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ABSTRACT

In recent years,z great demand for learning a
foreign language has brought out many questions that

need to be answered.

Teaching languages for limited purposes,rsther
than for general,is an idea born of the necessity

to produce practical results in a limited smount of time.

This study focuses upon the Language for Specific

Hh

Purposes ( LSP ) and analysis of learners' needs.

In order to collect data,a gquestionnaire hazs been

administered at five-star hotels in the Antalya region.

In the first chapter,the purposes of foreign
language learning,some definitions of ISP ,the problem

end the aim of the study have been presented.

In the second chapter,some topics releted to LEP

and needs analysis are reviewed.

The third chapter includes the research design

b
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selection of informants and the method of anszlysis.

Hesults and interpretations are presented in the

fourth chspter.

In the fifth chapter,the discussion over the
resegrch results,conclusion and some suggestions for

further studies are presented.
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CHAPTER T

INTRODUCTION

1.1. Background to the Problem

1.1.1. The purposes of Foreign Language Learning

Foreign Language learning is the situation in
which the target language is not the mother tongue of
any group within the country where Foreign Language Learn-
ing is carried out.The aim of foreign language learning
is to increase the contact with foreign language speakers

inside and outside the country.

Wilkins ( 1974 : 156 ) states that,from the in-
dividual's point of view, the aim of any spcken and
written utterance is to communicate something to the

hearer and reader.

Immense changes have been produced in recent years,
in the world of teaching,There are numerous language

1



teaching techniques and methodologies each of which
suggests psychologicel and pedagogical theories for

achievement in FLT.

Lenguage is a socizgl activity,so chcice and purpose

H
s |

o] LT varies according to social function and intention
of learners.It seems that foreign language learning has
become a multi-purposed phenomenon.lLearners have different

reasons for learning.

If it is tried to reach achievement in lenguage
teaching,it must provide the learner with means to select
language which is suitable to the purposes and needs of
the learners.Some of them try to get a job,to pass an

exam,to know the terminology of the job.

There have been some other attempts especially
performed to make learners reach their gosls in target
language.Language teaching has been taken into account

from different aspects in the last decades.

" Given motivation, it's inevitable that a human
being will learn a second language if he 1s exposed to
language data " ( Corder,S.P. 1967 : 159 )

Corder notes that learner can be exposed to the
language data which is most suitable to his needs and
goals.The most suitable language data is the one which
is more relevant to the learner.In order to teach needs-

. . - —raral 3
based language,it is necessery to search for learners neecs.
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It is generally agreed that the motivation of the
learners is one of the most important factors influencing

their success in foreign language learning.

People have different motives for learning.One may .

be studying lenguage because he wants to,another because
he has to.According to linguists,the former would be
thought to be better motivated.Motivation is closely re-
leted to the learning.Iﬁ's the learners own motivation

that is relevant to learning.
1.1.2. Some definitions LSP

Mackey (c.i.Robinson-Mackey 1975) says that
" For the last ten years or so,the term ' languages for
specific purposes ' has begun to appear more and more

frequently in language teaching literature. "

As Mackey indicates,specific-purpose language teac-—
ing is becoming fashionable.CouzZses are being labelled
as ' specific-purpose ' language courses chiefly because
that is what the course organizers believe will attract

lesrners.

t can be seid that an LSP course is designed for
a reasonablé number of students with identical needs.The
course is designed to satisfy those needs,which will be

occupation'or study based and fairly specific.

Strevens ( c.i.Robinson-Strevens 1977 ) mekes his



criteria for defining LSP :

" The content of specific purpose language teaching
' SP - LT ' courses are thereby determined, in some or all

of the following ways:

(1) restriction:only those " basic skills " ( un-

derstanding speech,speaking reading,writing )
are included which are reguired by the learner's
purposes,
(ii) selection: only those items of vocabulary,

patterns of grammar,functions of language,
are included which are required by the learner's
purpeses,

(iii themes and topics :ronly those themes,tepics,

situations,universes of discourse,etc. are
included which are required by the learner's
purposes,

(iv) communicative needs : only those communicative

needs.....are included which are reguired by the
learner's purposes.

According to Streven's definition,there should be
a limitation and restriction in LSP course when considering
LSP materials,subject matters,themes and topxcs.
t can be said that an LSP course is purposeful and
is a2imed at the successful ?erformance of occupational or
educational roles.It is based on a rigorous anzlysis of 1

learners' needs.Any LSP course mey differ from snother in

its selection of skills,topics,situations and functions

and also language.



Another definition of LSP is given by Munby ( 1978 : 2)
" LSP courses are those where syllabus and materials
are determined in all essentials by the prior

analysis of the communication needs of the learner "

From Munby's definition,another phrase emerges:

" needs analysis of the learner "

Bhatia ( 1986 : 11 ) states that " the purpose of
a learner-centered needs analysis is to focus the syllbus
on a selective range of lzanguage elements and a2 particular
set of language uses *

She (ibid.) edds that the trend towards special
purpose language instruction is based on a more fundamen-
tal movement to center instruction or the needs of the
learner. The centrality of the learner in this teaching
framework can be seen in various aspects of special met-
hodology : needs analysiks,content orientation and adoption

of communicative methodologies.

l1.1.%. Analysis of needs

The idea of analysing the language needs of the
learner as a basis for course development has become
cery importent procedure in LEP.It's difficult to think

one of them without other coming to mind.

Another suggestion is made by McDonough ( 1984 : 29 )

He says " ...to find out what language skills are



needed for successful performance of tasks in some jobs

must be the central effort of any LSP programme."

The syllabus in a special purpose language
programme is designed to cover functions,structures
and situations for which the students have a need.
This means that needs analysis is basic to any efficient

forelgn language programme,

Brumfit ( c.i. Robinson-Brumfit 1977 ) points
out that any.LSP course should be directly concerned

with the purposes for which learners need.’

Cook R.H. (-1977 : 44 ) indicates that "... it's
therefore worth considering briefly whether-and +to
what extent - there is an equal and simultaneous demand
on language skills, and whether teaching priorities

can be identified "

Ls it is recognized from the sbove sentence,it's
necessary to consider the skills and their proportions

required by the learners.

LSP practitioners,course designers,materials
writers or classroom teachers should begin with a basic
question : What does the language lezrner need to know

in order to function in the target situation?

In order to answer the above question,the needs

¢f the learners should be analysed.



l.1.,4. Can these needs be analysed ?

As it is stated before,it's necessary to analyse

needs in order to design an efficien LSP programme.

There are various ways in which one might elicit

information concerning the needs of the learners.

It can be assumed that students'! or learners!

needs can be analysed.

One of the ways which is suggested by Richterich
and Chancerel (c.i.Robinson-Richterich and C,1978) is that
questionnaire seems to be mostly applied method.Several
people may be advocated for the administration of gues-

tionnaire.

i;ééréfoblem

For a group of learners with a specific purpose in
learning foreign language,it seems reasonable to apply

to the needs of the learner.

The foreign language curriculum of tourism schools
and courses may be planned more adquate and appropriate
if the students' needs,that is naturally needs of the

sector,are investigated.

Any attempt. towards the learners' needs should

be main considerastion in curriculum design.Learner and



his needs should be taken as central for the problem of
curriculum designing.Through analysis,the skills to be
taught may be restricted.For example,a needs analysis
may reveal a priority for listening or reading.Perhaps
a telephonist who's learning a foreign language will
need to communicate by concentrating on listening and

speaking and will need specific materials.

Needs analysis of foreign language learners in
tourism schools 1s very important because it helps to the

curriculum development in these schools.

What aspects of foreign language are considered
most important by the staff who work in tourism sector?
Does an LSP course focus on the one language sizill only

or does it include all four language skills?

l.%. Purpose of the study:

The purpose of this study is to elicit information
about foreign language needs of the managerial staff at

five-star hotels.

This study also tries to find out information

about the subjects stated below:

l.Language problems of General Managers,Assistant
Managers,Department Managers and Department Chiefs,( see
appendix A ) will be studied.It'll also be investigated

the language skills and their proportions they need in



their Jjobs.Reasons and purposes for using these language

skills will be demonstrated.

2.The nature of foreign language competence which

hotel staff need for their job performance is studied.

