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ABSTRACT 

Effective guest complaint handling in hospitality requires the 

integration of linguistic competence, emotional awareness, 

politeness, and professional service behavior. However, these 

competencies are often examined separately, resulting in a 

fragmented understanding of hospitality communication. This 

study explores Tourism English Manner (TEM) as an 

integrative framework comprising three dimensions: Reflective, 

Utter, and Serve. Using a mixed-method case study, the research 

involved 79 hospitality students from Institut Pariwisata dan 

Bisnis Internasional (IPBI) Bali who had completed On-the-Job 

Training (OJT). Data were collected through questionnaires and 

focus group interviews, with qualitative data analyzed 

thematically and survey results used to support interpretation. 

The findings reveal that students demonstrated three 

interconnected communication practices when handling guest 

complaints. First, they showed awareness of guest 

dissatisfaction but limited engagement in deeper reflective 

processes such as emotional regulation and critical self-

evaluation. Second, they frequently employed polite English 

expressions, empathy, and negotiation strategies to maintain 

positive interactions. Third, they demonstrated strong service 

recovery skills through problem-solving actions and 

professional responses. The study positions TEM as a holistic 

communication model and highlights the need to strengthen 

reflective learning in hospitality English education. 

Keywords: complaint handling; communicative competence; 

hospitality education; tourism English; tourism English manner 

 

INTRODUCTION 

Bali is internationally recognized as one of the world’s 

leading tourism destinations, where a significant 

proportion of the population is engaged in tourism-related 

sectors requiring both technical competence and high 

standards of interpersonal communication (Ramadhani et 

al., 2024; Suyadnya et al., 2025). In this global tourism 

context, English functions as the primary medium of 

interaction between service providers and international 

guests, making English proficiency an essential 

professional skill in hospitality settings (Basri et al., 2022; 

Ozer, 2018; Zhang et al., 2022). However, linguistic 

competence alone is insufficient to ensure effective 

service delivery, particularly in sensitive situations such as 

handling guest complaints. 

From a multidisciplinary perspective, tourism involves 

complex interactions among tourists, service providers, 

and institutions, where communication is shaped by both 

verbal and non-verbal behavior (Eggli & 

Wattanacharoensil, 2025; Păcurar & Mihele, 2020; Röhrer 

et al., 2021; Amaya et al., 2020; Doan et al., 2025). 

Effective service encounters therefore require not only 

linguistic competence but also emotional awareness, 

intercultural sensitivity, and appropriate behavioral 

responses. Accordingly, Tourism English Manner (TEM) 

can be conceptualized as a holistic communication 

framework that integrates how hospitality practitioners 

think, speak, and act when interacting with guests, 
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particularly in situations involving service recovery and 

complaint handling (Bindawas, 2025; Simatupang & 

Supri, 2024). 

In response to this limitation, the concept of Tourism 

English Manner (TEM) is proposed as an integrative 

communication framework that combines polite English 

expressions with appropriate professional behavior in 

tourism interactions (Elfiondri et al., 2021). TEM extends 

beyond grammatical accuracy by incorporating emotional 

intelligence, intercultural sensitivity, and professional 

etiquette, particularly in handling guest complaints (Shen 

et al., 2020). From a multidisciplinary perspective, 

tourism involves complex interactions among tourists, 

service providers, and institutions, where communication 

is shaped by both verbal and non-verbal behavior (Eggli & 

Wattanacharoensil, 2025; Păcurar & Mihele, 2020; Röhrer 

et al., 2021; Amaya et al., 2020; Doan et al., 2025). 

Accordingly, TEM can be conceptualized as a holistic 

framework that integrates how hospitality practitioners 

think, speak, and act in service encounters (Bindawas, 

2025; Simatupang & Supri, 2024). 

Rather than adopting an existing model, this study 

proposes Tourism English Manner (TEM) as a new 

integrative framework for understanding communication 

in hospitality complaint handling. TEM adapts and 

extends concepts from reflective thinking, politeness 

theory, and communicative competence by organizing 

them into three interconnected dimensions: Reflective, 

Utter, and Serve. These dimensions capture the cognitive, 

linguistic, and behavioral processes involved in effective 

guest communication and service recovery. 

