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This study investigates the English communication strategies employed by 
frontline staff at Highland Resort and Nature Tours (HRNT) Tomohon when 
interacting with international guests. Set in a hybrid tourism environment that 
integrates hospitality services with high-risk outdoor activities, the study 
highlights the communicative demands faced by staff in ensuring both effective 
service and guest safety. A qualitative case study design was adopted, involving 
seven frontline staff members selected through purposive sampling. Data were 
collected through field observations and semi-structured interviews over a two-
month period from April to May 2026. The data were analyzed using Dörnyei 
and Scott’s (1997) communication strategies taxonomy, encompassing direct, 
interactional, and indirect strategies. The findings revealed that interactional 
strategies were the most frequently used, particularly comprehension checks, 
confirmation requests, and response repair. Direct strategies, including 
circumlocution, approximation, and mime, were consistently employed by all 
participants to communicate technical and safety-related information. Indirect 
strategies, especially fillers, functioned as cognitive supports during demanding 
interactions. In addition, Google Translate emerged as a complementary digital 
resource used by five participants to bridge lexical and communicative gaps. 
These findings indicate that communication strategies in this setting function 
not only as linguistic compensation, but also as risk mitigation tools in high-
stakes tourism activities. It is concluded that HRNT staff demonstrate notable 
communicative adaptability despite limited formal English proficiency. The 
study recommends role-based ESP training supported by structured digital 
communication practices for frontline tourism personnel. 
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1. Introduction 
The global tourism industry has undergone significant transformation driven by 

globalization, shifting from infrastructure-based services toward experience economies that 
prioritize authentic human connections (Pine & Gilmore, 1998). Within this transformation, 
English has emerged as the primary lingua franca for international service interactions 
(Jenkins, 2020). For frontline staff in non-English-speaking countries, English proficiency is 
therefore not merely an additional service advantage but a functional necessity that directly 
influences service quality, guest satisfaction, and, particularly in high-risk tourism contexts, 
physical safety. In specialized adventure and eco-tourism settings, communication failures 
may have consequences that extend beyond service inconvenience. Bird and Gísladóttir (2020) 
documented that communication breakdowns during nature tours can create direct safety 
risks, while Matti et al. (2022) demonstrated that effective risk communication in volcanic and 
extreme tourism environments requires systematic, multi-channel messaging and structured 
staff training. These findings indicate that English communication in hybrid tourism settings 
should be understood not only as a hospitality instrument but also as an essential mechanism 
for risk mitigation. 

Communication Strategies (CS) refer to deliberate techniques employed by speakers 
when their available linguistic resources are insufficient to convey intended meanings. 
Dörnyei and Scott (1997, p. 174) define CS as "potentially conscious plans for solving what to 
an individual presents itself as a problem in reaching a particular communicative goal." In 
staff-guest service encounters, CS serves as an operational bridge between limited English 
proficiency and successful communicative outcomes by enabling staff to sustain interaction 
through strategies such as circumlocution, approximation, mime, and comprehension 
verification (Tarone, 1980). Despite substantial research on CS in Indonesian educational 
contexts, empirical investigations of CS use in professional hospitality and tourism 
workplaces remain limited. Existing Indonesian tourism studies have predominantly 
examined large urban hotels in Bali and Yogyakarta (Nugraha, 2021; Yunita & Wahyudi, 
2020), where interactions tend to follow predictable service scripts and communication 
failures generally involve limited physical consequences. Consequently, the distinctive 
communicative demands of hybrid tourism environments, in which staff simultaneously 
manage indoor hospitality services and high-risk outdoor nature guiding, remain 
underexplored. 

