 

Obtained ranking 3  1  4 2 

Table 5D       

Distribution of ranking     

Personnel: Pleasant English Courtesy Service 
Reservation disposition* language  oriented 

   proficiency*   

1 7 (20.0%) 21 (53.8%) 7 (19.4%) 10 (29.4%) 

2 9 (25.7%) 10 (25.6%) 13 (36.1%) 5 (14.7%) 

3 2 (5.7%) 6 (15.4%) 12 (33.3%) 11 (32.4%) 

4 17 (48.6%) 2 (5.1%) 4 (11.1%) 8 (23.5%) 

N 35 39 36 34 

Mean 2.82 1.71 2.36 2.50 

Mode 4  1  2 3 

SD 1.24 0.91 0.93 1.16 

Obtained ranking 4  1  2 3 

Table 5E 

Distribution of ranking 

Personnel: Pleasant English Courtesy Service 
Activity disposition language   oriented 

coordinator  proficiency     
       

1 14 (38.9%) 8 (22.9%) 5 (14.7%) 14 (37.8%) 

2 8 (22.2%) 15 (42.9%) 10 (29.4%) 8 (21.6%) 

3 5 (13.9%) 7 (20.0%) 13 (38.2%) 6 (16.2%) 

4 9 (25.0%) 5 (14.3%) 6 (17.6%) 9 (24.3%) 

N 36 35 34 37 

Mean 2.15 2.26 2.58 2.27 

Mode 1 2  3  1  

SD 1.22 0.98 0.95 1.21 

Obtained ranking 1 2  4  3  
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Table 5F        

Distribution of ranking       

Personnel: Pleasant English Courtesy* Service 
Housekeeping disposition* language   oriented* 

staff  proficiency*     
       

1 7 (18.9%) 2 (5.6%) 7 (18.4%) 26 (63.4%) 

2 9 (24.3%) 2 (5.6%) 19 (50.0%) 10 (24.4%) 

3 17 (45.9%) 7 (19.4%) 9 (23.7%) 3 (7.3%0 

4 4 (10.8%) 25 (69.4%) 3 (7.9%) 2 (4.9%) 

N 37 36 38 41 

Mean 2.48 3.52 2.21 1.53 

Mode 3 4  2  1  

SD 0.93 0.85 0.84 0.84 

Obtained ranking 3 4  2  1  

Note: 1 – the most important, 4 – the most unimportant 

          N – count of respondent 

         Obtained position – depending on mean acquired * - important at the p< .05 level 

 

The acquired position which was depending on the mean acquired, fairly clearly showed that hotel 

guests did have different goals for different hotel workers. The method of the submission is, 

however, a more accurate representation of the recognized comparative importance of the qualities 

analyzed. 

For a server, ‘pleasant disposition’ and ‘service oriented’ were regarded as most important (ranked 

as 1), ‘courtesy’ as the second most important, and ‘English language proficiency’ as the most 

unimportant (ranked as 4) by the members (refer to Desk 5A). 

However, only the position for ‘service oriented’ was important at the p< .05 stage. 

For an associate, ‘pleasant disposition’, ‘English proficiency’, and ‘courtesy’ were ranked as the most 

important.  The top quality ‘service oriented’ was ranked the least important (refer to Table 

5B).  Only the submission for ‘pleasant disposition’ was significant at the p< .05 stage. 

For control workers, ‘English language proficiency’ and ‘service oriented’ were rated as the most 

important. ‘Courtesy’ was rated 2 and ‘pleasant disposition’ as 4. None of the submission was 

important. 

For a booking workers, ‘English language proficiency’, ‘courtesy’, ‘service oriented’ and ‘pleasant 

disposition’ were rated as 1, 2, 3, and 4 respectively. Only ‘pleasant disposition’ and ‘English 

language proficiency’ were important at the p< .05 stage. 

For something manager, ‘pleasant disposition’ and ‘service oriented’ were rated as 1, ‘English 

language proficiency’ as 2, and ‘courtesy’ as 3. None of the submission was important. 
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For  a  house  keeping  workers,  ‘courtesy’,  ‘pleasant  disposition’,  ‘service  oriented’,  and ‘English  

language  proficiency’  were  rated  as  1,  2,  3,  and  4  respectively.  All the distributions were 

important at the p < .05 stage. 