The Reflective dimension refers to cognitive awareness 

and emotional regulation prior to responding to guests, 

aligning with reflective thinking theory (Fu & Hali, 2025). 

The Utter dimension relates to the use of polite and 

contextually appropriate language, grounded in politeness 

theory (Mambetniyazova et al., 2024). Meanwhile, the 

Serve dimension focuses on behavioral responses and 

service actions, corresponding to communicative 

competence in real-life interaction (Whyte, 2019). While 

these theoretical perspectives have been widely discussed, 

empirical studies that integrate these dimensions into a 

single framework within hospitality education remain 

limited. 

Importantly, these three dimensions are not independent; 

rather, they operate in a sequential and interrelated 

manner. Reflective processes influence how individuals 

interpret situations and regulate emotions, which 

subsequently shape how they communicate (Utter). In 

turn, verbal communication guides behavioral responses 

(Serve) in service encounters. This integrated process 

forms a conceptual model of communication in which 

cognitive awareness, language use, and behavior 

collectively shape service outcomes, particularly in 

handling guest complaints. 

Within hospitality education, students of the Institut 

Pariwisata dan Bisnis Internasional (IPBI) Bali are 

prepared through On-the-Job Training (OJT) programs 

that provide authentic opportunities to interact with guests 

and apply communication strategies in real workplace 

contexts. Previous studies indicate that English 

proficiency contributes to students’ confidence and 

professionalism, while limitations in communication skills 

may lead to misunderstandings in service encounters 

(Ningsih, 2025; Yordudom et al., 2024; Marasabessy et 

al., 2025; Yogyanti et al., 2025). However, there is still a 

lack of empirical research examining how linguistic 

politeness, emotional regulation, and service behavior are 

integrated and applied simultaneously by students during 

such experiential learning. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1. Conceptual Model of Tourism English Manner 

(TEM) 

(Source: Researcher, 2026) 

 

Addressing this gap, the present study investigates how 

students of Institut Pariwisata dan Bisnis Internasional 

(IPBI) Bali apply Tourism English Manner (TEM) during 
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their On-the-Job Training (OJT) experiences in handling 

guest complaints. Specifically, the study examines the 

extent to which students demonstrate the Reflective, Utter, 

and Serve dimensions across different hospitality 

departments. By doing so, this study contributes to applied 

linguistics and hospitality education by positioning TEM 

as an integrative communication framework and providing 

empirical insights into its application in authentic service 

settings. 

METHODOLOGY 

Research Design 

This study employed an explanatory sequential mixed-

method case study design. Quantitative data were 

collected first through a survey questionnaire administered 

to 79 hospitality students who had completed their On-the-

Job Training (OJT). The survey aimed to identify general 

patterns in students’ application of Tourism English 

Manner (TEM) across the Reflective, Utter, and Serve 

dimensions. Subsequently, Focus Group Interviews (FGIs) 

were conducted to explore and explain the survey findings 

in greater depth by examining students’ experiences, 

perceptions, and communication strategies when handling 

guest complaints. The integration of survey and interview 

data enabled a more comprehensive understanding of how 

TEM was applied in authentic hospitality contexts. 

Research Site and Participants 

The study was conducted at Institut Pariwisata dan Bisnis 

Internasional (IPBI) Bali, a vocational higher education 

institution specializing in tourism and hospitality 

education. The participants consisted of 79 students who 

had completed their OJT placements in four departments: 

Front Office, Housekeeping, Food and Beverage Service, 

and Food and Beverage Product. 

Participants were selected using purposive sampling based 

on their active involvement in guest interaction during 

OJT. This ensured that the data reflected authentic 

communication experiences in handling guest complaints. 

All participants provided informed consent, and 

pseudonyms were used to maintain anonymity. 

