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Abstract: While low English proficiency has been reported as a problem among Malaysian hoteliers, perceptions of guest 
interaction ability and occupational self-efficacy and the relationship between the two have yet to be investigated. This 
study investigated Malaysian hoteliers’ perception of their guest interaction skills and occupational self-efficacy and the 
relationship between the two before and after gamification experiences. A survey was administered to 173 hoteliers from a 
hotel in Selangor, Malaysia. From a descriptive analysis, all respondents had below moderate to moderate perceptions of 
their guest interaction skills and occupational self-efficacy. Twelve of the total respondents were then randomly selected to 
attend ESP classes with gamification as part of a one-group pretest-posttest quasi-experimental research. Analyses of the 
sample’s ratings of guest interaction skills and occupational self-efficacy after gamification showed positive correlations with 
a significant difference in how they perceive their guest interaction skills and occupational self-efficacy. The hoteliers were 
also found to self-rate their occupational self-efficacy higher than their guest interaction skills. The findings of this study 
convey to both ESP instructors and hotel managers that gamification should be used in classrooms and in-house training as 
it positively influences how hoteliers perceive their abilities to perform their jobs and interact with their guests.
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 Introduction

Background

Tourism is essential to an economy’s service sector and a key pillar of global economic growth. As the 
third-largest contributor to the country’s economy, Malaysia’s tourism industry contributed around 15.9 per cent 
to its GDP in 2019 (Department of Statistics Malaysia, 2020). In 2019, roughly 26.1 million tourists visited the 
country, bringing significant revenue to the country’s economy (Malaysia Tourism Promotion Board, 2019). The 
growth in tourism in Malaysia has resulted in a gradual increase in the number of hotels. According to CEIC 
data, Malaysia has 3,455 hotels with 261,519 rooms as of September 2021 (CEIC, 2021). The massive influx 
of tourists to the country has led Malaysia to place a high value on potential employees’ ability to communicate 
effectively with their guests in English as tourist arrivals continue to rise and hotel services evolve and change 
to meet visitors’ needs. As the leading outlet of the hospitality industry, the hotel industry expects its staff to be 
able to demonstrate excellent guest interaction skills in English while interacting with guests. Ahmed and Scott 
(2014) and Afrianto and Gulö (2019) have stressed the importance for hoteliers or hosts to improve their guest 
interaction skills to ensure quality services are provided in the hotel industry. 
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To comply with the hotel industry demands, institutions and academic bodies are determined to equip 
graduates with employability skills. This commitment is shown by several Malaysian higher educational 
institutions, including both public universities and private institutions, by establishing hospitality programs, 
including those at the diploma level (Shariff, 2013). Despite numerous courses offered in the country, there is 
a lack of research investigating the impact such ESP courses have on individuals’ oral proficiency. According 
to Talif and Noor (2009), English proficiency programs in Malaysia are reviewed every three to five years as 
a general practice. While educational institutions strive to meet industry demands, a more in-depth research 
is needed to investigate the various variables contributing to the successful implementation of ESP programs 
designed to teach guest interaction skills.

 The purpose of this study is to explore Malaysian hoteliers’ guest interaction skills, their level of 
occupational self-efficacy, and if each of these variables correlates with one another before and after English 
classes with gamification. Moreover, it intends to investigate how their perception of both variables changes, if 
at all, following gamification-based English language classes. 

Statement of the problem

While ESP for Hospitality frequently reported needs analysis of learners (Kaharuddin, Hikmawati & 
Arafah, 2019; Novita & Refnaldi, 2019; Ratmanida, Fatimah, Al-Hafizh & Chair, 2019), little research has been 
conducted on Malaysian hoteliers’ guest interaction abilities. A few research including Mazaheri and Yazdani 
(2016), Pradewari (2017) and Zahiri et al. (2017), have shown that self-efficacy is a strong determinant of 
learners’ language achievement and that self-efficacy has positively influenced English as a Foreign Language 
(EFL) learners’ speaking and oral presentation skills. However, there is a lack of evidence on the relationship 
between Malaysian hoteliers’ occupational self-efficacy and their ability to interact with guests.  Despite a wealth 
of research on the effectiveness of gamification as a learning tool in academic contexts, such as on speaking skills 
(Alfulaih, 2017; Singh et al., 2018), the evidence concerning how gamification changes hoteliers’ perception of 
their guest interaction skills is lacking. This paper, therefore, attempts to examine Malaysian hoteliers’ perception 
of their guest interaction skills and occupational self-efficacy and the relationship between the two before and 
after experiencing a series of English language classes with gamification. 