3eIn this study,communicative means in foreign
language that informants use are studied.language for
written and spoken communication at work ( e.g. for un-
derstanding and drafting letters and telex messages,for
telephoning in foreign language,for speaking and under-

standing foreign visitors abroad.)

4,Informants' ideas and suggestions about foreign

language education will be learned.

The role of on-the-job training and in-service

training in FLT will be asked to informants.

1.4, Limitations and Assumptions of the study:

lelel., Limitations

1.This study is limited to the five-star tourist

hotels.

2.The five-star hotels which are established in



Antalys region were Tesearched to elicit information.

3¢ This study is limited to the managerial staff

only in five-star hotels.

1.4.2. Assumptions

l. The guestionnaire zare assumed to be satisfactory
to elicit some certain information about the needs of the

tourism sector.

2. It's assumed that among the four language
skills,speaking and listening are generally more priorT

to the other two ; reading and writing.

3. It's assumed that a2ll four language skills

will be included in LSP course designs in tourism schools.

4, It's assumed .that informants will arnswer the

guestions sincerely and reliably.



CHAPTER IT

REVIEW OF LITERATURE

In this part of the study,the effect of motivation
on language learning,different aspects of LSP,the need for
analysing needs of the learner in foreign language and
syllabus design within ISP frazmework will be considered

initizlly.

2.L. Motivation and Language learning

Since motivation is closely related to the language
learning,a connection can be set up between Laenguage for

Specific Purposes and motivation.

A13 humen beheviour is more or less motiveted and
directed.It's generally agreed that there are internzal
and external factors which affect language learning of
an individual.A need may be a motive which makes certain

ttractive and important for the individuzl sand

(03]
@)
W
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o

mctivetion is the impulse which generstes the learning.

11
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From an educational angle,motivation fulfills two main
purposes; by providing a source of energy,it awakens

s' interests and desire to learn.Secondly,by
giving learner direction,it helps the learner to focus

his efforts and activities in a given direction and thus
tocwerds specific objectives.

" How can I motivate my students ? " This is zan
eternal questicn that most of the language teachers

frecuently ask.

In order to motivate studentsfirst of all,it is
necessary to identify,assess and translate the learners'
needs into skills to be developed in order to meet his
expectations.Identification of needs can be considered
as a2 first step for motivation.

Two types of motivetion are especially relevant
for language learning,which Gardner et.zl. ( 1972 ) czll
integretive and instrumental.Integrative metivetion ref-
lects the learner's sincere and personal interest in the
people and the culture represented by the target language.
On the other hand,instrumental motivation is stimulated

bty the practiczl value and pragmatic advantages which

are expected to come from knowledge of the language.

In an LSP setting,the sorts of goesls students
" work toward,social and cultural environment within which
the student is or will be using the language should be

cocurse designers.

(4

identified end interpreted b



Teachers cen help students to identify the externally
set reguirements of the professional with regard to ter-

get language.To identify the requirements would be

09

pcssible by analysing the learners' needs.

2.2, What i1s distinctive sbout LSP ?

Is LSP a special lenguage or is it specizl purpose

to which languasge is put?

Robinson ( 1984 : 8 ) says that," ..... it is the
purpose for which the learner is studying that is special

or specific not the language. "

Chambers and McDonough ( 1980) ; don't support U:
this idea.They oppose it by saying that," the term 'spe-

cific purpose' was .coined with an intended emphesis on
purpose rather than language.To me the view expressed

by Pauline Robinson represents an over-reaction as it
seems eminently clear thet the language must be specizal
or specific and is implicitly recognised as such,if no
other reason that i1f the languages-or rather registers-
are not different,how could we teach LSP in any event

if we aren't aweare of the specific language all the time.
So I'm suggesting that LSP should be considered with teach-
ing a programme based on some kinds of fairly rigorous
analysis of both the purpose for which the language

is being used-and the language itself."

These ideas defnitely support what has been said

in chapter I ( c.f. 1.1.3. ). They indicate thet it is



necessary ©o specify both purpose and language.

t should be noted thet LSP does not necessarily
differ in kind from any other form of language courses
which claim to be purpose specific.Because,purpcse is a
continuous feature of gll systematic instruction,the way-

it's stated varies according to the local circumstances.

In order to identify what's distinctive about LSP
courses,it may be helpful to look at the reasons for it

and the way the purpose is identified.

A specific purpose course does not necessarily
1imit the identified range of use more than a general co-

nmunicative course.

At this pointyCrocker:(71980 : 8 ) suggests that
the difference is one of the focus of interest and inten-
tion.Crocker means that the primary concern in the LSP
course 1is in achieving something outside of language
through language.According to him,an LSP course should
place on language as a means rather than as an end.Thav

means LSP is an approach to language teaching.
Sinclair ( c.i.McDonough~Siclair 1978 ) says that :

"ISP is noct a branch line or a specialised interest,it's
simply language teaching of zny kind placed in relation

to it's context. "



One of the msin characteristics of ISP is it's

interest language as a means rether than as an end.

Therelore LSP is an approach to language teaching

in generzl,not a specialised interest.

2.2.1.Different aspects of 1LSP

The term LSP may czuse a dilemma .To avoid this
jt's felt necessary'te give a2 definition which is made
by Munby.( c.i. Robinson-Munby,1978 ).He says that," For-
merly standing for language For Special Purposes,the Term
now used by an increasing number of scholars,practitionmers

eand institutions is Language For Specific Purposes. ¥

In addition to above discrimination,it can be added
that Language For Special Purposes is thought to suggest
special languages,i.e. restricted languages,which for many

people is only a small part of LSP,wheras Languages for

specific purposes focuses attention on the purpose of
the learner and refers to the whole range of language
resources.

Another paint is to be made zbout LSP : It's the
international term which .refers to the particular langu-
ages of the world.Altough most work on langusges ror
specific purposes has been on the English Languages,a
consideration of some other LSP resezrch provides a

useful insight to the ESP_ English For Specific Purposes
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and other particular lenguages.Therefore LSP and ISP
can be used in the same sense and meaning in this study.

Also tThey can be referred to any other particular lan-

guages.

Mackey ( c.i.Robinson-Mackay,1975) defines LSP
as : " It's generelly used to refer to the teaching znd
learhing of a foreign language for a clearly utilitarian

purpose of which there is no doubt. *

The utilitarien purpose here is generally under-
stood as successful performance in work,the work in which

language plays an important role.

Mackay and Mountford (1978) suggests three kinds
of purpose :

a- occupational requirements,e.g. for international
telephone operators,civil airline pilots etc.

b~ Vocational training programmes,e.g. for hotel
and catering staff etc.

c— academic or professional study,e.g. engineering,
medicine,law etc.
Taking above purposes into consideration,two faces

of LSP can be explained in order to avoid a terminologiceal

confusion in which LSP may fall :

Language For Academic Purposes,which is thought

generally within educational institutions to students
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needing language in their studies.

Language For Occupational purposes is taught in
a situetion in which learners need to use language as

pert of tTheir work or profession.

2.%. Needs Anzlysis in LSP

2.3.1. The importance of Needs Analysis

As outlined in chapter I,The idea of aznalysing
the needs of the learner as a basis for course develdp-
ment has become almost Synonymous with ESP in recent
years.Many of teaching programmes pay special attention
to the ' relevance ' and ' suitability ' for the specific

group of learners.

The following statements,which are given by
McDonough ( 1984 : 29 ) reveal the importance of any

needs znalysis in ESP:

- " 1in Tesponse to the needs of these students.....”

( a course in English for science and Technology)

-"the centrality of the learners’ needs........"

( an industrial training course)

1" i &
- "...... design courses ..., that have relevance

+ ! 3 1 . :
to students' needs in relation to acadenic studies......"

( a programme in English for medical students)



=" eee.. to find out what lenguage skills are
needed for successful performance of tasks in some....

jobs (a lerge scale field of survey of job related courses)

- " ... the foreign language needs of industry

and COMMETCC.veeee

Mcdonough's statements indicate that the learner
is at the heart of any fteaching programme.Information on
language needs will help to meke a profile to establish

objectives and decisions on course content.