Instruments and Data Collection 

To enhance content validity, the questionnaire was 

reviewed by two experts in hospitality education and 

applied linguistics. Based on their feedback, several 

revisions were made, including simplifying ambiguous 

wording, improving the clarity of instructions, refining 

items related to the Reflective, Utter, and Serve 

dimensions, and ensuring consistency between 

questionnaire items and the conceptual framework of 

Tourism English Manner (TEM). A pilot test involving a 

small group of hospitality students was subsequently 

conducted to assess item clarity and comprehensibility 

before the instrument was distributed to the full sample. 

 

Data Analysis 

Data analysis was conducted using both quantitative and 

qualitative approaches. Survey data were analyzed using 

descriptive statistics to identify general trends and patterns 

in the application of TEM across different departments. 

The results were presented in the form of percentages and 

frequency distributions. Qualitative data from FGIs were 

analyzed using thematic analysis following Braun and 

Clarke’s (2006) six-step procedure: (1) data 

familiarization, (2) initial coding, (3) theme development, 

(4) theme review, (5) theme definition, and (6) report 

writing. The analysis focused on identifying patterns 

related to the Reflective, Utter, and Serve dimensions. 

To enhance the trustworthiness of the findings, data 

triangulation was applied by comparing survey results and 

interview data. In addition, member checking and 

researcher reflexivity were employed to ensure credibility 

and consistency of interpretation. 

Ethical Considerations 

Ethical approval for this study was obtained from the 

Academic Board of IPBI Bali. Participants were informed 

about the purpose of the study, their rights, and 

confidentiality measures prior to participation. 

Participation was voluntary, and all data were anonymized 

and used solely for academic purposes. 

RESULT AND DISCUSSION 

Results 

This section presents the findings on the application of 

Tourism English Manner (TEM) among hospitality 

students during their On-the-Job Training (OJT), 

particularly in handling guest complaints. The analysis 

focuses on the three dimensions of TEM across four 

hospitality departments: Front Office (FO), Housekeeping 

(HK), Food and Beverage Service (FBS), and Food and 

Beverage Product (FBP). Survey findings are presented to 



 

                                                                

 

 

DOI: 10.33649/pusaka.v6i2.949 

                                                                                     

 

 

© 2026 by Pusaka: Journal of Tourism, Hospitality, Travel and Business Event, Politeknik Pariwisata Makassar. This is an open access article under 
the CC-BY-SA license (https://creativecommons.org/licenses/by-sa/4.0/) 

552 

 

 

PUSAKA 

Journal of Tourism, Hospitality, Travel and Business Event 

Vol. 8 No. 2 (2026): August-December 

ISSN 2656-1301 (Online) 2656-1336 (Print), 549-559 
https://journal.poltekparmakassar.ac.id/index.php/pusaka 

 

illustrate patterns of TEM application, while focus group 

interview data are used to provide contextual insights into 

students’ experiences and communication practices in 

authentic hospitality settings. 

Figure 2 illustrates the extent to which the Training 

Evaluation Model (TEM) was applied to the On-the-Job 

Training (OJT) program in the Front Office (FO) 

Department, focusing on three core aspects: Serve, Utter, 

and Reflective.  

 
Figure 2. The Application of TEM to OJT Program in FO 

Department 

(Source: Researcher, 2026) 

 

The findings reveal that the Serve component achieved the 

highest level of implementation, with the majority of 

respondents indicating it was “excellent applied,” 

followed by a smaller proportion rating it as “good 

applied.” The Utter aspect, while also showing strong 

application, received a balanced distribution between 

“good applied” and “excellent applied,” suggesting 

moderate to high integration within the training process. 

Conversely, the Reflective component demonstrated a 

more varied response, with relatively lower frequencies 

across all application levels, including a minor indication 

of “no at all applied.” Overall, the data indicate that while 

the OJT program in the FO Department effectively 

incorporates the Serve and Utter elements of TEM, there 

remains room for improvement in fostering reflective 

practices among trainees. 

