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Abstract 

Toursim has become a global business that it requires profesionals with globally accepted skills. 

Provision of such skills has been one of the major concerns of the ASEAN ministeries of tourism 

and in collaboration with the Australian government they have set up an agreement to train tourism 

workers in the same curriculum in order to attain ASEAN Common Competency Standards for 

Tourism Professionals (ACCSTP), the Common ASEAN Tourism Curriculum (CATC), and 

Regional Qualifications Framework and Skills Recognition System (RQFSRS). Out of six tourism 

sectors, housekeeping has been selected as the priority and all housekeeping-related English 

competencies have been collaboratively listed and tried out to tourism students in ASEAN 

countries. Studies at global-ASEAN and macro-national levels have reported that the trial was a 

great success and was suggested to be extended to other tourism sectors. However, studies at meso 

and micro levels have reported otherwise and a number of factors have hindered its success. This 

study contributes to this debate by explicating the views of the teachers and the students on the 

curriculum and their response to it when used in classroom.  

 

Keywords: Policy borrowing, teacher agency, student agency, CEFR  

 

Introduction 

Tourism has been a promising industry since early 1980s. Initially, it was defined as the act of 

visiting places for pleasure but it then develops into a profession with knowledge and expertise 

relevant with confort and services during traveling. Great income from it has created tourism as 

one of the main pillars of a nation’s economy and Indonesia has also benefited from it as one of 

the sources for nation’s revenues. Located in the tropical areas and having countless numbers of 

islands, it offers numerous tourism objects at seas, on the beachers, on lands and at montains. 

Being tropical in its climate, it is open to be visited along the year. The latest startistics suggests 

mailto:nurachman@unram.ac.id
mailto:yunilestari@unram.ac.id
mailto:lestari2006@gmail.com


88 

 

that visits by international rourists have drastically increased from year to year. In 2014, for 

instance, the number of international visitors amounted to 9.44 milions, increasing 7% from the 

number of previous years (BPS, 2015). In 2018 and 2019, the numbers of visitors were 10.58 and 

10.87 milion persons. Thus, the rate increases to 14% per annum. The central government has set 

as a target of 20 milion tourists in 2020 (BPS, 2019). According to World Travel and Tourism 

Council (WTTC) (2018), Indonesia is the most frequently visited countries in the Southeast Asia, 

number three in Asia after Singapore and Thailand and number nine in the world.  

The revenue from tourism is annually high. In 2015, devident from tourism sectors was US$ 12.23 

billions equalling to Rp 169 trilions. This source of revenue is the greatest second only to oil, coal, 

and palm oil. In 2019, the revenue from tourism was as high as US$ 20 billions and this was the 

greatest source of revenue defeating natural and palm oil as the export primadona. In 2020, the 

government has targeted 20 milion international visitors (BPS, 2019; Liputan6.com, 2019). 

The increase in the number of visitors and revenue must be paired with that in the qulity of tourism 

services. The Indonesian government has closely worked together in an intergovernmental basis 

(Zapp, 2019) with ASEAN and Australian governments and set up lists of competencies to be 

acquired by tourism professionals trained in each nation and these competencies are accreditable 

in other member nations. The agreement was documented in a document called Mutual 

Recognition Arrangement (MRA) (see Fukunaga, 2015), implemented in (a) ASEAN Common 

Competency Standards for Tourism Professionals (ACCSTP), (b) the Common ASEAN Tourism 

Curriculum (CATC), and (c) Regional Qualifications Framework and Skills Recognition System 

(RQFSRS) (see Hikcman & Irwin, 2013). To a great extent, this is an ASEAN version of the 

Common European Frame of Reference (CEFR) and the identities, human rights, human 

capabilities and human capital of the people have been highlighted (Zapp, 2019). Expected to 

cover all six divisions of labour in tourism, i.e. (a) housekeeping, (b) food production, (c) food and 

beverage services, (d) front office, (e) tour operation, and (f) travel agencies, the policy has 

developed and implemented housekeeping CATC covering a set of housekeeping competencies 

and a set of language-related tourism competencies where English plays a major role as the official 

language of the ASEAN nations (Croco & Bunwirat, 2017).  

Professional, social, and language competencies specified in the documents have been widely 

implemented in tourism educational institutitions in ASEAN countries including those in 

Indonesia and in West Nusa Tenggara Province. In general, as Mendoza and Sugiyarto (2017) 

report, the policy has been successfully implemented but there are gaps between nations that 

should be addressed so that common agreement can be achieved. Mendoza and Sugiyarto (2017) 

also mention that each ASEAN nations has different levels of readiness towards the 
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implementation of the policy particularly in terms of facilities, instruments, and human resources. 

Some countries could not sufficiently implement it bacause they lack training facilities and 

apparati. Hickman and Irwin (2013) describe this gap as a “huge variance” between expectations 

and realities that the MRA can afford. Some nations (i.e. Brunei Darussalam, Malaysia, the 

Philippines, Singapure, and Thailand) have all completed setting up the training institutions, while 

some others (i.e. Indonesia, Myanmar, and Viet Nam) are nearly finished with the establishment 

although still in need of setting up tourism professional organization at national level. Others (i.e. 