Highland Resort and Nature Tours (HRNT) in Tomohon, North Sulawesi, provides a 
distinctive context for investigating this issue. Situated between two active volcanoes, Mount 
Lokon and Mount Mahawu, HRNT combines indoor cottage hospitality with adventure and 
nature tourism activities, including mountain trekking, white-water rafting, and wildlife tours 
to Tangkoko Nature Reserve. A pre-observation visit conducted on September 23, 2025, 
confirmed the presence of communication challenges consistent with the Dörnyei and Scott 
(1997) taxonomy, including the use of mime, message reduction, and management escalation 
during live guest interactions. This setting provides an information-rich context for examining 
how frontline staff employ communication strategies to maintain interaction, overcome 
linguistic barriers, and ensure effective and safe service delivery. Accordingly, this study 
addresses two research questions: (1) What kinds of CS are employed by HRNT frontline staff 
when interacting with international guests? and (2) How do frontline staff use CS to bridge 
communication gaps with international guests? 

 
2. Literature Review 
2.1 Communication Strategies in Tourism and Hospitality 

Communication strategies in professional service contexts are deliberate techniques used 
to maintain interaction, repair breakdowns, or achieve communicative goals when linguistic 
resources are insufficient (Jumadil & Siswana, 2023; Nugraha, 2021). Contemporary research 
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repositions CS not as markers of linguistic deficiency but as legitimate professional 
competencies that reflect communicative resourcefulness. Studies of front office staff reveal 
frequent deployment of clarification requests, paraphrasing, and multimodal supports 
including gestures and written aids (Yunita & Wahyudi, 2020), while research on guided tours 
documents systematic use of approximation, circumlocution, and confirmation strategies to 
maintain interaction flow (Jumadil & Siswana, 2023). Speaking anxiety constitutes a critical 
constraint on CS deployment, as staff experiencing high communicative anxiety frequently 
default to avoidance behaviors rather than engaging guests as collaborative communication 
partners (Lamasigi et al., 2023). For HRNT staff, managing communicative anxiety is therefore 
a prerequisite for effective CS application, particularly in outdoor settings where confidence 
and authority directly affect guest safety compliance. 

 
2.2 The Taxonomy of Dörnyei and Scott (1997) 

The CS taxonomy developed by Dörnyei and Scott (1997) provides the analytical 
framework for this study. The taxonomy identifies three main categories: Direct Strategies 
address communication problems at the point of breakdown through techniques including 
circumlocution, approximation, mime, message reduction, and message replacement; 
Interactional Strategies involve the interlocutor in collaborative problem-solving through 
comprehension checks, confirmation requests, clarification requests, and response repair; and 
Indirect Strategies prevent or manage communication problems preemptively through fillers, 
repetition, and strategy markers. The taxonomy has been validated in Indonesian tourism 
contexts, with Nugraha (2021) finding paralanguage and approximation dominant among 
Bali resort front office staff, and Jumadil and Siswana (2023) confirming that clarification and 
compensatory strategies predominate among Lombok tour guides. The current study applies 
24 of the 33 original sub-strategies, excluding nine sub-strategies designed for written 
communication, instructional settings, or extended monologic discourse that do not apply to 
real-time service encounters. 

 
2.3 English for Specific Purposes in Hybrid Tourism 

English for Tourism, as a branch of English for Specific Purposes (ESP), centers on the 
language competencies required for hospitality service delivery and guest safety 
communication (Dudley-Evans & St John, 1998). Listening and speaking are consistently 
identified as the highest-priority skills in tourism service contexts (Suebwongsuawan & 
Nomnian, 2020). Research on ESP training confirms that experiential and simulation-based 
approaches produce the most significant improvements in staff communicative confidence 
and strategic competence (Wiraharja et al., 2023; Balak et al., 2022). Critically, limited 
grammatical mastery does not prevent successful communicative interaction; rather, it 
motivates the deployment of alternative approaches such as approximation and message 
reduction that maintain communication flow without grammatical precision (Lesirollo et al., 
2023). This finding is particularly salient for hybrid tourism contexts where staff must manage 
both routine hospitality language and specialized safety and cultural vocabulary within the 
same service role. 