Another point,about needs analysis,is made by
Blue ( 1981 : 58 ) who says " ...in view of the range
of students and therefore the range of specific interests

and needs zre to be encountered.®

A11 of the statements demonstrate that in any
ESP course,learners' wants and needs should be discovered

by course planners and teachers.

2¢e%e2. A Model for Analysing Needs

A procedure,put forward by Munby ( c¢.i.McDonough-
Munby 1978 ) is comprehensive and represents a useful
insight to the ESP.This model is termed as the " Communica=
tion Needs Processor ( CNP ).Information abaut learner
are fed into C;N.P. which consists of some categories
. Then categories are worked on.After this a profile of

needs comes out.
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Munby's Model

PARTICIPANT

;

C.N.P
'

PROFILE OF NEEDS

The categories are all relevant to the idea of
learning.This means that they deal with the student in
his Jjob or profession.The relevant categories are as

follows :

Purposive Domain : Occupeational framework in

general study or job description in detail.In other
words it is the description of the goals that leerners

work toward.

The occupational framework of the btaff in hotel

industry are as follows :

- Managers : A menager 1s responsible for establish-

ing th

()

)

and for seeing thet they are carrid out.
— Assistant Manager : He undertakes the responsibil-
ity of departmaents and helps the manager in organization

and operation.

- Front Office Menager : He's the person who's

policies and procedures of operation for the hotel
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responsible for all the reception and rezervation area

,he manzges and controls all the works in front office.
\

- Reception and Rezervation Chief : They check re-
gistration and rezervation and give information to front

office manager.

- Houskeeper :Linen,decorations and generzl clean-
liness of the hotel are usually carried out under the

supervision of housekeeher.

~ Tood and Beverage Manager :BHe controls and super-
vises the restaurants,bars and kitchen.He's zlso respon-

sible for the purchasing of-foods and drinks.

Executive Chef : He's responsible for planning meals

supervises all the works in the kitchen.

Maitre d'hotel : He's responsible for all the res-—
taurants services and he supervises those who work in

the resvaurant.
- Head Bartender :He's responsible for &ll the bars

- Telephone-Telex Operators : They are responsible

for switchboard zZnd-telex.
- Personel Training and public Relations Manager:

They supervise education and in-service training in the

hotel.The¥ are also responsible for advertisement of es-

tablishement.



— Account Manager : They are responsible for accounts

and billing.

-~ Sport and Animetion Chief :He orgzanizes every

kinds of sports activities and entertaintmen affairs.
Other categories that Munby's model include are:

Interaction : The role in which learner finds

himself.It's the environment in which student is learning .
It's also the social and cultural environment in which

the learner is or will be using the language.

Instrumentality : It denotes whether the language

will be used spoken or written.

Communicative Event : It refers what the learner

will have to do in English.
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2.4, Syllabus Design in the light of needs analysis

One essential feature of a LSP course is the selecs:
tion of meterials.Therefore a feature of an LSP syllabus
will be the absence of certein items found in a2 general

course and focus attention on certain things.

Choice and synthesis are important terms in any
discussion of the design of teaching and learning matérizl.
Teaching and learning are many sided,so are the materials
and instruments.The focus of attention may be determined

by skill,by function,by topic,by situation etc.

It should be noted thatall syllabuses will comprise
skills znd function,azltough the priority in the relative

order may change depending on the learners' needs.

Skill or skills selected for a particular set of
meterizls derive from a specification of needs and are

set out in terms of the goals of learning.

Which language skills should be covered both in
courses and materials 7Can we talk ebout major or minor

skills ?

Natupralily the coverage itself has some manifesta-

tions., They can be listed as follows:

1, Where one skill is dominant

a.Mono-skill : simply where a single skill is se-




lected an practised.

b, Mono skill-hierarchical :

A single skill dominates but other skills are used

in 2 minor way to reinforce the main skill.
2.If more than one skill are dominant,

a = Multiskill :A number of skills are practised

seperately.

b ~ Integrated skills: Also a nunmber cof skills are

practised,but this time integrated with each cther to a

greater and lesser extent.

The choice of language skills to be covered is se-
lected according to the actual goals,The needs-based cri-
terion.

As it's pointed above,all four language skills should
be practised in an integrated way sc as to facilitate lan-

guage production.The skills reinforce each other.



CEAPTER IIT

RESEARCH MCDEL OF THE STUDY

%.1. Research Design

As it was pointed out in the previous chapters,
one of the ways to elicit informetion for needs analysis

is the questionnaire.
At the begining of the study,in order to answer

the guestion set in the ' problem ' section ( cf. 1.3. )
and to achieve a number of purposes in the ' purpose of-
the study ' section ( c.f. 1.4 ),a questicnnaire for
needs analysis for tourism sector was prepared.

The questions in the gquestionnaire were prepared
in the way that their results could be used to determine
about foreign language needs,difficulties and deficien -

cies of the informants

3.1, Degscription of -Questionnaire

The guestionnaire includes twenty questions. The

guestilons can be classified in three categories.In the

o
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first category guestions are prepared to get to know the
name of the schools and courses thet informants graduz -
ted.The first questien is asked whether they received a
tourism education or not.Other questions in this category

are asked to know the schools they graduated.

The questions in the second category are asked to
learn the language needs,difficulties and deficiencies
of informants.
Following questions are given for exeplificatiocn :
- ' For what purposes do you need writing in foreign
language in your job ?'
The alternatives of this question are :
a. telex b.business letter ¢. information board

d.brochure d.news,magazine,bulletin etc

- 'What language difficulties and deficiencies do -

you have ?

alternatives are:
a.l make pronounciation mistakes
b.I can't use the words in their right places in

sentences.
c4I hesitate and pause during speaking

d|These are not important in my job.I'm satisfied
if I spezk.

elI don't have any of these.

The two questions in the last category are asked

to learn| and elicit informetion sbout personel ideas and
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and suggestions of informants.A sample question of this
type 1s given below:
'Which of the following should be done in order
to make personnel's foreign language knowladge
more proficient in tourism establishements ?!
Alternatives of this question are as follows:
a. In-service foreign language courses should

be organized according to fthe needs of hotel

industry.
b. Personnel should be sent to foreign langu -

age courses in the off-season.

3.2.Informants

The accommodation establishements thet tourism
sector comprises are different from each other.Among
various of these esteblishements,five-star hotels are
preferred for this study.The main reason behind choos-
ing five-star hotels is that they include different
sections which are needed for the study.

At the begining of the study,organization charts
of some five-star hotels were collected by promising
that the hotel names were going to be kept under secret,
since the managers Were reluctant to give them.

None of these charts were the same since the ho-
tels differ from each other in size,cepacity and faci-
| 1lity.Therefore,regardless of some minor departments,a

szmple organization chart was drown which is supposed
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©o show the major departments in these hotels.

The questionnaire was administered in five-star
hotels.It might haeve been difficult to keep one-to-one
contact just because the number of people working inm
these hotels are too many.Thus,questionnaire was given to
managers,assistant menagers,department managers and dep-
artment chiefs.They were required to answer questions
both sbout themselves and for the personnel whom they are
responsible for.*

From five hotels of this type selected fifteen

informants.

S

. Data collection :

M

Data collection in the tourism sector was neces: -
sary to attain the purpose of the study.Data was collected
through a questionnaire which is supposed to be suitable
for the purpose of the study.

The questionnzire was administered by a number of
students from Advanced Schocl of Tourism and Hotel Mana-

gement,

2.4, Data analysis :

The results of the guestionnaire were evaluated
through the help of some students' cooperation froimm the
szame school.Some of the items might have been analysed
in terms of correct ranking syskem.Therefofe infermants

were asked to rank the alternatives by assigning numbers
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as of 1 which stands for ' the most important '.Unfor-
tunately this ranking system couldn't be fulfilled since
the informents din't pay attention for this ranking in
most of the gquestions.

The results of the questionnaire are made signi-

ficant through the application of percentage system.



CHAPTER IV

ANATYSIS OF RESULTS

4,1, Evaluation and Interpretation of results

The questionnaire includes twenty questions that
comprises mainly three parts;personel questions about
informants,questions about subject of study and the
questions to get a general idea of what participants think
the foreign language education in different settings.

Alternatives of some questions were to be given
priorities by giving numbers starting from number 1 which
stands for the most important alternative that informants
consider.Except for one or two questions,this goal couldn't
‘be attained.