Significance of the study

This study is significant to ESP practitioners, hospitality graduates and hospitality and tourism industry 
employers. First and foremost, this study is significant because the investigation is carried out in the hotel 
settings in Malaysia, contributing to the ESP field in the Malaysian hospitality context- a rarely explored area. 
By investigating the relationship between guest interaction skills and occupational self-efficacy of Malaysian 
hoteliers and exploring the effect of the gamification approach on both, the current study can further enhance 
ESP teaching and learning, particularly in the workplace. The finding from this study will be helpful to contribute 
to the broader concept of self-efficacy as it would provide essential information for educators and scholars in 
the field of ESP to find ways to assist hotel practitioners in their efforts to improve themselves professionally. 

The findings of this study should also provide a further understanding of the relationship between occupational 
self-efficacy and guest interaction skills of hoteliers, particularly in the hospitality context of Malaysia. Lastly, 
the findings of this study would be useful for educators to get a better idea of what can be an effective teaching 
and learning approach that can give employees better levels of confidence, motivation and communication 
performance at work. 

Literature Review

In addition to the needs analysis of ESP in tourism learners and guest interaction skills of tourism employees, 
Self-efficacy, gamification, and their effects on EFL learners’ speaking skills have been researched by many 
authors. Similarly, several investigations have also been found on occupational self-efficacy and its effects on 
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employees’ work performance. In an investigation concerning ESP in tourism education, Khalida and Refnaldi 
(2019), Novita and Refnaldi (2019), and Ratmanida et al. (2019) identified that, in general, speaking was the most 
needed language skill for tourism and hospitality students and or staff. In another study on the realism of language 
competence of TVET students in the tourism industry in Malaysia, Ramsa and Raiwan (2019) emphasized that 
all four skills are vital for tourism students to be linguistically competent in the workplace. 

The most problematic areas for the tourism employees were giving information, providing services and 
offering help, which was also essential functions in tourist communication. For instance, conversing on the 
telephone with clients (Ahmed & Scott, 2014; Charunsri, 2011) was the respondents’ most challenging guest 
interaction skill. The respondents found it extremely challenging to explain reasons for the mistakes, compromising 
mutual understanding, pronouncing words correctly and use word stress correctly when they speak (Charunsri, 
2011, p.23). Che Hassan and Ong Lok Tik (2019) identified accents and English grammar are the two primary 
sources of difficulties faced by island tourism employees. Noor (2019) reported that the speaking difficulties 
of tourism management students were found to be a lack of grammar knowledge, limited vocabulary, fluency 
difficulties, lack of knowledge in language structure, lack of pronunciation skills, lack of conversational skills, 
lack of interpretation skills and lack of translation skills. 

These issues might be due to a mismatch of tourism English skills between the training offered at university 
and the skills training required by the tourism industry. Ratminingsih, Suardana and Martin (2018) found that most 
Indonesian tour guides’ inadequate proficiency in speaking skills was attributed to the insufficient training they 
received despite the diverse job tasks they were expected to handle. Similar results from Mohamed et al. (2016) 
revealed that the Malaysian employees’ lack of proficiency in English was due to the inadequate preparation and 
workplace English training they have received.

In a study investigating the correlation between self-confidence and speaking skills, Gurler (2015) confirmed 
a significant correlation between self-confidence and speaking skills of English language teaching and Literature 
preparatory students revealing that individuals with a high level of self-efficacy perform better in comparison 
to their counterparts with low self-efficacy. Alawiyah (2018) also revealed a strong positive correlation between 
students’ self-efficacy and speaking skills or achievement (Alrabai, 2018; Desmaliza & Spetiani, 2017; Mastur, 
2016; Sari, 2016).