 

 
Figure 3. The Application of TEM to OJT Program in HK 

Department 

(Source: Researcher, 2026) 

 

Figure 3 illustrates the implementation of the Training 

Evaluation Model (TEM) within the On-the-Job Training 

(OJT) program in the Housekeeping (HK) Department, 

focusing on the three TEM components: Serve, Utter, and 

Reflective. The data indicate that the Utter component 

achieved the highest level of application, with a dominant 

number of respondents rating it as good applied, followed 

closely by excellent applied. This suggests that 

communication and verbal interaction skills were strongly 

emphasized during the OJT process in the HK 

Department. The Serve component also demonstrated a 

high level of implementation, showing a balanced 

distribution between good applied and excellent applied 

categories, which reflects effective practice of service 

delivery and operational skills among trainees. 

Conversely, the Reflective component recorded 

comparatively lower results, with several respondents 

indicating less applied or not applied at all, highlighting 

limited engagement in reflective learning activities. 

Overall, the findings suggest that while the OJT program 

in the HK Department has effectively implemented the 

Serve and Utter elements of TEM, there remains a need to 

enhance reflective practices to promote deeper learning 

and self-assessment among trainees. 
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Figure 4. The Application of TEM to OJT Program in FBS 

Department 

(Source: Researcher, 2026) 

 

Figure 4 presents the implementation of the Training 

Evaluation Model (TEM) in the On-the-Job Training 

(OJT) program within the Food and Beverage Service 

(FBS) Department, encompassing three key aspects: 

Serve, Utter, and Reflective. The results indicate that 

the Serve component reached the highest level of 

application, with the majority of participants identifying it 

as excellent applied. This demonstrates that service 

delivery skills were highly integrated and effectively 

practiced by trainees during the OJT process. 

The Utter component also showed strong application, 

predominantly rated as excellent applied and good 

applied, suggesting that communication and interaction 

competencies were well-implemented in the service 

context. Meanwhile, the Reflective component, though 

relatively lower than the other two, still received 

considerable recognition in the good applied category, 

indicating moderate incorporation of self-evaluation and 

reflective practices. Only a minimal number of 

respondents classified it as less applied or not at all 

applied. Overall, the data imply that the OJT program in 

the FBS Department successfully applied TEM principles, 

particularly in enhancing service performance and 

communication skills, while continued emphasis on 

reflective learning could further strengthen the program’s 

holistic impact. 

 

 
Figure 5. The Application of TEM to OJT Program in FBP 

Department 

(Source: Researcher, 2026) 

 

Figure 5 demonstrates the implementation level of the 

Training Evaluation Model (TEM) within the On-the-Job 

Training (OJT) program in the Food and Beverage 

Product (FBP) Department, focusing on three major 

elements: Serve, Utter, and Reflective. The data reveal 

that the Serve component attained the highest degree of 

application, with a substantial number of respondents 

rating it as excellent applied and good applied. This 

suggests that trainees in the FBP Department effectively 

applied service-oriented skills and demonstrated strong 

task performance during their training. The Utteraspect 

displayed a more balanced distribution, with the majority 

of responses falling into the good applied and less 

applied categories, indicating that while communication 

and verbal expression skills were moderately integrated, 

further improvement is still needed to enhance consistency 

in professional dialogue. In contrast, 

the Reflective component scored the lowest overall, 

showing higher frequencies in no at all applied and less 

applied, which highlights limited engagement in reflective 

practices such as self-evaluation or critical review of work 

performance. In summary, the figure suggests that while 

the OJT program in the FBP Department has successfully 

embedded TEM principles related to service execution, 

greater emphasis on reflective and communicative 

dimensions could further strengthen the holistic quality of 

training outcomes.  

The results of this survey are supported by the results of 

interviews with students involved as participants in this 

study. Following were the results of the interview: 

FGI # FO 1 

“I received complaints from guests in the third week 

when I was OJT at a hotel as a front office. Guest 
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complaints were guest's reserved room had a strong smell 

of cigarettes. Then guests got angry at the front office. I 

thought how come this reserved room was missed to be 

cleared up? Then I carefully apologize to the guest. I offer 

another room that has the same facilities or a room with 

better facilities but the price is the same. I use polite 

English so as not to offend in this case. After the guest 

agreed, I immediately asked the porter to escort the guest 

to the selected room.” 