In this part of the study,the results of the gues-
tionnaire will be interpreted and evaluated through the

help of tables for the questions.

29
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TABLE T

The results of tourism education background

Those who received Those who
Tourism Education didn't receive

Professions

Managers

\n
'

Ass.Managers

=
|t

Front Office Managers

Rec.andRez. Chiefs

Houskeepers

AV R AV AV 1)
]

Food and Beverage
Managers

Sales Managers

Executive Chefs

Maitre d'Hotel

Head Bartender

Wil 4+ o W
]

Telephone,Telex
Operators

N

Personel and Public
Relations Managers

Account Managers
Chief Engineer

Sport and Animation
Chiefs

TOTAL 54 1

Wl W
ISR S T

PERCENTAGE 2% 28 %

First of all,informants are asked whether they
received a tourism education or not.It's the first step
of the gquestions for educational background of the infor-
mants.As it is seen in table 1,the majority of informants
(seventy-two percent) received tourism education from one

+o another.The rest of the informants, twenty-eight

kkind
percent,didn't receive any tourism education.Five general
managers,four assistant managers,five front office mana-

gers,five reception and reservation supervisors,five



housekeepers,two sales managers,four executive chefs,
five meitre d'hotels,five headbartenders,three telex and
telephone operators,three personnel and public relations
managers,one of the chief engineers and sport-animation
chiefs stated that they received a tourism education.
Since tourism schools and institutions are taken
into account,the score will help to determine FLT
programmes in these schools.They can answer the gquestions
rellably and sincerely since they know FL education in

this type of school
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TABLE 2

Tourism Schools and Institutions that Informants

graduated
Advenced School of  Tourism Tourism
Professions Tourism and Hotel Vocational High Turem Otem Other
Management School School

Managers 5 - - - - 3
Ass.Managers 3 1 - - - 1
Front Office 2 2 1 - - -
Managers
Rec. and Rez.
Chiefs 2 - - - 3 -
Housekeepers T2 1 - 2 - -
Food and Beverage 1
Managers - - - - -
Bales Managers 1 - : 1 - - -
Executive Chefs - - ~ 2 2 1
Maitre d'Hotel 2 2 - 1 - -
Head Bartender 1 - - 3 1 -
Telephone,Telex - 2 1 _ _ -
Operators
Personel and Public 3 _ _ - _ -
Relations Managers
Account Managers 1 - - - - -
Chief Engineer - - - - -
Sport and Animation > 1 _ _ _
Chief -

TOTAL (54) 20 11 4 8 6 5

PERCENTAGE H 37 % 20 % 8:% 15% 11 % 9%

As it is learned that seventy-two percent of
informants received a tourism education,they are also
asked the names of sqhools-and courses from which they
graduated.Table 2 shows the tourism schools and courses.
According to table,two managers,three assistant managers
two of front office managers,two of reception and reser-
vation chiefs.two of housekeepers,two of food and beverage

managers,one of sales managers,two of the maitre d'hotels
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one of the head bartenders,three of public relations
managers,one of the account managers graduated from ad-
vanced school of tourism and hotel management.This means
that their answers and suggestions will certainly help
the purpose of the study since one of the aims of this
study is to suggest course design in the light of the
results of the questionnaire.Twenty percent of the
informants graduated from tourism vocational schools.
Two of housekeepers,two of execubive chefs,three of head
bartenders finished TUREM,which is tourism education -
center.5iz nercent of informants finished OTEM,a hotel
education centver,and five percent of thsm stated that

they finished different tourism courses.
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TABLE 3

Non-professional education background of informants

Primery | Secondery { High

Professions School | School School | FBculty | Other

Maenagers - - 2 -

Ass.Managers - - - - -

Front Office
Managers

Rec. and Rez.
Chiefs

Housekeepers - - - - -

Food and Beverage
Managers

Sales Managers - - 1 2 -

Executive Chefs - - - - -

Mzitre d'Hotel - - - - -

Head Bartonder

Telephone,Telex - - 2
Operators

Person2l and Public - - _ 2 _
Relations Managers :

Account lanagers - - - 4 -

Chief Engineers - - - 4 -

Sport and Animation - - - 2 -
Chiefs

TOTAL - - 3 18 - 21
i) GE
PERCENTA : 28%

Those whe didn't receive any tourism education are asked
+he names of the schools they finished.Of these,one sales
manager and two telephcne - telex operators finished high

school.The rest of them graduated from various faculties
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TABLE 4

Those who studied tourism abroad

Those who received Those

a tourism education didn't
Professions abroad receive
Managers 3 2
Ass.Managers 1 4
Front Office
Managers - 5
Rec, and Rez,
Chiefs 1 4
Housekeepers - 5
Food and Beverage 2
Manapmers 3
Sales Managers 1 4
Executive Chefs 2 ‘3
I'iitre d'Hotel 1 4
Head Bartender 3 2
Telephone, Telex 1 N
Operators j
Personel and Public o 3

_Relations Managers 5
Account Monagers - 5
Chief Engineers - 5
Sprert and Animation
Chiefs 1 4
TOTAL 18 57 : 75
PERCENTAGE 24 % 76 % :100 %

Informants are asked if they studied tourism abroad.
Tt can be seen in the table that three of managers,one of
the assistant managers,one reception and reservation chief,
two of food and beverage managers,one sales manageT,two
of the execubive chefs,one maitre d'hotel,three of the
head bartenders,one telex operator,two of the public
relations managers and one sﬁort—animation chief,eighteen

percent,studied tourisa abroad.Fifty-seven percent of the
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TABLE 5
The Need for Foreign Ianguage for the

Job performance

Professions YES NO

Managers -
€ P

Ass.Managers 5 -

Front Office 5

Managers -

Rec. and Regz.
Chiefs 5 -

Houseckecpers -

Food and Beverape
tlanagers

Bales Managers

)}
]

Execubtive Chefls

Maitre d'Hotel

ilzadl Bartender

Telephone, Telex
Operators

A BN RV R RV AV I V)]
!

Personel and Public
Relations Managers

Account Managers

Chief Bngineers

Sport and Animation
Chiafs

AV R IRV AN B RN |
]

TOTAL 75 ot 75
PERCENTAGE 100 % 0 : 100 %

Informants are asked if they consider it necessary
to know a foreign language in their jobs.All of the
informants agreed that they need to know a foreign lan-

guage in their jobs.

It can be concluded from the fifth table that the

importance of foreign language in the tourism sector can
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not be ignored.Knowing a foreign language is the first

gualification required by the employers.

In every part of the sector,people from different
countries come into communication with the tourism staff.
Tourism services are offered to the people to make them
feel comfortable and satisfied.It's the staff and the
personnel who organize the best services.In order %o
communicate with guests,they should know a foreign

language.

Some of the staff attend conferences,read news
and every kind of written material relevant to their

jobs.

The reason to know a foreign language are

numerous in tourism sector.



TABLE © -~ 1

Language skills needed and their priorities

Speaking Listening
Comprehension

Proffessions

Renrding

Wwriting

Menagers

Ass.Mana-
gers

Front
Office
Managers

Rec. and
Rez.Chiefs

QurxuQo > OOU;>UQm>

House
keepers

Food and
Bevdrage
Manegers

Sales
Managers

Executive
Chefs

Maitre
d'Hotel

Hend
Bartender P

D

mﬁuow>b0m>uom>com>uom> (=)

Pergonnal A
Public Re-B
lations
Managers

P R R e e b 1 ot ot o [ower 1 feean

Telephone,%
Telex
Operators

[l

Account
Managers

Technical

Engineer

(maintenan
ce)

Sport and
Animation
Chier

gQmwoQwr» oQuioa

lllunnawllm|"'W““’"m"'P*"W'IlPHIIWﬁInmtclwaavallmuanum

yviwthhams i raw] ! ' IIFF|HIWIIHQIIIVI|HTIINwIIIW (IR PRIV FRNENYS FRFIFNTW

el il EL L ot

P P TS W NI AV R I B R VR RIS L I E NN NI N rmlnumnn hvro 1 1iemt

( in the table,A stands for

TABLE 6-Db

29

the most important)

Priorities| Speaking Listening Reading Writing
given comprehension '
n % n % n % n %
132 s38 |53 5% |o o% 0 o%
B 13 57 32 83% |0 o% 0 0%
v 0o 0% 0 0% 58 77% 25 33%
v 0 0% 0 0% 17 23% 50 67%
TOTAT, o5 100% | 75 100% o5 100% | o5 100%




Informants are asked what language skills they
need in their jobs and they are required to give priorities
to these skills.Tables 6-a and 6-b show the language skills
needed by informants and priorities of skills valuad by
by informants.In the tables,A stands for the most important
skill,then,in sequence,comes B,C and D.These capital

letters stand for the ranking system for this question.