Cambodia and Lao FDR) are not at all ready. In the Philippines, some universities already 

highlighted the importance of CEFR proficiency for students’ communication strategies (Ventura-

Cauilan and Arellano-Tamayo, 2019; Batang, Egipto and Medriano, 2019).  

The gaps that Hickman and Irwin (2013) describe above can also be found in reports of local 

implementation. In Vietnam, though claimed to be successful, gaps, as reported in Nguyen and 

Chaisawat (2011), exist due to these factors: trainers have no sufficient qualification, professional 

works, and trainings, (b) the education and the training curricula have never actually been 

evaluated, revised, and appropriated with CATC, (c) limitations in the proportions of practice and 

internship in the curriculum, and (d) limitations in collaboration between tourism institutions and 

industries. In Thaiand (see Fu, Kapiki, dan Mu, 2016), there is a mismatch in the skills required in 

tourism industries and those provided in tourism education institutions and there is an urgent need 

for curriculum re-engineering as to accommodate CATC, e-tourism and e-hospitality. In failed 

countries, following Mendoza et al., (2016) and Say (2019), the implementation was slowed down 

because the governments needed to restructure or invent institutions, rules and regulations 

managing the implementation of the policy.    

In Indonesia, the implementation of MRA programs particularly CATC has been seen as a great 

success and numerous tourism education institutions have been assigned as accrediting agencies 

for the six sectors of tourism (see Hickman & Irwin, 2013): Bandung College of Tourism (STP 

Bandung), Bali College of Tourism (STP Bali), Medan Academy of Tourism (Akpar Medan), 

Makassar Academy of Tourism (Akpar Makassar), Sahid Institute of Tourism, Pelita Harapan 

University, and Dhyana Pura Hotel & Tourism Institute. These institutions have been known to 

have established good practices and they have been assigned to assist other local institutions to 

follow and develop their examples. Using local resources, the local institutions have attempted 

their best at implementing the policy but very limited studies, if any, have been reported examining 

the agency of these institutions. This study is expected to fill the gap by examining responses of 

local institutions, teachers, and students in West Nusa Tenggara to the implementation of CATC.  
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Moreover, even at the so-called accredited tourism education institutions, there are still wide gaps 

to be filled so as to ascertain that the products are qualifiable within ASEAN standards. Maulina 

and Khaerudin (2019) mention that even at STP Bandung the students’ competencies, including 

English competencies, are still below ASEAN standards due to these factors: (a) the curriculum 

has not been appropriated with CATC, (b) the trainers and the training programs have not yet 

fulfilled th standards of CATC, and (c) the education and the training programs used are locally 

made. Suharlan (2017) reports that these local curricula were made and developed with helps from 

accredited institutions particularly in development of syllabus, materials and learning program 

with documents of CATC as the bases, but the results still fell short of the ASEAN targets. Note 

that CATC are simply written documents listing sets of competencies for the tourism students to 

acquire and no details of learning materials and programs. Development of these materials requires 

cooperation between teachers, students, practioners, and professional association, but cooperation 

like this is not really easy to materialize.  

In West Nusatenggara, tourism education institutions also work collaboratively with accredited 

institutions in the implementation of CATC. Tourism Polytechnics of Lombok has worked 

together with STP Bandung, STP Bali, dan Makassar Tourism Academy in increasing the quality 

of teaching staff and the quality of the training services that they provide. The result of such 

collaboration has not been evaluated. Other tourism education institutes have also collaborated 

with each other in the implementation of the CATC either through self-funding or funded by the 

Indonesian ministry of tourism. The State Community Academy of West Lombok has similarly 

worked with The State Community Academy of Bali in this matter and the effect of this 

cooperation was impeded with macro and micro hinderance. Kurniarini (2019), for instance, has 

shown that the implementation of English CATC at the West Lombok institute was unsuccessful 

because the students’ English competency and learning motivation was very low. Besides, the 

learning materials do not follow the CATC and the lecturers do not have the capacity to adapt the 

materials to the ASEAN standards. The curriculum has not also involved practioners and subject 

specialists and the learning environments do not support learning for the acquisition of the ASEAN 

competencies.  

The West Lombok institute is one of such institution in West Nusatenggara. Yet, they are faced 

with the same challenges of providing quality tourism-related English competencies acceptable 

and accreditable by tourism practitioners in ASEAN countries. What actually happens at these 

institutions in the implementation of CATC need to be carefully investigated and this is the merit 

of the current study. It will dicuss how English CATC were implemented, what good practices are 

learned, what factors facilitated or inhibited its implementation, and how the institutions overcome 
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those inhibitance. But, let us, first of all, clear the theoretical foundations before further discussion 

can be persued.  

 

CATC as CEFR-Like Curricular Documents 

As curricular documents, CATC are derived from ASEAN Common Competency Standard (ACCS) 

covering these fields of services: engineering, nursing, and tourism (Hickman and Irwin, 2013). 

The ACCS is then developed into curricula for education and training in each field and job-related 

English competencies are parts of the main menu.  