Calhoun (2019) examined mathematics teachers’ perceptions of their self-efficacy and the effects of 
teacher characteristics and supervisory behaviors on teachers’ self-efficacy. Regarding participants’ perception 
of their mathematics teaching self-efficacy, the researcher identified statistically significant differences between 
teachers based on years of experience, years at the school, and race or ethnicity. These factors contributed to 
higher teacher self-efficacy. Khanshan and Yousefi (2020) also examined the relationship between self-efficacy 
perceptions and instructional practices of soft science, hard science and ELT teachers. The results revealed a 
significant correlation between soft and hard science teachers’ self-efficacy and teaching practices. However, the 
authors found that the correlation between ELT teachers’ self-efficacy and their instructional practices was not 
statistically significant. According to Iroegbu (2015), the relationship between self-efficacy and work performance 
is mediated by several intervening variables ranging from the nature of the task, intelligence, personality, skill 
level, motivation, supervision, training, and level of a worker to education.

While successful mastery of oral communication skills requires learners to be highly motivated and confident 
in themselves and exhibit low anxiety (Krashen, 1982), among other things, low self-esteem and high anxiety 
are considered domineering obstacles that are standing in the way of non-native speakers’ mastery of speaking 
skills. Such issues can seriously hamper their quality of job performance. Gamification has been regarded as a 
highly efficacious strategy contributing to the increase in self-efficacy. Several researchers investigated the effects 
of innovative methods such as Kahoot against traditional teaching methods. Students’ intrinsic and extrinsic 
motivation to use Kahoot enabled fostering learning, assisting them in enhancing and retaining knowledge (Lin, 
Ganapathy & Kaur, 2018). These findings are coherent with that of Göksün and Gürsoy (2019), who revealed 
that gamified quizzes conducted at the beginning and end of each class reinforced students’ competency in 
mastering the course.

Alfulaih (2017) also evaluated the impacts of gamification on Saudi EFL students’ speaking skills. 
Using a class action research model, the author employed class-based missions and quests, demonstrating a 
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clear improvement in students’ speaking proficiency following the implementation of gamification activities. 
Gamification significantly enhanced students’ motivation towards learning English while reducing boredom and 
poor attitude, improving their speaking ability. Singh et al. (2018), who investigated ways to tackle Malaysian 
Engineering students’ speaking skills, developed a prototype speaking game that met with students’ positive 
attitudes. The prototype enabled students to explore and acquire new vocabulary and enhance their grammatical 
accuracy. The prototype motivated and boosted students’ self-confidence and timid ones to speak English in class, 
using and exploring new vocabulary, which leads to communicative efficiency in speaking. 

The literature review on the relationship between occupational self-efficacy and job performance reveals a 
scarcity of research on the relationship between guest interaction and occupational self-efficacy of tourism and 
hospitality workers. While the effect of gamification on higher education learners’ speaking skills was widely 
established in the literature, the correlation between speaking skills and self-efficacy within gamification instruction 
in workplace settings can hardly be found.

Methodology

This study is conducted to examine the correlation between Malaysian hoteliers’ self-ratings of their guest 
interaction skills and occupational self-efficacy and if there is any change in how the two variables were rated 
before and after gamification experiences. Pearson Product-Moment Coefficient was employed to establish the 
relationship between the variables using the numerical data obtained from pre and post-intervention. At the 
same time, the significant difference in hoteliers’ perception of their guest interaction skills and occupational 
self-efficacy after gamification classes was investigated by using one group pretest-posttest method. The sample 
of this research focuses on employees working in a hotel’s Food and Beverage and Rooms Division in Selangor, 
Malaysia. The pre-test entails administering a survey to the 173 respondents to collect data that will be used to 
interpret their perceptions of both guest interaction skills and occupational self-efficacy, as well as the relationship 
between the two variables. The post-test entails a treatment consisting of a series of English language classes 
with gamification for 12 randomly selected staff members from among those who responded to the first survey. 