The proportions of given priorities are changing
according to the professions.For the assistant managers,
front office managers,reception and reservation chiefs,
personnel and public relations managers,telex operators,
sport and animation chiefs,speaking is the most important
foreign language skill.On the other hand,managers,house-
keepers,food and beverage managers,sales managers,executive
chefs,maitre d'hotels,head bartenders,account managers,
chief engineers stated that listening comprehension is the
most impdrtant skill.Speaking is the second important

foreign language skill for them.

Except for housekeepers and account managers,reading
is the third important language skill for fifty-eight
percent of the informants.For housekeepers and account
managers,writing is the third important whereas the others

valued writing in the fourth place.

Reading is the third important activity among

o0ther skills.The results reveal that all of the
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participant's jobs involve the reading skill to the
extent of changing proportions from the comprehension

point of as far as the departments are concerned.

According to the table again,writing is the least
important skill.Because thirty-three percent considered

writing in the € category while the sixty-seven percent

considered it in the D category.

It's seen that listening comprehension is the

most important language skill for the informants.
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TARLE

Reasons for Listening

Foreign Television | Foreign

Professions tourist | Radio songs
Managers 5 4 1
Ass,Managers 5 3 -
L R
gigéfgnd Rez. S 3 _
Hounekeepers 5 - -
‘_Ljocd, and Beverage 5 - -
Managers

Sales Managers 2 - -
Executive Chefs 5 - -
Maitre d'Hobel 5 1 -
Head Bartender 5 - -
Telephone, Telex 5 - -
Operators

Personel and Public 5 3 2
Relations Managers

Account Managers 2 - -
Chief PFngineers 5 - -
(S)gg:}:sand Animaiion 5 4 5

TOTAL 69 21 9 :99
PERCENTAGE 92 % 28 % 12 %

Informants are asked for what purposes they need
listening comprehenéion.For the great majority of informants
that is sixty-six percent,listening comprehension is
needed for foreign tourists.This means that informants
anticipate and keep contact with foreign tourists in the
hotel.They also confront problems during communication.

As it's seen in the discussion section of this study,

most of the suggestions made by informants focus on using
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native speakers as an authentic material in different

learning settings.

For managers,assistant managers,front office
managers,reception and reservation chiefs,public relations
managers and sport-animation chiefs,it's necessary to

follow foreign programmes on T.V. and radio.

One general manager,two public relations managers
and five sport-animation chiefs stated that their Jobs

also require to listen foreign songs.



TABLE 8

The Kind of Listening Comprehension Needed

I need to I should have a I must
to understand general ildea understand
. the message all the details

Professions
Managers - 2
Ass.Managers 2 1 2
Front Office
Managers 1 3 1
Rec. and Rez.
Chiefs 1 2 2
Houselieepers 3 1 1

"ood and Peverape

=
=
N

Minagers
S7les Managers 1 2 2
Lrecutive Chefs 4 1 -
Maitre d'Hotel 1 3 1
Hoad Bartender 1 1 3
Tnlephone, Telex 1 1 3
Onerntors
Fursonel and Public - 1 1
Relations Managers
Account Managers 3 2 -
Chief Engineers 4 1 -
Sporl aand Animation 1 1 3
Chiefls
TOTAL 24 23 .28 :+ 75
PERCENTAGE 32 % 31 % 37 % : 100%

Informants are asked what level of listening
comprehension they need in their Jjobs while they are
listening one of the kinds shown in table seven.According
to table eight,managers,food and beverage managers,head
bartenders,telephone aﬁd telex opefators,personel and

public relations managers and sport-animation chiefs



stated that they need to understand all the details

when they ere listening.

Three of the food and beverage managers and maitre
d'hote ls thought that they need to have a generzl idea.

Executive chefs,account managers and chief engineers
stated that they only need to get the message when they

listen.

" The rate ¢f listening comprehension for zll the
details is higher than the others.It's especially required
by those who freguently and directly communicate with the

foreign tourists in their jobs.

This demonstrates that proportion of kind of
listening comprehension is changing according to the

jobs and positions in the hotel.
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TABLE 9

The Need for Reading in a Foreign Language

for Job Performance

Those who need Those who don't
Reading need reading

Professions in their jobs in their jobvs
Managers 5
Ass.Managers 5 -
Front Office
Managers 5 -
Rec. and Rez.
Chiefs ' 5 -
Housekeepers 5 _
Food and Beverage
Managers 5 -
Sales Managers 5 -
Executive Chefs 5 _
Maitre d'Hotel 5 -
Head Bartender 5 -
Telephone,Telex .
Operators 2 -
Personel and Public -
Relations Managers 5
Account Managers 5 -
Chief ZIngineers 5 -
Sport and Animation
Chiefs 5 -

TOTAL 75 0

PERCENTAGE | 100 % 0%

‘

Informants are asked if they need reading in a
foreign language in their jobs.As it's seen in table
nine,hundred percent of personnel in hotel indﬁstry
need reading skills in their jobs.Tyopes of reading

material in foreign language are shown on the next

page.
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TABLE 10

Types of Reading Material in Foreign

Language for Job Performance

Brocimre,

Busi 5 1 News,Maga- Publications

Lu:;ness LeZione zines,Bul~ Information re1 relevant to

etter etter : Board elex| -
Professions letin ete. | my job
Managers n 3 8 3 2 5
Ass.Managers 3 2 - 2
Front Office
Managers 2 = & 3 5 2
Rec. and Rez.
Chiefs 4 2 - 2 5 -
Housekeepers 3 - 3 3 -
Food and Beverage 4 - 3 5 3 3
Managers
Sales Managers 5 - 10 1 3 ]:
Executive Chefs - - 5 2 - a
Maitre d'Hotel 2 1 7 4 - I
Head Bartonder 3 1 7 2 - 4
Telephone, Telex - - 2 2 5 3
Operniors
Personel and Publice 5 2 9 4 5 3
Pelations Managers
Account Managers 5 - - 2 I3 3
Chief Engineers - ~ 7 - - 4
Sport and Animation _
Chiefs 1 . 9 & 5

TOTAL 41 12 80 37 36 46

The types of reading material are asked to informants.
Managers and most of the assistant managers ticked all
the alternatives.Reading publications which are relevant
to their jobs are required Dby managers,housekeepers,
executive chefs,head bartenders,public relations managers
chief engineers and sport-animation chiefs.The number of

infonmants who choose this alternative is fortysix
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Telex reading is needed by reception and reservation chiefs
food and beverage managers,front office managers,telex

opearators,public relations managers and account managers

Managers,front office managers,food and beverage
managers,maitre d'hotels,public relations managers and
sport-animation chiefs stated that their Jjobs requires
reading information boards.Those who needed brochure
reading are,managers,salesmanagers,head bartenders,pub-

lic relations managers and sport-animation chiefs.

Business letter reading is needed almost by the

same staff.

Generally managers and assistant managers ticked
all the alternatives.It should be noted that people who
are in the supervisor position in the hotels have different
reasons for reading.Fortysix of them stated that they need
to read and follow every kind of foreign publication
which are relevant to their jobs.Then,in sequence,news,
bulletins,magazines and periodicals are needed by certain

department managers.