 
2.4 Digital Communication Tools as Emerging CS Resources 

Beyond established verbal and non-verbal CS, digital translation tools have emerged as 
significant mediating resources in contemporary tourism communication. Gunadi and 
Setiawan (2024) confirmed that Google Translate effectively bridges language barriers in 
multilingual tourism contexts, though accuracy limitations persist for culturally nuanced or 
context-specific exchanges. Lee and Lee (2025), applying Cultural Historical Activity Theory, 
demonstrated that Language Translation Applications function as active mediators of 
meaning-making relationships between service providers and guests, enabling shared 
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understanding across diverse linguistic and cultural environments. Chen and Lin (2025) 
further established that while machine translation handles factual and transactional content 
adequately, human judgment remains necessary for rhetorical or culturally complex 
communication. These findings position digital translation tools not as substitutes for 
communicative competence but as legitimate supplementary resources within the ecology of 
professional tourism communication. 

 
3. Method 
3.1 Research Design and Setting 

This study employed a qualitative case study design (Yin, 2018), selected because HRNT's 
dual-context operational structure—combining indoor hospitality with high-risk outdoor 
nature tourism within a single staff team—constitutes a distinctive, information-rich case not 
found in previously studied tourism sites. The qualitative approach enabled contextually 
grounded, in-depth documentation of CS use as it naturally occurred in real service 
encounters (Creswell & Creswell, 2017). Data collection took place at HRNT in Kinilow 
Village, Tomohon, North Sulawesi, over a two-month period from April to May 2026, aligned 
with the peak international tourist season. The research setting encompassed two primary 
locations: the Front Office lobby and indoor hospitality areas, and outdoor tour destinations 
including Mount Mahawu trekking, Mount Lokon trekking, Pinaras and Kali waterfalls, 
Tangkoko Nature Reserve, Bunaken Marine Park, and the Minahasa cultural tour circuit. 

 
3.2 Participants 

Seven frontline staff members were purposively selected (Etikan et al., 2016) based on 
three criteria: at least one year of service experience at HRNT, regular direct interaction with 
international guests, and availability for both observation and interview data collection. Table 
1 presents the participant profiles. 
 

Table 1. Profile of Research Participants 

No Code Age Experience Role 

1 LM 26 8 Years Front Office / Receptionist 

2 RS 27 2 Years Front Office / Receptionist 

3 SN 24 5 Years Dual Staff (Front Office & Tour Guide) 

4 MM 49 20 Years Dual Staff (Front Office & Tour Guide) 

5 NS 51 18 Years Nature Tour Guide 

6 RR 44 6 Years Nature Tour Guide 

7 RP 52 12 Years Nature Tour Guide 

   Source: Primary data, 2026 

 
The seven participants represent three distinct role groups: LM and RS serve exclusively 

as Front Office receptionists; NS, RR, and RP serve as dedicated Nature Tour Guides; and SN 
and MM hold dual roles, functioning as both receptionists and tour guides depending on the 
resort's daily operational schedule. Experience ranges from two years (RS) to twenty years 
(MM), providing a cross-sectional view of CS use across competence levels and professional 
roles. 

 
3.3 Data Collection 

Three instruments were used in sequence. First, naturalistic observation was conducted 
using a structured checklist adapted from the Dörnyei and Scott (1997) taxonomy, classifying 
observed CS instances into direct, interactional, and indirect categories with columns for 
strategy type, service context, and frequency. A three-day habituation period preceded formal 
data collection to minimize the Hawthorne Effect. Where guest privacy constraints prevented 
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direct observation, simulation-based observation was employed, in which participants re-
enacted representative service scenarios validated against field notes and interview data. 
Second, semi-structured in-depth interviews were conducted following Kvale's (2007) seven-
stage inquiry framework, with questions adapted from the taxonomy's three category 
structure into open-ended probing prompts to explore participants' awareness of and 
reasoning behind strategy selection. Third, photographic documentation captured non-verbal 
strategy use with full participant consent. 