The survey data collected before and after the treatment was analyzed using Statistical Package for Social 
Sciences (SPSS) version 26. Pearson product-moment correlation analysis was performed on 173 respondents’ 
(including the 12 respondents in the experimental group) self-ratings of their guest interaction skills and 
occupational self-efficacy before the treatment and on the 12 respondents’ self-ratings before and after the 
treatment. Furthermore, to ascertain the difference between the respondents’ self-ratings on guest interaction 
skills and occupational self-efficacy after participating in a series of gamified language classes, the pre and post-
intervention data from the same 12 participants were analyzed using paired t-tests. 

The sample size used by this study to examine the correlation between the variables is relatively small. This 
rationale is in line with previous studies in which the researchers (Au & Bardakçı, 2020; Basereh & Pishkar, 2016; 
Carter et al., 2016; Cocca et al., 2018; Dodds, 2011; Fathi & Soleimani, 2020; LaForge-MacKenzie & Sullivan, 
2013; Mastur, 2016; Semiyari & Jahani, 2019; Tims, Bakker & Derks, 2013; Zhang, Ardasheva & Austin, 2020) 
all employed small sample size in conducting their correlation studies. 

The same questionnaire survey was used to collect data before and after a series of English language classes 
with gamification. A questionnaire survey was adapted and developed based on the Common European Framework 
of Reference for Languages (Council of Europe, 2018) and Rahim and Tazijan (2011) measured hoteliers’ guest 
interaction skills. Occupational self-efficacy was measured using the 6-item scale developed by Rigotti, Schyns 
and Mohr (2008). Both instruments were used to investigate the relationship between the two variables. Both 
questionnaires used a Likert-type scale, with the participants indicating the degree they could do with each item 
and rating themselves on the scale provided.

The 18-hour ESP program on guest interaction skills for hoteliers, delivered face-to-face over six weeks 
with a single session of three hours per week, was designed to enhance learners’ listening and speaking skills 
through vocabulary and grammar practice and enhancement activities. Each session began with a reflection on 
the participants’ current skills, followed by the lecture, and gamification activities and concluded with writing a 
diary entry to reflect on what was learned. 
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Main Results

How Malaysian hoteliers rate their guest interaction skills and occupational self-efficacy before a series of 
English language classes with gamification

Table 1. All Respondents’ Self-Ratings
Statistics

UOS Conversation InfoExchange Telecom
N  Valid 173 173 173 173

 Missing 0 0 0 0
Mean 3.46 3.36 3.38 3.28
Median 3.5 3.33 3.40 3.20
Std. Deviation .775 .778 .823 .880

 Table 2. Self-Ratings of All Respondents
Statistics

OSE N Min. Max. Mean St.Deviation
Valid 173 1 5 3.53 .768

Table 3. Experimental Group Respondents’ Self-Ratings
Statistics

UOS Conversation InfoExchange Telecom
N  Valid 12 12 12 12

 Missing 0 0 0 0
Mean 2.83 2.71 2.77 2.47
Median 2.92 2.92 2.90 2.60
Std. Deviation .853 .865 .852 .970

Table 4. Self-Ratings of Experimental Group Respondents
Statistics

OSE N Min. Max. Mean St.Deviation
Valid 12 1 4 3.03 .964

All respondents (n=137) moderately agreed that they could understand their guests when interacting with 
them (M=3.46), followed by the ability to exchange information with their guests (M=3.38) (see Table 1). A 
few respondents moderately agreed that they could engage in conversations (M= 3.36) or converse well on the 
telephone (M= 3.28) before gamification classes. All respondents rated their level of occupational self-efficacy as 
nearly high (M=3.53) (see Table 2). This finding reveals that all respondents moderately agreed that they could 
interact with guests in English before gamification experiences, and they also believed that they have confidence 
in their ability to perform their job.

When looked at separately, experimental group respondents (n=12) expressed disagreements over their 
having good telephoning skills (M=2.47) before gamification experiences (see Table 3). Interestingly, their overall 
confidence level in performing their jobs (M=3.03) before gamification classes was moderate (see Table 4). 