TABLE 11 ' 19

Nature of Reading Comprehehsion

Needed
' !
|
I need to I should have o I must undersgtand .
s ) undersgtand general idea all the deteils
Irofessions the messags I)
Managers - -
Ass.Manager
55, Managers - 1 4
Froat Office
ManageTs 1 1 3
Rec., and Rez.
Chiefs 2 2 1
Sousekeepers 3 2
Food - z2ad 3everage
Vanagers - 3 2
M, ~e
Sales ManageTs - 1 3
Zxecutive Chefs 2 3
et b § T a
l..al..-e d'Zotel - 2 3
Fead 3Bar%tender
2 2 1
Telephone,lelex
Operators 1 2 2
Pergonel and Public
2=lsztions Manaszers - 2 3
N f—
Account Yanagers 1 1 3
Chiel Ingineers 3 2
SpeTt and Animation
Chiels . - 2 3
TOTAL 14 26 35 2 75
PERCENTACE 13 % 35 % 46 % : 100 %

The informants are asked what nature of reading

comprehension they need in their jobs.

Those who need to understand all the details of a
written text are managers,assistant managers,public rela-

tions managers,reservation and reception chiefs and sales

managers.

Switchboard operators,account managers and sport
animation chiefs,thirty-five percent,stated that they

need to have a general idea about written text.House~

keepers,executive chefs and chief engilneers



consider that the purpose of their reading activity is
to get the message.

It's understood from the table that majority of
informants reguired that they need to understand all
the details when they read any of written text shown in

table 10.

Secondly,some departmant managers read to have
a general idea about written text.Reading for getting
the message of written text is required only by nineteen
percent of the informants.

Since this is an open-ended gquestion,some of the
informents stated that their jobs recuire reading memos

and messages.



TABLE 12

The Nature of Speaking Skills Needed

51

Speaking about I'm satisfied | I need I have to
daily affairs 1f I use the speaking diat speak 1
si is satisfactory terminology at intermediate [ fluently
Frofessions for me of my job level at advance level
Managers - - - 5
Ass.Managers - - 2 3
Fronf{ Office - - 2 3
Managers
Rec. and Rez. - -
Chiefs 2 3
flouseksepers ‘ - 3 2 -
Tood and Beverage - 3 2 -
Managers
Sales lanagers - _ 3 2.
Zxecutive Chefs 2 3 - -
Maitre d'Hotel - 1 2 2
Head Bartendsr 1 2 2 -
Telephone,Telex
Uperators - - 2 3
Personel and Public
Relations Managers - - 1
Account Managers - 2 2 1
Chief Enginecrs - 3 2 -
Sport and Animation _ - 3 2
Chiefs
TOTAL 3 16 29 27 = 715
PERCENTAGE 4% 21 % 39 % 36%: 100 %

Informants are asked what nature of speaking skill

they need in their Jobs.

Two executive chefs and one head bartender thought

that they would be satisfied if they speak about daily

affairs.This makes four percent among others.

Secondly,some reception and reservation chiefs,

housekeepers,executive chefs,head bartenders,account
= 9 b4 4
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managers and sport-animation chiefs,that constitutes
twenty percent,steted that they are satisfied if they

use the terminology of their jobs.

Thirty nine percent of the informants,that mostly
include department menagers and department chiefs wanted

to speak at intermediate level.

For the rest of informants,speaking fluently at
advance level is the necessary activity.They also wish
to discuss about different topics and subjects in

foreign language.



TABLE 13 53

Supervisor's Perceptions: Language problems of

Personnel as obtained through questionnaire

Pronounciation not using the Hesitation These are not They dren't
. jstakes words in their and pause fmportant in lack of any
Professions m Y
exact places during speaking jobs of these
Managers - - - - 5
Ass.lManagers - - = - 5
Front Office -
Managers 3 2 4 2
Rec. and Rez. 2 2 3 2 2
Chiefs :
I'ousekeepers ) ) 4 1 -
Tood and Beverage 3 - 3 1 -
lianagers
Sales Managers 3 - - 1 -
Executive Chefs - - - 5 -
Maitre d'Hotel 1 1 1 4 -
I'ead Bartender 1 1 2 3 -
Telephone,Telex
Operators’ 1 - 2 3 -
Personcl and Public 3 2 5 .
Relntions Managers o -
Account Managers - - 4 1 ° -
Chiaf IEngineers 1 1 1 4 -
Sport and Animation -
Chiefs 2 1 3 2
TOTAL 20 12 37 26 12 : 107
PERCENTAGE 19 % 11 % 35 % 24 % 11 % :100%

Informants are asked to state the language problems
that personnel have who work under their responsibility

and supervision.

The results demonstrated that most of the supervisors
criticized thei® staff and ticked more than one alterna-

tives,

One of the most important points in the table is
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that thirty-five percent of supervisors inform that their
personnel hesitate and pause during speaking.They require

fluency in speaking.

Some of the reception and reservation chiefs,exec-
utive chefs,maitre d'hotels,head bartenders,chief
engineers and sport-animation chiefs,that constitute twenty
six percent,stated that these problems are not important

in their personnel's jobs.

Some department managers,twenty percent of informants,
complained that their personnel make pronounciation

mistakes.

Managers and assistant managers,that constitute
twelve percent,stated that their personnel,the department
managers,do not lack of any these problems presented

through questionnaire.

It can be concluded that most of the staff have
pfoblems with hesitation and pauses in their speaking.

they are not fluent in their foreign language

Kitchen workers and restaurant waiters don't need

pronounciation and fluency in their work.
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TABLE 14
Language Problems of Supervisors as obtained

from Questionnaire

Pronounciation | I can't use I hesitate and | These are not I'm not

Profeseions mistekes the words pause during important in lack of
e in their exact places | speaking my Jjob any of these
Managers - - 1 - 4
Ans.Managers 2 - 3 - 2
Front Office
Hanagers 2 2 4 = 1
Rec. and Rez,
Chiefs 3 2 3 - 2
Housekeepers 2 2 4 - 1
Food and Beverare
Menagers 2 1 3 - 2
Sales Managers 3 3 3 - 2
Ewecutive Chefs 1 - 1 4 o -
Moitre d'Hotel 3 1 3 1 -
Head Bartender 4 2 4 - 1
Talaphon=a,felex
Opsrator::’ 4 1 3 - 1
Personel and Public
Relations lanapers 3 2 3 - 1
Aeccount lanagers 1 1 2 2 1
Chief Enginzers 3 4 4 2 1
Srort and Animation _ 1
Criefs 1 2 4
TOTAL 34 23 45 2 20 :131
PERCENTAGE 26 % 18 % 34 % 7% 15 % :100 %

Same cuestion with the same alternatives is asked

+0 +he informants about themselves.

Majority of informants,that is thirty-four percent
szid that they hesitate and pause during speaking.Speaking

fluently is the most important skill for them.

Twenty-four percent of informents complained That they



make pronounciation mistakes.

For eignteen percent of informants they are lack
of sytactic ability that they can't use the words in their

exact places.

For the nine percent of the informants,these
difficulties and deficiencies are not important in their '

jobs.



TABLE 15 77

The Need for Writing in Foreign Language

LS

Those who Those who
need writing don't need

Professions in their jobs writing in their jobs
Managers 5 -
Ass.Managers 5 . -
Yront Office 5 -
Managers
Rec. and Rez. 5 -
Chiefs _
Housckerpers 2 3
Food and Beverage 5 -
Managers
Sales lManarmers 5 -
Executive Chefs . - 5
Maitre d'Hotel P -
firad Bartender 4 1
Telephone, Telex 5 -
Operators
Personel and FPublic 5 -
Relations Managers
Account Managers 5 -
Chief Fngineers 1 u
Sport and Animation - 5
Chiefs

TOTAL 57 18 : 75

PERCENTAGE 81 % 19 % : 100 %

Informants are asked if they need writing in a
foreign language in their jobs.Eighty-one percent of
the informants stated that they need writing in a foreign

language in their jobse.

Three of the housekeepers and four chief engineers
think that they don't need writing in their jobs.None of
the executive chefs and sport-animation chiefs need
writing in their jobs.For thé hotel personnel writing is
the least important among other language skills.(c.f.table

6~a and 6-b).It's important to kmow why they need writing.