 
3.4 Data Analysis and Trustworthiness 

Data were analyzed using Creswell and Creswell's (2017) six-step qualitative procedure: 
organizing data, reading for holistic understanding, coding against the Dörnyei and Scott 
(1997) taxonomy, generating themes and role-based patterns, presenting findings with 
participant quotations, and interpreting results in relation to the research questions and 
theoretical framework. Trustworthiness was established through four criteria following 
Lincoln and Guba (1985): credibility via data triangulation across three instruments and 
member checking of interview transcripts; transferability through thick description of the 
HRNT context and staff roles; dependability through a consistent coding framework tied to 
the established taxonomy; and confirmability through transparent documentation of 
analytical decisions and proper attribution of all sources. 

 
4. Results and Discussion 
4.1 Types of CS Employed by HRNT Frontline Staff  

Analysis confirmed 18 of 24 applicable sub-strategies across all three Dörnyei and Scott 
(1997) categories. Six sub-strategies were entirely absent: message abandonment, 
restructuring, indirect appeal for help, guessing, response: repeat, and repetition. The 
complete distribution is presented in Table 2. 
 

Table 2. Communication Strategy Distribution Across All Seven Participants 

Category Strategy LM RS SN MM NS RR RP Total 

Direct Message Reduction ✓ ✓ ✓ ✓ ✓ ✓ ✓ 7/7 

Message Replacement ✓ ✓ ✓ ✓ ✓ ✓ ✓ 7/7 

Circumlocution ✓ ✓ ✓ ✓ ✓ ✓ ✓ 7/7 

Approximation ✓ ✓ ✓ ✓ ✓ ✓ ✓ 7/7 

Mime ✓ ✓ ✓ ✓ ✓ ✓ ✓ 7/7 

Use of All-Purpose Words ✓ ✓ ✓ ✓ ✓ ✓ – 6/7 

Code Switching ✓ – ✓ ✓ – ✓ ✓ 5/7 

Literal Translation ✓ – – ✓ – ✓ – 3/7 

Self-Repair – ✓ – – – – – 1/7 

Interactional Comprehension Check ✓ ✓ ✓ ✓ ✓ ✓ ✓ 7/7 

Confirmation Request ✓ ✓ ✓ ✓ ✓ ✓ ✓ 7/7 

Response: Repair ✓ ✓ ✓ ✓ ✓ ✓ ✓ 7/7 

Interpretive Summary ✓ ✓ ✓ ✓ ✓ – – 5/7 

Direct Appeal for Help ✓ ✓ ✓ – – ✓ – 4/7 

Clarification Request ✓ – – – – – – 1/7 

Expressing 

Nonunderstanding 

✓ – – – – – – 1/7 

Indirect Use of Fillers ✓ ✓ ✓ ✓ ✓ ✓ – 6/7 

Strategy Markers ✓ – ✓ – ✓ ✓ – 4/7 

Additional Google Translate ✓ ✓ ✓ ✓ – ✓ – 5/7 

Source: Adapted from Dörnyei and Scott (1997) 
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a. Direct Strategies 
Five direct sub-strategies achieved universal usage (7/7): message reduction, message 

replacement, circumlocution, approximation, and mime. These five strategies constitute the 
core problem-solving toolkit applied by all participants regardless of role or service setting, 
representing HRNT's baseline CS repertoire. 

Circumlocution was the primary vocabulary-gap resolution technique. When specific 
English terms were unavailable, all participants shifted to physical or functional descriptions. 
SN demonstrated this during a Gunung Mahawu trekking tour: “I forgot the word crater, so 
I told the guest: Look at that, the big hole with white smoke on top of the mountain. The guest 
immediately understood, Oh, you mean crater.” MM applied the same technique at a clove 
plantation, describing cloves as “small flower for cigarette and cooking” while pointing to the 
tree, successfully prompting the guest to supply the target word. In both cases, circumlocution 
resolved the vocabulary gap without interrupting the communicative flow. 