4.2 How Malaysian hoteliers’ perception of their Guest Interaction Skills changed after gamification
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Table 5.T-Test results (Experimental group respondents’ self-ratings of guest interaction skills before and after gamification 
experiences)

Paired Samples Statistics
Mean N Std. Deviation Std. Mean Error

Pair 1 UOS_preInt 2.83 12 .853 .246
UOS_PostInt 3.43 12 .625 .181

Pair 2 Conv_preInt 2.71 12 .865 .250
Conv_PostInt 3.38 12 .656 .189

Pair 3 Info Ex_PreInt 2.77 12 .852 .246
Info Ex_PostInt 3.35 12 .491 .142

Pair 4 Telecom_PreInt 2.47 12 .970 .280
Telecom_PostInt 3.23 12 .808 .233

The 12 respondents rated their abilities to interact with guests higher after classes with gamification (see 
Table 5). The paired differences for guest interaction skills of the experimental group respondents (n=12) from 
both before and after the treatment shows that the result is significant at p < 0.05 with Pair1 (t=-2.539, df=11, 
p=.028), Pair2 (t=-3.250, df=11, p=.008), Pair3 (t=-2.746, df=11, p=.019), and Pair4 (t=-3.781, df=11, p=.003). 

The findings above indicated that the perception of the 12 respondents who participated in the experiment 
changed significantly after gamification experiences. Respondents expressed disagreement to a moderate agreement 
over their guest interaction skills before gamification experiences which changed to a moderate agreement after 
classes with gamification. 

4.3 How Malaysian hoteliers’ perception of their Occupational Self-Efficacy changed after gamification

Table 6. T-test results (Experimental group respondents’ overall self-ratings of occupational self-efficacy 
before and after gamification experiences)

Paired Samples Statistics
Mean N Std. Deviation Std. Mean

Pair 1 OSE_preInt 3.03 12 .964 .278
OSE_PostInt 3.60 12 .786 .227

The findings reveal that the respondents in the experimental group rated their overall occupational self-
efficacy level higher after gamification experiences (M=3.60) when compared to the mean score (M=3.03) before 
gamification classes (see Table 6). The mean difference in the occupational self-efficacy of the experimental group 
before and after the treatment is -.569 with a 95% confidence interval ranging from -.977 to -.162. The result is 
significant at p < .05 with (t=-3.075, df=11, p=0.011).

The effect size for the overall OSE analysis (d=-.888) is found to exceed Cohen’s (1988) convention for a 
significant effect (d=.80) which indicates a large difference between respondents’ self-ratings of their occupational 
self-efficacy after gamification experiences when compared to the self-ratings on guest interaction skills.
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4.4 How Malaysian hoteliers’ self-ratings of their guest interaction skills and occupational self-efficacy 
correlate before a series of English classes with gamification.                              

Table 7. Correlation between guest interaction skills and occupational self-efficacy of all respondents before gamification 
experiences

 
UOS Conv Info.Exch Telecom OSE

UOS 1
Conv .834** 1
Info.Exch .825** .872** 1
Telecom .730** .845** .873** 1
OSE .727** .674** .737** .628** 1

** correlation is significant at the 0.01 level (2-tailed)

Table 8. Correlation between guest interaction skills and occupational self-efficacy of experimental group respondents 
before gamification experiences

UOS Conv Info.Exch Telecom OSE
UOS 1
Conv .668* 1
Info.Exch .822** .861** 1
Telecom .601* .910** .896** 1
OSE .860** .623* .813** .617* 1

 * Correlation is significant at the 0.05 level (2-tailed).
** correlation is significant at the 0.01 level (2-tailed).

The correlation coefficient between perceived understanding of other speakers and occupational self-
efficacy (r=.727, p<0.01), conversation and occupational self-efficacy (r=.674, p<0.01), information exchange 
and occupational self-efficacy (r=.737, p<0.01) and telecommunication and occupational self-efficacy (r=.628, 
p<0.01) of 173 respondents indicate that there is a positive correlation between the variables at  (p<0.01, (2-tailed)) 
level before gamification experiences (see Table 7).

The correlation coefficient between perceived understanding of other speakers and occupational self-
efficacy (r=.860, p<0.01), conversation and occupational self-efficacy (r=.623, p<0.05), information exchange 
and occupational self-efficacy (r=.813, p<0.01) and telecommunication and occupational self-efficacy (r=.617, 
p<0.05) of the 12 respondents also indicate that there is a positive correlation between the variables at  (p<0.01, 
and p<0.05, (2-tailed)) level before gamification experiences (see Table 8).