FGI # HK 2 

“I once received a complaint from a hotel guest who was 

about to check out. His complaint was about one of his 

suitcase wheels missing. He demanded that the hotel 

provide compensation because the loss of one of the 

wheels of his suitcase was caused by the magic service 

program at our hotel. Magic service is a room cleaning 

service that is occupied by guests when guests leave their 

rooms (rooms are empty). However, the procedure here is 

that we only clean the room without changing or moving a 

single object in the room. I explain using English politely, 

being careful so that the guest doesn't get even angrier. 

Because the guest insisted on asking for compensation, 

our manager finally gave a discount on the room rate. Out 

of curiosity, the hotel staff tried to check the CCTV 

footage in front of the hotel room. It was for finding out 

who had been in charge of carrying out magic services in 

the room the guest ordered. We found the guest 

deliberately damaged one of the wheels of his suitcase and 

put it in his. But it's all too late.” 

FGI # FBS 4 

“I encountered guest complaints when carrying out OJT. 

It was the wrong food delivery. As a new person in a 

restaurant, it is difficult for me so much to memorize the 

table where guests sit to order food. The restaurant where 

I carried out the OJT did not use a table number, but the 

table was given a name. So there was an error when I 

delivered the food. Even though the guest who ordered the 

food had been waiting for a very long time, I had to go 

back and forth to the kitchen, asking which guest at the 

table had the order that I should be delivering. For this 

mistake, I can only apologize and provide additional 

dessert for free to quell guest anger.” 

FGI # FBP 5 

“I have never experienced complaints directly; the 

complaints are always through the waiter or waitress. 

There was once an incident where I complained about the 

food I made, but the waiter, who was my senior, helped 

provide a solution. The guest ordered chicken steak with 

mushroom sauce, but the guest said that the order was 

wrong. Even though the waiter on duty had already reread 

what was wrong in front of the guests. According to him, 

the chicken wasn't cooked, and the mushroom sauce I 

made was called black pepper sauce. Finally, the order 

was replaced with a new one, and my senior made the 

food. Then I learned to cook food according to the 

restaurant's standards from this incident. And I can avoid 

guest complaints.” 

Discussion 

This section presents the findings on how students applied 

Tourism English Manner (TEM) during their On-the-Job 

Training (OJT) experiences, particularly in handling guest 

complaints. The analysis focuses on the three dimensions 

of TEM, namely Reflective, Utter, and Serve, across four 

departments: Front Office (FO), Housekeeping (HK), 

Food and Beverage Service (FBS), and Food and 

Beverage Product (FBP). The findings are interpreted 

using both survey data and qualitative insights from focus 

group interviews. 

1. Overall Pattern of TEM Application 

The findings indicate that students were generally able to 

apply all three dimensions of TEM in handling guest 

complaints. However, the level of application varied 

across dimensions. The Serve dimension emerged as the 

most dominant, followed by the Utter dimension, while 

the Reflective dimension was consistently less developed. 

This pattern suggests that students tend to prioritize visible 

service actions and immediate problem-solving over 

engaging in deeper cognitive and emotional reflection 

before responding. This finding aligns with 

communicative competence theory, where behavioral 

performance is often more observable and emphasized in 

practical settings (Whyte, 2019). However, the relatively 

weaker Reflective dimension indicates a gap in students’ 

ability to regulate emotions and critically evaluate 

situations before responding. 

2. Cross-Department Comparison 

A comparative analysis across departments reveals distinct 

patterns in the application of TEM. Students in Front 

Office (FO) and Food and Beverage Service (FBS) 

demonstrated stronger performance in the Utter and Serve 

dimensions. These departments involve direct and 

frequent interaction with guests, requiring students to use 
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polite language, manage complaints in real time, and 

provide immediate solutions. As a result, students in these 

departments showed higher communicative adaptability 

and responsiveness. 