In field of tourism, the ACCS has been developed further into Common ASEAN Tourism 

Curriculum (CATC) covering six tourism sectors: housekeeping, food production, food and 

beverage services, front office, tour operation, and travel agencies. Involving experts, practitioners, 

and stakeholders in tourism, the curricula are based on the standard competencies codified in 

ASEAN Common Competency Standard for Tourism Professional (ACCSTP) listing professional 

knowledge, skills and attitudes in each sector. As lists of professional skills, the documents are 

designed for uses as practical as tool boxes for fixing service problems in each sector in ASEAN 

countries. These CATC are still in need for contents, learning materials, and appropriate methods 

of delivery. In 2019, The CATC for housekeeping has been developed and tried out and the result 

was reported to be satisfying and plans have been made to develop CATC for other sectors. 

In Indonesia, the CATC have been ratified since 9 November 2012 with a consideration that, for 

a greater influx of tourists, tourism requires quality sevices. Thus, skillful tourism workers must 

be provided and the implementation of the CATC has been viewed as a solution. The CATC are 

used as guidelines for Indonesian tourism education institutes to attain the ASEAN-standardized 

competencies in tourism sectors. As these competencies have been agreed upon by tourism 

ministers of ASEAN countries, the attainment certifies and accredited qualification and 

competencies of ASEAN tourism workers and enables them with flexible movement across 

ASEAN countries. For the six sectors above, thirty-two types of tourism jobs and thirty-two lists 

of competencies have been approved. While these jobs require specific professional skills, all of 

them require active and communicative English competencies. In this perspective, the 

implementation of English CATC at tourism education institutes will be the panacea for the gap.  

Millar, Mao and Moreo (2013) report a great gap between the needs of tourism industries and the 

quality of skills that tourism education institutes can provide. The latter offer general skills while 

the former require more technically specialized skills (Weber et al, 2013). Hickman and Irwin 

(2013), for example, described that Indonesia faces a huge gap between English speaking ability 

of tourism workers expected to run confortable tourism English ecounters and the English 
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competencies that Indonesian tourism institutes can actually provide with their aluni. They 

reported cases that tourists complained about Indonesian tourism workers: low English 

competencies, unable to communicate communicatively, unable to understand tourists’ English, 

and, consequently, failing to fulfil tourists’ expectations. Hickman and Irwin (2013) strongly 

conclude that complaints with tourism at developing countries are associated with poor English 

competencies of the service providers, unlike those in developed countries with unsatisfactory 

level of services.  

Hickman and Irwin (2013) provide a 4-scale rating for the assessment of gaps in tourism English 

competencies. Rating 1 indicates ‘a big gap’ where English is not integrated into tourism 

education, not a national language, and competency is very limited. Rating 2 indicates a 

‘significant gap’ where English is not integrated into the curriculum, not a national language, but 

the workers have imperfect English communication ability. Rating 3 is a ‘small gap’ where where 

English is not integrated into the curriculum, not a national language, but the workers have 

sufficient English communication ability. Rating 4 indexes an ‘insignificant gap’ where where 

English is integrated into the curriculum, one of the national languages, and the workers have 

perfect English communication ability. Hickman and Irwin (2013) have categoried Indonesian 

situations into rating 1 suggesting that the gap between expectations and realities in Indonesian 

tourisms is huge and English competencies of its tourism workers are still very low.  

The need for high quality tourism workers prompted the massive emergence of tourism education 

institutions in the early 21st century. Butler (1999) mentions that public interest in establishing 

private and public tourism education institutions were very high prompting the massive emergence 

of such schools. The need for tourism workers could be accommodated by the institutions but the 

qualitfication and the quality were still unsuitable with the needs of the industry. This in turn 

created high rate of educated unemployment. However, according to World Trade Organization 

(2019), the balance between the need for and the provision of professional tourism workers had 

been reached in 1996 and 14,000 skilled workers were introduced to the field. Nonetheless, the 

number of institutions has drastically increased and in 1998 the number has doubled and the 

outputs outnumbered job opportunities. Giroux (1993) and Evans (1993) suggest tourism 

education institutions to aim at general tourism knowdlege without specialized tourism skills, but 

this solution runs into the danger of increasing educated but unskilled unemployment rate. Here, 

CATC can provide a genuinely comprehensive solution; the competency is based on ASEAN 

standards and trainees have the flexibility to work in either ASEAN countries where their skills 

are reguired.   
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The CATC has 242 standard competencies including tourism related English competencies. They 

were developed based Competency-Based Training (CBT) and evaluated with Competency-Based 

Assessment (CBA). The CATC for English has 8 competencies which are further elaborated into 

32 sub-competencies and evaluation criteria. This list is presented in Table 1.   