TABLE 16

Reasons for Writing in Foreign Language

Brochure,
; News,Maga-
Business|Personel zines,Bul- Information
Professions letter letter letin etc. Board Telex
Managers ’8 3 - - 4
Ass.Managers I - 5
Front Office 3 - 5
Managers
Rec. and Rez.
Chiefs 2 2 - 5 >
Hongekeepers 1 1 - - 1
Fond and Beverage
flanagers > > - 3 4
Sales Managers 5 i3 - - 5
Executive Chefs - - - - -
Maitre d'Hotel 1 3 - 4 1
Head Bartender 1 1 - 2
Telephone,Telex 1 1 - - 4
Operators
Personel and Public
Relations Managers & 2 4 >
Account Managers 4 - I
Chief Engincers 1 - - 1
Sport and Animation
Chiefs 2 1 - 3 1
41 36 2 29 46

TOTAL

As it is understood from the table that writing

is mostly required for telex writing,forty-six percent

58

of them said that they need telex writing in their Jjobs.

Secondly,forty one of them stated that their job

also involves business letter writing,thirdly personel

letter writing,fourthly information board writing are
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needed by informants in changing proportions.

Only two of the personnel and public relations
managers sald that their jobs involve writing articles

for tourism newspapers,magazines,bulletins etc.,

The last alternative of this question is open-
ended.Some of the reception and reservation chiefs,
shousekeepers,head bartenders and maitre d'hotels said
thét their jobs also involve writing memos and messages

in foreign language.
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The questions ,that can be considered as a third
category among other guestions,are zsked to learnthe per-

sonel ideas and suggestions of informznts.

These questions have alternstives and also they
are open-ended.In the first question,the informents are
asked what they think about making personnel's foreign
language'knowledge more proficient and efficient . The
first alternstive to this question suggests that
it's possible to plan in service foreign language courses

which are suitable for the purposes of the staff.

The second alternstive suggests that the personnel
should be integrated into foreign language courses

during off-season.

Approximately hundred percent of informents agreed
on these two alternatives.Open-ended part of this question
includes perscnel suggestions of informeants.They generally
think that personel should keep contact with the tourists

in the sector. .

They also think that personnel should be sent to
foreign countries for purpose-specific oriented training
and foreign language courses.According to them,personnel
sould perform their internship abroad which is also very
helpful for the foreign language proficiency.

They think thet most of the personnel lack of

practice and fluency irn foreign language.
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Secondly,informants are asked what can be done in
foreign language education to increase the rate of success

ano productivity.

The first alternative suggests that students should
learn a foreign language according to their branches of work.
Second alternative proposes on-the-job-training in the

foreign language education.

Hundred percent of the informants are on the side of
this idea.They focused their attention according to the
branches of the learners.Alsc they thought that on-the-job

training mey play en important role in language education.

One general menager and front office menager stated
that opportunities can be provided to the personnel
abroad.

One reception supervisor thinks that listening and

speaking are very important skills in front office eres.

An account meneger thinks that foreign tourism-
publications and magazines can be brought to the classroom

for the authentic use.

One of the food and beverage menagers stated that

g

education should be cazrried out according *to the needs -

the sector and the lezrners.

@]
’,.b

Lnother frornt office manasger stated that applied

Lﬂ

education is the best way for the hotel Jobs.
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One of the maitre d'hotels,who graduated from a
tourism school,stated that'theofetical language teaching
is given much more importance than to communicative
teachingy,and he suggested that in-service training will

be very useful from the 1anguage teaching point of view.

One account manager,one personnel director and
one telex operator put forward that personnel should be
sent to abroad for foreign language course.According to
them, it will not only help to their foreign language
proficiency but also to their proffessional abilities

in the hotel.

Managers and ass. menagers also stated theat
personnel's listening comprehension and speaking in foreign
language are of great importance.They said that,when
confronted with problems and complaints,scme of the per-
sonnel don't know what to say to the foreign guests.They
suggested that students in FL courses in tourism schools

should be integrated to the real life sxtuation.



CEAPTER V

DISCUSSION AND SUGGESTIONS

5.1, Discussion

In this part of the study,the data,provided
through questionnaire,will be discussed in the light of
ideas and proposals given in the first and second chap-

ters.

In the discussion,znalysis of learners' needs,
course design and implementation will be taken into

account.
5.1.1. Analysis of needs

It's generally known that tourism has been rapidly
growing sector in Turkey in recent years,The most import-
aﬁt:element of tourism sector is the question of qualified
personnel from the foreign language proficiency aspect.
As it was stated in previous chapters,the majority of per

sonnel in a five - star hotel are required to know z foreign

63



language.

There zre various schools and institutions which

gives tourism education.O0f these :

l. The first level education takes place at educa-
tion centers known as TUREM's ( TPourism Education Centers)
and OTEM's ( Hotel Management Training Centers ).These are
eight-month courses which is a limited time for an efficient

ISP programme,

2. The second level is Tourism and Hotel Manage =
ment Vocational Eigh Schools.

The objective of above courses is to train the
efficien and skilled personnel who would meet and manage

immediate needs of the hotel sector.

%.Third level of tourism education takes place at
Vocational 8Bchools at Universities.These provide two-year
edudation,basically designed to train and educate middle

management level personnel.

4, The fourth level tourism education is carried ocut
in Advanced School of Tourism and Hotel Management.These
schools' curriculum are planned to train to meet the mena-

gerial staff need of the sector.

In these schools and courses,FLT progremmes,zas they
are observed, are given as much importance as the. job-rela-

ted courses.The time,allocated for FLT,is supposed to be
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sufficient.On the other hand,some problems arise both

in course désign and implementation.It has been observed
that nuch etténtion has been given to grammetical syllbus.
To spend the time en grammaticsl syllabus seems to be
useless.Communicative approach and Xrashen's i 1 method

can be worked on in such settings.

The opening way to these problems would be analysis
of learners' needs.The purpose of FLT should be parallel

to the students' purposes and the needs of the sector.

As it is indicated in in the previous chapters
( c.f. 2.3.2. ) there are some categories in Munby's
model for analysing the needs of the learners.These ca-
tegories can also be applied to the personnel in tourism

sector :

a - interaction : It is the informants' roles in

terms of status and social relationships.To set up lan-
guage teaching programmes,these features wmust be taken

into account,

It's seen in the results of questionnaire theat
status and‘gocial redationships are arewclosely related
to their ﬁoreign language needs.For instance,a managerT
needs to speak”at advance level and understand all the
details whereas a head-bartender needs to speak at inter

mediate level and understand only the message of any text.
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Course designers in tourism schools should know the stztus
and expect social relationships to which learners will

attzain in the future.

b - instrumentzlitiy : This refers whether langu-

age will be used as as spoken or written and whether co-
munication will be direct ( for example face-to-face )

or indirect ( for example print or telephone).

As far as the informants in the study concerned
they both need to use spoken and written language for
different reasons.They mostly communicate foreign tourists
directly and on the telephone indirectly in changing
proportions and levels.They are also involved with

written texts ( letters,telex,brochures, etc. ) .

Instrumentality should be a needs assessment

for course designing.

¢. Target level : It's the level of language pro-

ficiency that is required from learners.The reguired
level mey differ in any situation.Xor instance a group
of learner may demand higher level of spezking than read

ing.

Informants in the research needed four language
skills at changing levels.According to the results of
the research,listening comprehension should be given

more importance in relevant schools.



67

5.1.2. Course design ¢ Published teaching msterials are

accessible but the concept of materials should be taken
in a much wider sense . For example authentic materials

may come into use in such settings,

According to the resiults of questionnaire, mostly
reguired texts,in sequence according to the priorities
given,are business letters,telex,brochures,information
boards,memos and messages.These materials can be collect-
ed from tourism sector and be brought to the classroom

for the actual use.

5.1le%.Coverage of language skills :

It should be noted that the skill or skills selec-
ted for a particular course mostly derive from specifi-

cation of needs.

For tourism schocls,it would be necessary to in-

sert four language skills into LSP education.

If more than one skill is needed,in what propor-

tions they are to be covered?

As it is stated in chapter 2 ( c.f. 2.4. ),the
coverage has a number of manifegtations.According to the
results of questionnaire,integrated skills can be used
in tourism schools.

Listening comprehension has a domination the others.,

Among other skills,listening can be given priority.
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There are number of ways which can be used to imp-

rove students' listening abilities.

Many learners find great difficulty in understand-
ing native speakers or foreign tourists.Attending a speech
is particularly difficult since a listener,unlike a reader
can not control the flow of information and can not easily
process it.A reader can change his reading speed,can stop
reflect or re-read,but the listener is in the hands of the

speaker,
Pogsible problem areas 1in listening may include:

—~ listening on the telephone ( businessmen,secre-

taries,foreign tourists etc. )
- listening to specialist on radio and T.V.
— listening to other non-native speakers.