4.5 How self-ratings of guest interaction skills and occupational self-efficacy of the Malaysian hoteliers 
correlate after a series of English language classes with gamification

Table 9: Correlation between guest interaction skills and occupational self-efficacy of experimental group 
respondents after gamification experiences

 
UOS Conv Info.Exch Telecom OSE

UOS 1
Conv .870** 1
Info.Exch .511 .647* 1
Telecom .491 .735** .665* 1
OSE .015 .217 .359 .562 1
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The correlation coefficient between perceived understanding of other speakers and occupational self-
efficacy (r=.015, p<0.01), conversation and occupational self-efficacy (r=.217, p<0.05), information exchange 
and occupational self-efficacy (r=.359, p<0.01) and telecommunication and occupational self-efficacy (r=.562, 
p<0.05) of the 12 respondents indicate that there is a positive correlation between the variables after gamification 
experiences (see Table 9).

Based on the general observation, positive correlations are found between the variables before and after 
gamification treatment. However, the strength of the relationship between the guest interaction subskills and 
occupational self-efficacy was very weak to average after gamification experiences when compared to the average 
to strong relationship found before classes with gamification. 

Discussion

The focus of the current study was to examine the correlation between Malaysian hoteliers’ self-ratings of 
their guest interaction skills and occupational self-efficacy and if there is any change in how the two variables 
were rated before and after gamification experiences. Both respondents expressed moderate agreement on their 
ability to interact with guests in English prior to gamified English classes. These findings contradict Afrianto 
and Gulö’s (2019) findings that those in the tourism industry face challenges in understanding their guests. 
Nonetheless, the findings of this study support Ahmed and Scott (2014) and Charunsri (2011), who asserted that 
telephone conversations are one of the several issues that hotel employees face. The hoteliers who participated 
in the experiment disagreed that they could involve in telephone conversations before gamification experiences.   

Before gamified English classes, the total respondents showed a high, moderate level of occupational self-
efficacy, indicating that the hoteliers believed their ability to execute their job successfully was nearly high. These 
findings are consistent with Briley’s (2012) discovery that pre-service teachers had moderately strong self-efficacy 
beliefs in teaching mathematics. The high, moderate level of occupational self-efficacy perceived by hoteliers in 
this study could be attributed to the organizational support, such as that provided by their superiors. Mesterova, 
Prochazka and Vaculik (2015) proposed that continuous feedback to the employees from the leadership on their 
performances is necessary to maintain a moderate level of self-efficacy. Meanwhile, before the gamification 
classes, the experimental group demonstrated a moderate confidence level in their ability to execute their jobs. 
This is in line with Tenaw (2013), who discovered that the students involved in their studies perceived their 
self-efficacy to be moderate. According to Bandura (1997), individuals with moderate or high self-efficacy exert 
more effort to accomplish tasks at hand and do not give in when faced with challenges. This can be seen in the 
experimental group respondents’ guest interaction skills and occupational self-efficacy, which were perceived 
to be much better after a series of English classes with gamification.  

These findings are also in keeping with the previous findings (Adhiatma, Rahayu & Fachurunnisa, 2019; 
Alfulaih, 2017), who demonstrated a significant improvement in students’ speaking skills after experiencing 
gamified instructions. The reason for the better ratings might be due to the use of game elements such as points, 
rewards, leaderboard and feedback, which, according to Strmečki, Bernik & Radośević (2015), are among the 
most suitable game design elements that are used in higher education that promote learning positively. However, 
the significantly higher ratings of hoteliers’ occupational self-efficacy levels following gamification experiences 
contradict the findings by Cosgrove (2016) and Wang (2017), who demonstrated no significant results on the effect 
of gamification on self-efficacy. Nevertheless, this finding is in line with Girardelli (2017), who demonstrated 
the effectiveness of gamification in improving ESL/EFL students’ confidence in giving a short speech in English 
without much preparation.