Table 1: List of English Competencies in CATC 

No Competencies Sub-competencies 

1 Communicate in 

English on the 

telephone 

a. Take general enquiries by phone  

b. Respond to customer requests or orders 

c. Make calls to place orders 

d. Handle customer complains 

e. Make complaints 

2 Converse in English at 

a basic operational 

level 

a. Participate in simple conversations on familiar topics 

with work colleagues. 

b. Respond to simple verbal instructions or requests. 

c. Make simple requests 

d. Describe routine procedures 

e. Express like, dislike, and preferences 

f. Identify different forms of expression in English 

3 Deliver short oral 

presentation in English 

a. Prepare for an oral presentation 

b. Deliver a short oral presentation 

c. Evaluate a short oral presentation 

4 Gather and present 

product information 

a. Gather and organise information 

b. Research and analyse information 

c. Present information 

5 Facilitate outgoing 

phone calls 

a. Identify elements and facilities of the host enterprise 

telephone system. 

b. Demonstrate appropriate telephone communication 

skills 

c. Place outgoing calls on behalf of the enterprise 

d. Place outgoing calls on behalf of the guests 

6 Use oral English to 

convey a complex 

exchange of ideas 

a. Discuss problem solving strategies 

b. Respond to hypothetical questions 

c. Discuss abstract concept  
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d. Express opinions 

e. Discuss preferred learning styles 

7 Write a short message 

in English 

a. Demonstrate the ability to take message from oral input 

b. Write short instructional mesaages 

c. Write short messages of appreciation, apology, and 

explanation for absence. 

8 Coach others in job 

skills 

a. Prepare for on job coaching 

b. Coach colleagues on the job 

c. Follow up coaching 

Source: ASEAN. 2013. ASEAN Mutual Recognition Arrangement (MRA) on Tourism 

Professionals Handbook. Jakarta: Association of Southeast Asian Nations.  

 

As a curricular document, the CATC for English above appears to be simple, but the criterion of 

attainment is very high. The attainment is certified from Certificate Level II to Advanced Diploma. 

Tourism workers in the six sectors must obtain each certificate for each sector because they have 

their own specified competencies and different levels of attainment. The certificate, the diploma 

and the degree are recognized in all ASEAN member countries and thus devotion to CATC and 

the CATC is essential.  

 

Responses to CATC 

Local responses to global policy documents are dependent upon teacher agency and student 

agency. The teachers and the students should take agentic actions due to discrepancies between 

what the policy makers at macro and meso levels expect to take place and what is actually 

performed by the teachers and the students at micro levels (see Baldauf, 2006). CATC as a form 

of language policy are explicated by people with authority and they usually have expertise, 

influence and bureaucratic power (Zhao & Baldauf, 2012). People with expertise are those with 

tourism education and expriences. People with influence usually have the power to influence other 

people due to their roles in the society: for example, hotel owners, travel agents, religion feagures, 

and community leaders. Those with power are usually political leaders and bureaucrats at tourism 

ministerial offices. In the case of CATC, the bureaucrats from Australian tourism offices are 

categorizable as those with power because they provide financial supports for the policy. With 

minimum, if any, involvement of lecturers and students in the formation, the policy is describable 
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as a form of “policy dumping” (Hamid & Nguyen, 2016; Phan & Hamid, 2016) since they have 

no choice but to accept and implement them.   

Contemporary analyses of policy have sifted away from analysing the policy-making processes at 

macro levels to the policy-responding processes at micro levels. Borg (2001) has analysed this 

matter and found that in the last three decades policy analyses focused on responses of policy 

implementers. These responses have becomes some sorts of ‘new policies’ at micro levels 

developed based on their own beliefs on the right processes of learning disregarding what is right 

according to the policy. In the current study, the beliefs of the teachers and the students about the 

contents, the competencies, the teaching strategies, and the methods of evaluating competency 

attainment are more important those in the global policy documents like the CATC. Several studies 

have shown that tutors will implement a policy if they have the expertise on the policy contents 

and the facilities to implement them (see Ng & Boucher-Yip, 2017; Harris, 2017). Otherwise, they 

will reject or resist them (Pessoa & Freitas, 2012) and this might be the case with tourism education 

institusions in Vietnam (Nguyen & Chaisawat, 2011), Indonesia (Premono, 2010; Rofaida, 2013), 

Cambodia (Say, 2019), Philippines (Mendoza & Sugiyarto, 2017) and other ASEAN countries. 

Other studies have actually hown that lecturers and students exercise agency by taking strategic 

actions to overcome problems (e.g. by taking extra English courses) and attain the targeted 

competencies (Molina, 2017; Chen & Goh, 2011).  

In general, however, micro-level responses to a global policy like CATC can be described as 

dedication, accommodation and resistance responses (see Ali, 2013). The response is dedicative 

when the policy implementers devote themselves into adopting the policy as the only learning 

guideline. The response is accommodative when the lecturers and the students adapt the policy 

with their own conditions. The response is resistant when the micro-level implementers neglect 

the policy and appoint their own programs. Studies at Bandung Tourism College (Premono, 2010) 

and at Bali Tourism College (Rofaida, 2013) where CATC were implemented report that the 

lecturers used their own documents and neglected the policy, although the institutuons themselves 

are the Indonesian models of good practices. The responses of the lecturers and the students, 

however, are accommodative because they identified the gaps between the availabale 

competencies and the targeted competencies, the ways of narrowing them, and the capacities, 

facilities, and instruments required to fill them.  