Level of British Terminology Proficiency Required 

Table 6 below shows the submission of the stage of British expertise that is classified as being 

adequate for the various hotel workers. 

 Reasonably Good Very good N 

 good     

Waiter 24 (58.5%) 16 (39.0%) 1 (2.4%) 41 

Receptionist 13 (31.7%) 26 (63.4%) 2 (4.9%) 41 

Management 13 (31.7%) (22 (53.7%) 6 (14.6%) 42 
personnel      

Reservation 15 (36.6%) 20 (48.8%) 6 (14.6%) 42 
staff      

Activity 17 (43.6%) 21 (53.8%) 1 (2.6%) 39 

coordinator      

Housekeep staff 29 (72.5%) 7 (17.5%) 4 (10.0%) 40 

Note: N – count of respondents 

The common trend observed from the reactions seems to point towards different requirements. For 

servers and house cleaning workers, a reasonably excellent control of the English  language  

expertise  was  believed  adequate,  whereas  for  the  receptionists, management personnel, 

reservation staff and activity coordinator, a stage of at least ‘good’  was suggested by more 

than half  of  the respondents. About 15% of the respondents believed that booking 

workers and control workers must use a very good stage of British language expertise. All the 

withdrawals were important at the p <.05 stage.  

The Impact of British Terminology Proficiency of Hotel Staff on Option of Hotel and Satisfaction of 

Stay  

The members were requested whether their collection of hotel/resort and remain would be 

impacted by the use of ‘survival English’ by hotel workers. A bit more than half of the members said 

that they would be impacted. The submission of reactions was as proven in Desk 7 below. None of 

the submission was important at the .05 stage. 

Table 7 

Frequency submission of reactions to the concerns “Choice of hotel would be impacted by the use of 

‘survival’ English” and “Satisfaction of remain would be impacted by the use of ‘survival’ English” 

 Yes No  N 

Choice of hotel 16 (38.1%) 26 (61.9%) 42 

Satisfaction of stay 20 (47%) 22 (56%) 42 
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About sixty-six per cent (76%) of the members believed that it was required for them to be able to 

do so. However, in a meeting with them, many of the members qualified that it was an origin to be 

able to talk excellent British. The submission was proven in Desk 8 below. The submission was 

important at the p < .05 stage. 

Table 8 

Frequency submission of reactions to the question “good British is important for hotel staff” 

 Yes No N 

Essential to have 32 (76%) 10 (24%) 42 

good English    

DISCUSSION: 

A tourist’s collection of overnight accommodation appears to be impacted by several aspects, with 

‘location’, ‘hotel amenities’, and ‘quality of service’ as the three most regarded and key elements. As 

to the importance of the individual qualities such as ‘pleasant disposition’, ‘courtesy’, ‘English 

language proficiency’, and ‘service focused attitude’ that form the foundation of the support top 

quality delivered, they seem to differ according to the job use of expensive hotels employee. 

The role of British language expertise in the tourism companies is popular. It is regarded as an aspect 

that makes a difference to collection of hotel and fulfillment of remain. However, the outcomes 

acquired indicate that the operate and importance of the British language in the tourism companies 

are comparative to job operate. It is a bigger aspect for those who do not often come into 

immediate face-to-face exposure to hotel guests such as the booking staff and hotel control 

workers. For hotel workers who often come into immediate exposure to hotel guests, qualities such 

as enjoyable personality, complimentary, and ‘service oriented’ are viewed as a bigger aspect by 

hotel guests. Hotel guests predicted different stage of British language expertise from the various 

multiple hotel workers. In short, the guest’s anticipations of British language expertise are 

comparative in general. 

CONCLUSION: 

The outcomes, as a whole, suggest that the use of the British language should be properly regarded 

in the employment of hotel workers. The focus on English language expertise should depend on the 

actual of job. For workers who are in immediate exposure to guests most of the time, qualities such 

as ‘courtesy’ and ‘pleasant disposition’ should be given higher priority than language expertise. An 

equal stress would only restrict the employment procedure and consequently, impact the support 

top quality offered by expensive hotels as it would having difficulty utilizing adequate variety of 

workers.  

The outcomes of this research, however, must be considered with some booking. The amount of 

members in the research was relatively small and the place was only limited to one hotel isle. The 

language used in the survey might have also impacted the reactions of the guests from countries 

where British is not the native language. 