 While gamification classes appeared to have promoted motivation among participants, leading to an 
increased self-efficacy, gamification was found to have a more significant effect on hoteliers’ self-ratings of their 
occupational self-efficacy than their guest interaction skills, which might be due to the challenging nature of the 
speaking skills itself. According to Raba (2017), mastering speaking is a challenging task and requires great effort 
from learners as it involves understanding vocabulary, correct grammar, pronunciation and sentence structure. 

Regarding the correlation between perceived guest interaction skills and occupational self-efficacy before 
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gamification classes, it was found that there was a positive correlation between the variables for all respondents 
and the respondents in the experimental group, and the relationship strength was average to strong. In line with 
the current study results, Alawiyah (2018); and Mastur (2016) revealed a positive correlation between students’ 
self-efficacy and speaking skills. Mazaheri and Yazdani (2016) also revealed that when self-efficacy is increased, 
so does the oral presentation ability of students. The positive correlation found in this study can be explained by 
Bandura (1986), who posited that what individuals think, feel or believe about themselves can influence their 
behaviour. 

While the findings revealed a positive correlation between the perceived guest interaction skills and 
occupational self-efficacy after gamification experiences, the strength of the relationship was very weak to 
average. As mentioned before, the gamification techniques used in this study were found to have a bigger effect 
on respondents’ occupational self-efficacy than their guest interaction skills. The smaller impact on one variable 
compared to the other appears to have contributed to the weak average association between the variables after 
gamification classes. Studies in a non-gamification context also showed a positive correlation between self-
efficacy and speaking performance (Alawiyah, 2018; Mastur, 2016); however, Alawiyah (2018) reported that the 
strength of the correlation was weak. Previous studies have also revealed that gamification enhanced speaking 
performance (Alfulaih, 2017) and self-efficacy (Chong, 2019). Unfortunately, the very weak to the average 
association between the variables after gamification experiences cannot be contrasted with other studies due to 
the lack of literature focused on the relationship between guest interaction skills and occupational self-efficacy 
within gamification instruction.

Limitations of the Study

The current study has some limitations. The current study was conducted in a single hotel, and the location 
was limited to a state in Malaysia. The data depicts employees’ perception of their ability to interact with guests 
and their level of occupational self-efficacy from a single hotel. This prevents the researcher from seeing the 
complete picture of Malaysian hotel industry workers’ perceived ability to interact with guests and their level of 
occupational self-efficacy. The sample used for the intervention in this study was relatively small; therefore, the 
generalizability of the results to the industry is limited. The current study also used a one-group pre and post-
intervention questionnaire survey to assess participants’ self-ratings before and after the intervention. Due to 
time constraints, the researcher could not use a diagnostic language test to measure the extent to which hoteliers’ 
level of guest interaction skills changed after gamification experiences. 

Conclusion

In sum, the present study corroborates studies that have documented a significant association between 
speaking skills and self-efficacy (Alawiyah, 2018; and Mastur, 2016) and those that reported a significant difference 
in speaking skills (Adhiatma, Rahayu & Fachurunnisa, 2019; Alfulaih, 2017) and self-efficacy (Singh et al., 2018) 
before and after gamification experiences. However, the current finding regarding the correlation between guest 
interaction and occupational self-efficacy within gamification could not be supported by the literature due to a 
lack of evidence. Overall, the findings suggest that gamification can improve hoteliers’ guest interaction skills, 
enhancing their occupational self-efficacy.  

The current study has important implications for HR management strategies, particularly related to training 
and development programs. A substantial body of literature and the current findings show evidence of the strong 
positive impact of gamification strategy on individuals’ oral interaction skills and occupational self-efficacy; 
therefore, gamification strategy should always be incorporated into employee training programs for enhancing 
employees’ guest interaction skills. 
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Recommendations for future research

It is recommended that the same research be conducted using samples from several hotels, perhaps in different 
star categories, to obtain results that will be a more precise and accurate representation of hoteliers in Malaysia’s 
hotel industry. Using a larger sample to conduct the intervention in future research is also recommended to see 
a proper correlation effect. 

Furthermore, future research can also use an experimental design with a control and treatment group to 
assess the effectiveness of the gamification strategy. Finally, future research should employ a diagnostic language 
test to assess hoteliers’ ability to interact with their guests before and after gamification experiences. 
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