Tomlinson (2011) offers several criteria that lecturers can use when accommodating expectation 

of a policy document like CATC with local conditions. Firstly, the responses should facilitate 

students to attain the target competencies easily, comfortably, and convidently. Secondly, the 

learning materials and activities should be relevant and useful to students’ life in the short and in 
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the long run so that they will invest in learning. Thirdly, the materials should be clear in purposes. 

Next, the materials and the activities should accommodate individual learning styles of the students 

and maximaze real and authentic language uses. If these fail to take place, the roles of the lecturers 

might shift from implementers to makers of policy at micro-levels (Baldauf, 2006) and, if this is 

the case, Holliday (2001) suggests the students’ expectation should be the priority in the decision.    

 

Methods 

Research Design: The study is ethnographic in nature and the thoughts, actions, and strategies 

employed by the lecturers and the students implementing the CATC are observed and elaborated. 

Population: The study covers all the lecturers and the students at five tourism education 

institutions in West Nusa Tenggara (NTB), Indonesia, four belonging to the government (i.e.  

TDMU, MTP, SCMWL, and TAL), and one is run by a private organization (i.e. MTC).         

Sample: Sample was selected in proportional, dimensional, and purposive techniques. The 

lecturers of Housekeeping English classes at each institution were purposively selected while the 

students were proportional selected: six male and six female, two for each category of high, 

average and low English competencies.  

Data Collection: Data were collected from documents, observation, questionnaires, inteviews, and 

language skill assessments. Documents were in the forms of CATC, syllabi, student assignments, 

and learning materials. Observations were non-participant with video recording instruments. 

Likert-scale questionnaire with 5 options were also administered to teacher and students to collect 

information about their perceptions of English trainings that they had undertaken. Semi-structured 

interviews were administered to lecturers and students prior to and after observations. Assessment 

of language competencies were administered by certified assessors and procedures at the 

participating universities.     

Data Analysis: Data were descriptively analysed by identifying, classifying, describing, and 

explaining the responses. Responses in the video-transcripts were colour-coded, classified as 

adoption, accommodation or resistance, desctibed with definition and examples, and explained by 

discussing them with findings from other studies. 

 

Findings and Discussion 

The study discusses how English CATC were applied, what good practices are observed, what 

factors enabled or subdued its implementation, and how the institutions solved those limitations. 
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Implementation of CATC 

Implementation of CATC is inseparable with teacher factors, facility factors, and student factors. 

Table 1 shows teacher factors in education, trainings and TOEFL-based English competence. Only 

58% of the lecturers have obtained master’s degree which is the minimum level of education for 

lecturing at higher education level according to Indonesian law, while 42% still require further 

education, and none of them have a doctorate level. This indicates that the education qualitification 

of English teachers is still below the mational standard. Their competence in English based on 

documented TOEFL scores varied: low (300-400) 11%, (400-499) 58%, high (500-549) 24%, and 

very high (550 or higher) 7%. The majority (almost 70%) being low, teachers’ English competence 

still requires improvement. All of them have acquired basic and advanced trainings in English, 

teaching, and assessment of English language skills as parts of education backgrounds, but only 

44% have actually received CATC-related trainings obtained trainer, master trainer, and assessor 

qualification. As these are essential for competence as well as work and worker mobility as 

discussed above, the CATC-related trainings are highly and urgently needed. Similar situations 

have also been found in other parts of Indonesia (Premono, 2010; Rofaida, 2013), Vietnam 

(Nguyen & Chaisawat, 2011), Thailand (Fu, Kapiki, & Mu, 2016) and Cambodia (Say, 2019).   

 

Table 1: Teachers’ Background 

COLLEGE 

EDUCATION TRAININGS ENGLISH COMPETENCE 

S1 S2 S3 TBT OT 
300-

400 

401-

499 

500-

549 
>550 

TDMU 5 6 0 4 7 0 6 3 2 

MTC 4 7 0 3 8 2 7 1 1 

MPT 2 6 0 8 0 1 6 1 0 

SCMWL 2 4 0 2 4 1 4 1 0 

TAL 6 3 0 3 6 1 3 5 0 

Total 19 26 0 20 25 5 26 11 3 

Percentage 42.22 57.78 0 44.44 55.56 11.11 57.78 24.44 6.67 

 

Other supporting factors come from the quality of learning facilities that trainers and institution 

can provide. Table 2 shows supporting facilities that teachers and institution have in order to equip 

students with the CATC competencies. The table indicates that only half (58%) of the lecturers 
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have developed their own plans (LP) for the English lesson and plans for individual and group 

performances of the students (SP) and 68% of them have forms for assessing the performances 

(AF). This indicates that not all teachers are well equipped for the implementation. While all 

teachers have English textbook (TB), it is, nonetheless, irrelevant with CATC for Housekeeping 

English and the content is general. While all institutions have sufficient number of service (SV) 

(with a ratio of 1.09) and field (FD) (with a ratio of 16.8) laboratories for teacher of each class to 

train students with real-work English, they have limited language (LAN) (with a ratio .2 compared 

to the number of classes) and workshop (WS) (with a ratio of .16 to class numbers) facilities to 

better prepare them before the internship program. With a ratio of 5.2, each English class have 

more choices of business units where students can practice English, there is an urgent need for 

more partnership with other more institutions (INS), networks (NW) and stakeholders (SH) for 

internship programs. The need for more time, partnership and internship programs have been 

recommended in the studies of CATC implementation in Vietnam (Nguyen & Chaisawat, 2011), 

and other ASEAN countries (Mendoza, & Sugiyarto, 2017; Mendoza, Desiderio, Sugiyarto, & 

Salant, 2016).  