In 211 of these cases,and in any others relevant
to particular students' purpos§s,the~teacher have to
identify his students' purposes in listening and may de-

vise exercises to suit these purposes.

The aids for listening classes are numerous:
a portable cassette recorder is the vital aid to the
teacher who can use it to obtain samples of authentic

language to work on with the learners.



69

51«4, Conclusion

The aim of this study was to elicit information
about language needs,difficulties and problems of the
personnel who work in five-star tourism hotels.It was
also aimed to find out the aspects of language which are

considered most important by those informants.

In considering the resulks of Questionnaire,lis—
tening comprehension is the most important foreign lan-
guage skill required by informants.Naturally,the nature
of listening comprehension is required in changing

proportions.

Majority of informants complained that they
hesitate and pause during speaking.Fluency in speaking

is highly required.

Reading and writing skills are also needed for

various Treasons.

Needs analysis for an efficient FLT in tourism
schools is an inevitable activity.lLearners' foreign lan--
gunage needs can be analysed in the sector by means of a

questionnaire.

Four language skills can be integrated in tourism
schools.Tn this integration,the skill which is dominant

to others can be given importance and priority.
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5.1.5, Suggestions for further studies :

1. This research only covered five-star hotels
in Antalya region.Other fields of tourism sector can be

researched.

2. The guestionnaire in this study can be refined
and applied in other five-star hotels in Turkey.The

boundries of research can be enlarged.

5. A research can be attained by keeping face-
to-face contact with the personnel who work in minor

departments.Their language needs can be analysed.

4, Teachers' roles are very important in LSP.
Do teachers need any specific education for LSP prog-

rammes?
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APPENDIX B

Anket Sorulara

Turizm veya otelcilikle ilgili bir egitim aldiniz mi?
( cevabiniz ' evet ' ise 2. soruyu, ' heyir ' ise 3.

soruyu cevaplayiniz.)

EVET HAYTR

Mesleki egitim durumunuz nedir ?

Turizm Isletmeciligi ve Oteleilik Yik.Okulu.
Meslek Yiksek Okulu Turizm Bolimu

Otelcilik ve Turizm Meslek Lisesi

Turizm EZitim Merkezi

telcilik EZitim Merkezi

Diger ® & 5 & 0 5 5 D 4O L OO P O S SS9 OO e e N e e

EZitim durumunuz nedir ?

Iilkokul
Ortaokul
Lise ve dengi

Diger ® 8 6 0 6 0 2 ¢ 0% 000 00 s a0 s 5 00 0

Turizm ve otelcilik konusunda yurt disinda bir efi -

+tim aldinizmr 7

EVET HAYTR

5. Su anda oteldeki gdreviniz nedir? Liitfen belirtiniz.

& ® & 8 & 8 © 0 9 5 8 605 08 0 085S LSS P eSO B e SO0 L et
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g+ GOreviniz yabanci dil bilmeyi gerektiriyormu ?

( cevabiniz 'hayir' ise diger sorulara gegmeyiniz,
‘evet' ise devam ediniz.)

EVET HAYIR

7 . Su anda bulundufunuz gtrevde asafidaki yabanci dil

becerilerinden hangisi/hangileri Snemlidir ?

(6nem sirasina gdre l'den itibaren numara veriniz)

Konusma

B \ J‘

SGyleneni anlama
Okuma

Yazma

8 . Su andaki géreviniz hangi dlizeyde yabanci dil konus-

ma becerisigerektiriyor

Ginliik konusmslari takip edeyim yeter.

Gorevimle ilgili terimleri kullanayim,yeter.

Orta diizeyde konusmak benim ig¢in yeterlidir.

Her konuda tartisabilecek dlizeyde bilmem ve
akici konusmam gerekiyor.

Diger (litfen belirtiniz)..esee... cececacena

g . Sizin birinci derece sorumlulugunuzda ¢zligan kisi
vada kigilerde yabanci dil konusma eksiklipi/eksik-
likleri sizce nelerdir ? (Snem sirasina gdre sirala
viniz. ) -

Telaffuz hatasa

Konugma esnasinda tutukluk,duraklama.
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Kelimeleri yerinde kullanamanma

Yukaridakilerin hepsi

Bu eksiklikler bu kisilerin gdrevlerinde Snem-
1i degildir.Onemli olan konugmelaridir.

 Hi¢ bir eksiklikleri yok

10. Yabanci dil konusurken siz ne gibi eksiklikler hisse-
diyorsunuz 7
Telaffuz hatasi
Konusma esnasinda tutukluk,dursklama
Kelimeleri yerinde kullanamama
Bu eksiklikler benim gdrevimde OSnemli degil-
dir.0nemli olan konusabilmemdir.

Hi¢ bir eksikliZim yok

11. GOreviniz yabanci dilde konusuldugunda nasil bir

anlama gerektiriyor ?

Esas mesaji anliyayim yeter
Genel bir fikir sahibi olayim yeter
Bitiin detaylari anlamaliyim

Diger.olcoo.o-ooﬁo-.. 00000 e & v o9 00 00

12 . GSreviniz asafidakilerden hangisini/hangilerini din-
lemenizi gerektiriyor ?
Yabzanci turist
T.V./Radyo
Sarki sdzi vs.

Diger © 065 5 5 5 0066 060 006086053850 SEee e
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13 .G8reviniz yukaridakilerden birini/birkagini dinlerken

nasil bir anlama gerektiriyor ?

’

Blitin detaylari anlama
Genel bir fikir sahibi olma
Esas mesajl anlama

Diger ® @ 9 2 P 0 00T L P e e e s e

14, Gorevinizde yabanci dilde okuma gereklimidir ? (ce-
vabiniz 'evet' ise agagidaki soruyu cevaplayiniz,
'hayir' ise ge¢iniz.)

EVET HAYIR

15. Goreviniz yabanci dilde okumayl asagidakilerden han-

gisi/hangileri ig¢in gerektiriyor ?
Is mektubu
Kigisel mektup
Broglur
Gazete,dergi,magazin,bﬁlten VS.
Informasyon panosu
Telex
Meslegimle ilgili her tirld yayin

Diger»..ocn.o.ooo.-ton.l.ooo..oa.

16 . Géreviniz yukaridakilerden birini okurken nasil bir

anlama gerektiriyor ?

Esas mesajil anlame
Genel bir fikir sahibi olma

Biitiin detaylari anlamaliyim,

Diger ® 6 0 ¢ 5 0 0 0 s 0 50 s P s 0L s e s s



17 . Goreviniz yabanci dilde vazmavi gersktirivormu ?

18.

19.

20,

gisi/hangileri ig¢in gerektirivor 7

3ince rFabanci

(cevabiniz 'hayir' ise 19. soruyu geginiz)

EVET BAYIR

Goreviniz yabanci dilde vazmavi asaZidakilerden han-

Is mektudbu

Kisisel mektup

[}
4]
N
)]
ct
(0]

dergi,magazin,dlilten vs.

Bdyle bir igletmede personelin ya2bonci dil bilgisini

canli tumak icin sizce nelsr yapilmalidair ?

-

Branslara gbre belirli araliklarla

i
¥
}_J
3
£
()]
cf
'_1
«
}J

kurslardiizenlenmeli

Sezon disinda nersonsl wvabznci dil kursuna

gonderilmelil
Diger (liitfen buraya %endi fikirlerinizi yaziniz.)

$ 6 4 8 8 8 6 6 5 5 9 5 0 8 P G 6 O S L 0 LG e C N G L st S0 PSSP e s s e

Sektdrde daha basarili olmak igin,turizm eXitimi siire-

oy

il Sgrestiminde sizce neler yapilmali?

Orrenciler branglarina gire yabanci dil o¥ren-

Yavanci dil &&retiminde dgrencilere igbasl e-

© 6 6 6 5 6 6 085 068 0 680 68 0080 o0 e e e Ee B I ssessEIe e

e e ® 6 4 6 5 5 0 8 e 8 68 BB e s e 6 e e e s 0 s e s s ee s ss s
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