In contrast, students in Housekeeping (HK) and 

particularly Food and Beverage Product (FBP) exhibited 

relatively lower performance in the Utter and Reflective 

dimensions. This can be attributed to the nature of their 

roles, which involve limited direct interaction with guests. 

In the FBP department, for example, complaints were 

often mediated by waiters or supervisors, reducing 

students’ opportunities to develop communication 

strategies independently. 

This finding highlights the importance of 

interactional exposure in developing communication 

competence. It also suggests that experiential learning 

environments play a crucial role in shaping how students 

internalize and apply TEM. 

3. Analysis of the Reflective Dimension 

The Reflective dimension was the least developed across 

all departments. Although students demonstrated basic 

awareness of guest dissatisfaction, deeper reflective 

practices, such as emotional regulation, self-evaluation, 

and anticipatory thinking, were less evident. 

Interview data reveal that students often responded to 

complaints by focusing immediately on service recovery 

rather than engaging in deeper reflection on the underlying 

causes of the problem. This tendency toward reactive 

communication was evident in the Front Office OJT 

account (FGI # FO 1), where the student immediately 

apologized and offered an alternative room after receiving 

a complaint about cigarette odor. Although the response 

successfully resolved the issue, little attention was given 

to examining how the room assignment problem had 

occurred or how similar situations could be prevented in 

the future. This finding suggests that students prioritize 

immediate guest satisfaction over reflective evaluation and 

anticipatory problem-solving. While this response was 

effective in resolving the issue, it indicates a tendency 

toward reactive rather than reflective communication. 

This finding is consistent with reflective thinking theory, 

which emphasizes that professional competence involves 

not only action but also critical reflection before and after 

decision-making (Fu & Hali, 2025). The limited 

development of this dimension suggests that reflective 

learning strategies are not yet fully embedded in 

hospitality training practices. 

4. Analysis of the Utter Dimension 

The Utter dimension was generally well demonstrated, 

particularly in students’ use of polite English expressions, 

empathy, and negotiation strategies. The Utter dimension 

was demonstrated through students’ use of polite 

language, empathy, and negotiation strategies when 

responding to guest complaints. For example, the Front 

Office participant (FGI # FO 1) described apologizing 

carefully and offering alternative accommodation options, 

while the Housekeeping participant (FGI # HK 2) 

emphasized explaining hotel procedures in polite English 

despite facing an insistent and dissatisfied guest. These 

accounts illustrate students’ awareness of face-saving 

communication and their efforts to maintain positive guest 

relationships during service recovery encounters. 

For instance, one student described using polite 

expressions to calm an angry guest and carefully explain 

alternative solutions. This reflects the application of 

politeness theory, where speakers aim to minimize face-

threatening acts and maintain harmonious interaction 

(Mambetniyazova et al., 2024). 

However, the data also indicate variability in the 

consistency and sophistication of language use. In some 

cases, students relied on memorized expressions rather 

than adapting language to specific contexts. This suggests 

that while students possess functional communication 

skills, further development is needed in pragmatic 

flexibility and contextual awareness. 

5. Analysis of the Serve Dimension 

The Serve dimension showed the strongest performance 

across all departments. The Serve dimension was 

particularly evident in students’ implementation of 

practical service recovery actions. In FGI # FO 1, the 

student arranged an alternative room and coordinated with 

the porter to assist the guest. Similarly, the participant in 

FGI # FBS 4 responded to a food-delivery error by 

apologizing and providing a complimentary dessert, while 

the participant in FGI # FBP 5 described replacing a 

disputed food order and using the experience as a learning 

opportunity. These examples demonstrate how students 

translated communication into concrete service actions 

aimed at restoring guest satisfaction. 

Examples include offering room changes, providing 

compensation, replacing incorrect food orders, and 

coordinating with other staff members to resolve issues 

efficiently. In some cases, students also provided 
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additional services, such as complimentary items, to 

enhance guest satisfaction. 

This strong performance reflects the practical nature of 

hospitality training, where service actions are emphasized 

and directly evaluated. It also supports the notion that 

behavioral competence is often more easily developed 

through experiential learning compared to cognitive or 

reflective skills. 