 

Table 2: Learning and Supporting Facilities 

 

COLLEGE 

TEACHERS' KITS LABORATORY BUSINESS PARTNERS 

LP SP TB AF LAN WS FD SV INS SH BU NW 

TDMU 5 5 1 10 2 2 10 8 4 6 7 8 

MTC 5 5 1 8 1 1 12 4 3 4 3 4 

MPT 8 8 1 8 2 2 29 20 5 5 7 7 

SCMWL 4 4 1 1 2 1 23 12 4 4 5 4 

TAL 4 4 1 1 2 1 10 5 4 4 4 4 

Total 26 26 5 28 9 7 84 49 20 23 26 27 

Ratio .58 .58 1.00 .62 .2 .16 16.8 1.09 .44 .51 5.2 .6 

 

There are problems with students in terms of learning motivation, English entry behaviour, and 

learning strategies. Unfortunately, as shown in Table 3, the students are not very motivated in 

learning English. While the majority of them see English as essential for their jobs, only 15% of 

them are motivated to learning English and the majority (68%) see it as difficult to learn. With 

simple grammar-based multiple choice English tests, we found that only 9% of the students are 

qualifiable as higher education students and the great majority (almost 90%) fall within basic and 
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elementary levels. Such low competency in English was shared with Malaysia (see Ahmad Afif et 

al, 2019) but the students there took more active, communicative learning. In our study, we found 

with Likert-scale inventories that the students see passive strategies like morization (MEM) of 

words and grammars as the best learning strategy and cognitive (COG), compensatory (COMP), 

and social (SOC) strategies are rarely practiced. With low language competency at entry, low 

motivation, and mechanical learning strategies in play, it is not possible to the teachers and the 

students to arrive at the standard competencies set up in the CATC. In the works of Gursoy, 

Rahman and Swanger (2012) as well as King and Tang (2020), high English language proficiency 

is expected in tourism industry is part of both transferable and relevant subject skills (Stewart & 

Knowles, 2000) as it is essential to other skills such as communication, problem solving, and other 

team work and management skills (Raybould & Wilkins, 2005).    

Table 3: Student Factors  

College 
Motivation English Entry Behaviour Learning Strategies 

LOW AVE HIGH BSC ELM PRIN ADV COG MEM COMP SOC 

TDMU 23 7 5 25 5 5 0 1 20 2 12 

MTC 21 8 6 27 7 1 0 2 21 2 10 

MPT 25 6 4 23 5 3 0 1 28 0 6 

SCMWL 24 5 6 24 6 5 0 3 23 0 9 

TAL 26 4 5 26 7 2 0 2 24 3 6 

Total 119 30 26 125 30 16 0 9 116 7 43 

Percentage 68.00 17.14 14.86 71.43 17.14 9.14 0 5.14 66.29 4.00 24.57 

 

Poor quality of student input, teacher agency, and learning facilities leads to low attainment of 

English competencies based on the CATC. As shown in Tabel 4, only 39% of the students (68 out 

of 175) have actually qualified for high competency, while 53% of them (96 out of 175) fall within 

low category. Even when the average category is included in the statistics of success, the 

percentage is not higher than 45% indicating that the majority (55%) of student competencies in 

English is below target. In globalised world of hospitality and tourism, low English proficiency 

leads to unemployment (Ahmad Afif et al, 2019; Wang & Tsai, 2014) because hospitality industry, 

according to Millar, Mao and Moreo (2010), requires tourism professionals with competencies 

higher than those trained at tourism higher education.     

 

Table 4: Students’ Attainment of English Competencies 
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College 
High Average Low Very Low 

F % F % F % F % 

TDMU 16 45.71 3 8.571 9 25.71 7 20.00 

MPT 15 42.86 2 5.714 9 25.71 9 25.71 

MTC 14 40.00 1 2.857 15 42.86 5 14.29 

SCMWL 12 34.29 2 5.714 11 31.43 10 28.57 

TAL 11 31.43 3 8.571 12 34.29 9 25.71 

Total 68 38.86 1 6.29 56 32.00 40 22.86 

 

Competencies being low, we need to identify which competencies and subcompetencies are below 

standard. Survey reveals, as shown in Table 5, that the students fail to obtain the competencies in 

oral presentation, orally exchanging of complex ideas, and orally coaching others on the job. In 

the oral presentation skill, the majority of the students fail miserably in preparing and evaluating 

short oral presentations although their ability to deliver the presentation is slightly higher. When 

involved in more intensive oral interaction, for example, in discussions of problems, concepts, and 

opinions, the students often lost words for relevant expressions due to limited English competence 

that they have. When coaching other on the job, the students were challenged with English and 

they failed to develop this communication skill while it is in itself essential in hospitality services 

(Lin, 2002) and essential soft skill of hospitality leadership (Sisson & Adams, 2013). When 

involved in less interactive actions, the scores are slightly higher but insignificant to assume 

difference. Other reading of the data might have something to do with students’ perceptions of 

employability in hospitality and tourism industries. According to Wang and Tsai (2014), students 

place leadership and management skills at the bottom of competency list while internship programs 

were seen as the main modes of acquiring work-related competencies.          

         

Table 5: Unattained Competencies  

No Competencies Sub-competencies 
Mean 

Score 
Category 

1 

Deliver short oral 

presentation in 

English 

a. Prepare for an oral presentation 1.93 Very Low 

b. Deliver a short oral presentation 2.09 Low  

c. Evaluate a short oral presentation 1.81 Very Low 

2 
a. Discuss problem solving strategies 2.11 Low 

b. Respond to hypothetical questions 2.16 Low 
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Use oral English to 

convey a complex 

exchange of ideas 

c. Discuss abstract concept  1.73 Very Low 

d. Express opinions 1.93 Very Low 

e. Discuss preferred learning styles 1.74 Very Low 

3 
Coach others in job 

skills 

a. Prepare for on job coaching 2.00 Low  

b. Coach colleagues on the job 1.97 Very Low 

c. Follow up coaching 2.07 Low  

 

Despite the weaknesses above, the students, as shown in Table 6, have fulfilled the minimum 

standards of competencies in making telephone call, conversation and messages as well as 

conversational operations and product presentation. However, all of the students obtained average 

scores in these competencies and, with a 2-hour session per week the time is far below intensive 

and rigorous English trainings. Wang and Tsai (2014) have shown that students have always placed 

more attention to skills related to specific jobs and English language skills in Table 6 are relevant 

with their jobs as housekeepers or front offciers. Again, acquisition of job-related competencies 

alone would not increase their employability if they have no management skills (Gursoy, Rahman 

& Swanger, 2012; Millar, Mao & Moreo, 2013; Sisson & Adams, 2013).  

 

Table 6: Attained Competencies  

No 
Competencie

s 
Sub-competencies 

Mea

n 

Scor

e 

Categor

y 

1 Communicat

e in English 

on the 

telephone 

a. Take general enquiries by phone  3.28 Average 

b. Respond to customer requests or orders 3.22 Average 

c. Make calls to place orders 3.12 Average 

d. Handle customer complains 3.03 Average 

e. Make complaints 3.14 Average 

2 Converse in 

English at a 

basic 

operational 

level 

a. Participate in simple conversations on familiar 

topics with work colleagues. 

3.2 Average 

b. Respond to simple verbal instructions or requests. 3.12 Average 

c. Make simple requests 3.06 Average 

d. Describe routine procedures 3.04 Average 

e.  Express like, dislike, and preferences 3.1 Average 
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f.   Identify different forms of expression in English 3.15 Average 

3 Gather and 

present 

product 

information 

a.  Gather and organise information 3.22 Average 

b.  Research and analyse information 3.13 Average 

c.  Present information 3.14 Average 

4 Facilitate 

outgoing 

phone calls 

a. Identify elements and facilities of the host enterprise 

telephone system. 

3.08 Average 

b. Demonstrate appropriate telephone communication 

skills 

3.16 Average 

c. Place outgoing calls on behalf of the enterprise 3.14 Average 

d. Place outgoing calls on behalf of the guests 3.19 Average 

5 Write a short 

message in 

English 

a. Demonstrate the ability to take message from oral 

input 

3.07 Average 

b. Write short instructional mesaages 3.1 Average 

c. Write short messages of appreciation, apology, and 

explanation for absence. 

3.05 Average 

 

Good Practices: Lesson Learned 

Despite weakneses in the scope and quality of competency mastery above, several good practices 

can be found in political, institutional, and instructional practices. 

At macro-national level, the CATC for English have been dedicatively responded to with strong 

political supports from the national government. The program has been made in line with the 

national qualification framework (see Hickman & Irwin, 2013) which is a national agenda where 

all Indonesian workers graduating from specialized training institutions should acquire a particular 

set of knowledge, attitudes and competencies (see Premono, 2010; Rofaida, 2013). The documents 

of the CATC for English have become the main content of the knowledge and competencies for 

tourism-related fields. There has also been a strong financial support from the Indonesian ministry 

of tourism by setting up associations of tourism-related professionals. Meetings, conferences, 

trainings, and assessment of such professionals at national and local levels have been conducted 

and funded by the ministry. Certification of the teachers and the professionals as trainers, masters, 

master trainers and assessors have also been executed by the ministry (see also Hickman & Irwin, 