6. Integration of TEM Dimensions in Practice 

An important finding of this study is that the three 

dimensions of TEM operate in an interconnected and 

sequential manner. Effective complaint handling typically 

begins with recognizing the problem (Reflective), 

followed by expressing appropriate responses (Utter), and 

finally implementing solutions (Serve). 

However, the imbalance among these dimensions 

indicates that students tend to rely more on Utter and 

Serve, while underutilizing Reflective processes. This 

partial integration limits the effectiveness of 

communication, as insufficient reflection may lead to a 

superficial understanding of guest needs. 

From a theoretical perspective, this finding extends 

politeness theory and communicative competence by 

demonstrating that effective hospitality communication 

requires not only appropriate language and behavior but 

also cognitive and emotional awareness as a foundational 

process. 

7. Pedagogical Implications 

The findings suggest that hospitality education should 

place greater emphasis on developing the Reflective 

dimension of TEM. While students are well-trained in 

communication and service delivery, they require 

structured opportunities to develop emotional regulation, 

critical thinking, and self-awareness. 

Pedagogical strategies such as reflective journals, role-

play simulations, and guided feedback sessions can help 

students internalize reflective practices. Integrating these 

approaches into English for Tourism curricula will support 

the development of more holistic communicative 

competence. 

8. Theoretical Contribution 

This study contributes to the literature by positioning 

Tourism English Manner (TEM) as an integrative 

communication model that bridges three theoretical 

domains: reflective thinking, politeness theory, and 

communicative competence. Unlike previous studies that 

examine these elements separately, this study 

demonstrates how they interact dynamically in real 

hospitality contexts. 

By proposing TEM as a unified framework, this study 

offers both a conceptual and empirical contribution to 

applied linguistics and hospitality education, particularly 

in understanding communication strategies in complaint 

handling. 

CONCLUSION 

This study examined the application of Tourism English 

Manner (TEM) among hospitality students during their 

On-the-Job Training (OJT), particularly in handling guest 

complaints. The findings demonstrate that students were 

able to apply the three core dimensions of TEM, namely 

Reflective, Utter, and Serve, in real service contexts. 

However, the application was not evenly distributed, with 

stronger performance observed in the Utter and Serve 

dimensions, while the Reflective dimension remained less 

developed. 

The results indicate that students are generally capable of 

expressing politeness, empathy, and professional service 

behavior when responding to guest complaints. 

Nevertheless, their ability to engage in deeper cognitive 

awareness and emotional regulation before action is still 

limited. This imbalance suggests that current hospitality 

training tends to emphasize observable communication 

and service performance over reflective processes. 

Theoretically, this study contributes by positioning TEM 

as an integrative communication model that connects 

reflective thinking, politeness strategies, and 

communicative competence within a unified framework. 

This model provides a more holistic understanding of how 

hospitality communication operates in authentic service 

encounters, particularly in complaint handling situations. 

Practically, the findings highlight the need to strengthen 

reflective learning in hospitality education. Incorporating 

pedagogical strategies such as reflective journals, role-

play simulations, and feedback-based learning can support 

the development of more balanced communicative 

competence among students. 

This study is limited to a single institution and a specific 

group of hospitality students who participated in the On-

the-Job Training (OJT) program, which may restrict the 

generalizability of the findings to other educational or 

cultural contexts. In addition, the quantitative data were 
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derived from self-reported questionnaires, which may be 

subject to social desirability bias. Participants may have 

overestimated their performance, particularly in the Utter 

and Serve dimensions, due to a tendency to present 

themselves as competent and professional hospitality 

practitioners. Future studies are encouraged to incorporate 

additional data sources, such as supervisor evaluations, 

workplace observations, or guest feedback, to provide a 

more comprehensive assessment of Tourism English 

Manner (TEM) in practice. Furthermore, future research 

should involve broader samples across multiple 

institutions and professional hospitality settings to 

enhance the transferability of findings. 
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