2013). 
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At meso-institutional level, dedicative responses to the CATC can be seen in the mission 

statements, educational expences, and institutional programs. In the vision statements of the 

institutions, commitment to quality output has been the main focus where quality is used to refer 

to the notion of alumni having professional work-related competencies. These visions have been 

delineated further into mission statements where quality teachers, processes, students, and alumni 

have been the main emphases. Not only have local teachers and students been funded to visit and 

learn at national and international tourism institutes, national and international tourism experts 

have been invited to train them at home institutions and this is essential to upgrade students’ 

competencies as expected by hospitality industries (Gursoy, Rahman & Swanger, 2012; Millar, 

Mao & Moreo, 2013; Wang and Tsai, 2014).. Cooperation among local tourism institutes has 

enabled them to plan ahead which institute invites which experts when and where and there has 

been no need for unnecessary competitions. Cooperation is also apparent in mutual collaboration 

in student internship programs. Sharing of schecules and tourism companies as internship partners 

has been common because internship students usually outnumber the companies. Being actively 

executed in the last five years, these innovative actions were not mentioned in Hickman and Irwin’s 

(2013) report. 

At micro-instructional level, the quality of the teachers and the students, to a great extent, has 

accommodated all the basic qualifications that the CATC for English has expected. Having been 

nationally and internationally trained, 44% of the English teachers have national and international 

certificates as trainers, masters, and master trainers of tourism English competencies, while 56% 

of them have obtained similar certificates in other fields of tourism. More than 56% of them have 

involved in national tourism teacher exchange programs and more than 10% have experienced 

studying and teaching at other tourism education institutions in other ASEAN countries. With such 

expertise, tourism teachers are expected to adapt the curriculum and students’ competencies with 

‘the ever-changing needs of [the] enormous [tourism] industry” (Gursoy, Rahman & Swanger, 

2012, p. 41). Local, national, regional, and international professionals have frequently been invited 

to share their expertises to teachers and students and these have primarily been the sources of real-

life English practices for them. Several students have also been sent to other tourism institutes in 

Indonesia and in other ASEAN countries for profession-based trainings and they have also 

obtained local, national, regional, or international certificates of particular tourism-related 

professions. 

 

Facilitating and Inhibiting Factors 
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The political, institutional, and instructional practices above have been the facilitating factors in 

the implementation of the CATC for Tourism English. Recently, however, they have also become 

the inhibiting factors.  

At the national level, the national agenda as well as the strong ministrial and financial supports 

have recently weakened as the national financial recourses have shifted from tourism to 

infrastructure and then to combat corona virus. The construction of local MotoGP infrastructure 

has also devoured the fund for other purposes including tourism education. This event, 

nonetheless, introduces a new form of tourism for the local institutions to respond to. New hotels 

and restaurants being built for the 2023 grandprix open up new hopes and job opportunities for the 

students but the history of workforce import particularly for China has devastating effects on the 

students’ learning motivation. With motivation trainings, the students are expected to stay positive 

in the prospect of their own future (Christou, 2002).      

At meso institutional level, tourism education institutions are facing problematic situations. The 

commitment to producing alumni with competencies expected by tourism industries (see Gursoy, 

Rahman & Swanger, 2012; Millar, Mao & Moreo, 2013; Sisson & Adams, 2013; Wang & Tsai, 

2014) is recently questioned as the government and the community expect the students to graduate 

on time and the average length of tenure is also essential part to the institutional accreditation. As 

a result, low competencies have been compromised. The support to staff and student development 

has also been compromised resulting from annualy diminishing number of paying students. 

Educated unemployment has annually increased, prospective students have become very few, and 

the institutions lost the main sources of the revenue. The much-needed ASEAN internship and 

student exchange programs have also been conceded due to the financial losses. Some institutions 

solved the problem by recruiting sponsorship from their business partners.   

At micro instructional level, the financial loss brings with it a price to pay. Some institutions have 

lost qualified trainers, masters, and master trainers and they can only freshly graduated English 

teachers with limited teaching experience, low English competence, and pedagogic skills. When 

participating in teacher exchange programs, they oftentimes become very passive. When invited 

to classes, expert teachers find difficulties working with the new teachers as they often loss self-

confidence. Some students might be able to develop professional skills, but some others are 

unmotivated. While there are some opportunities for student exchange program for tourism 

trainings, the majority of the students cannot participate due to poor English. There are some 

certified trainings, but such trainings are incidental and unplanned so the students cannot 

accommodate the schedule with learning schedule. Online registration or online trainings have 
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become a major mode of practice. Video recording the events have become another alternative and 

sharing them online through social media has been the most popular choice for spreading the skills.    

 

Conclusion 

Tourism, as a global business, requires personels with global competencies. The ASEAN 

ministries of tourism in collaboration with the Australian government have standardized common 

competencies in common curricula and common systems of competency recognition. The article 

has investigated how these systems have locally worked with housekeeping and all housekeeping-

related English competencies. While success stories in the housekeeping trial have been widely 

shared at global-ASEAN and macro-national levels, studies at meso and micro levels have reported 

otherwise. While a number of factors are found to have facilitated and others have hindered the 

success story, local tourism education institutions have agentically exercised agency in solving 

those challenges. 
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