Approximation operated alongside circumlocution as a speed-prioritizing substitute 
strategy. In Front Office settings, LM substituted “pool” for “fish pond” and RS used “tool to 
open your drink” for bottle opener. Tour guides regularly employed semantically adjacent 
expressions for culturally specific objects: SN used “small house for rest” for a traditional 
pavilion, and RP described a rock cave passage as “big stone hole, one by one.” These 
substitutions sacrificed lexical precision in exchange for maintaining interaction continuity, a 
trade-off reflecting professional judgment rather than linguistic failure. 

Mime was universally deployed as both a vocabulary supplement and a safety 
communication tool. RP demonstrated this most consequentially at waterfall sites: “I cross my 
arms over my chest and shout: No! Dangerous! Stay back! The visual makes them obey faster.” 
SN used an elaborate gesture sequence—mimicking the beak and wing movements of a 
Hornbill bird—that achieved immediate guest recognition without verbal explanation. LM 
employed open-hand and chest-placement gestures in Front Office settings to communicate 
hospitality warmth during restaurant promotions, demonstrating that mime serves social as 
well as referential functions in service communication. 

Notably, message abandonment was entirely absent from all seven participants. No staff 
member left an interaction unresolved due to vocabulary failure, a pattern consistent with 
HRNT's simulation-based training approach and indicating an internalized problem-solving 
orientation toward communication breakdowns (Wiraharja et al., 2023). 

 
b. Interactional Strategies 

Three interactional sub-strategies achieved universal usage (7/7): comprehension check, 
confirmation request, and response: repair. These three strategies constituted the safety-
critical and accuracy-assurance core of HRNT's interactional CS repertoire.  

Comprehension check was the most safety-critical strategy in the dataset. In outdoor 
settings, all tour guides systematically verified guest understanding before commencing 
activities. SN's pre-trekking protocol exemplifies this: “I said: Listen guys, before we hike 
Mount Mahawu, please note that the path today is very rocky and extremely slippery due to 
the rain. Is that clear for everyone? Do you all understand? I must hear them say Yes or see 
them nod confidently before we dare to lead the group.” LM applied equivalent verification 
at check-in: “Listen, no smoking inside the room. Do you understand? I must hear them say 
Yes or see them nod confidently before I give them the room key.” This parallel deployment 
across indoor and outdoor settings confirms that comprehension checking functions as 
HRNT's primary risk management tool, not merely a language teaching technique. 

Confirmation request was used across all service contexts to prevent service and safety 
errors. RS described it as “absolutely essential” and “mandatory,” explaining that 
summarizing guest orders ensured professionalism and prevented billing disputes. This 
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strategy's universality across roles and settings reflects its dual function: it serves both 
accuracy assurance in administrative contexts and safety verification in outdoor contexts. 

Response: repair was applied reactively whenever guests indicated confusion. Staff 
consistently slowed their speaking rate, replaced complex vocabulary with simpler 
synonyms, and re-confirmed the corrected message. NS employed a more assertive repair 
approach in outdoor settings, raising his voice and slowing his tempo: “When a guest took 
the wrong turn at a trail junction, I immediately raised my voice and said: Hey mister, wrong 
way! Follow me here!” This variation reveals that response repair adapts in urgency and 
intensity to the stakes of the communicative context. 

A significant role-based divergence emerged in direct appeal for help (4/7). Front Office 
staff (LM, RS) and dual staff (SN) treated peer assistance as a professional service procedure, 
with LM stating: “When I find it very difficult to explain resort services, I often ask Mr. 
Michael for help. I directly say to the guest: Excuse me, my senior will help you.” Tour guides 
NS, MM, and RP explicitly rejected this strategy on grounds of professional authority. NS 
stated: “Asking guests for help with words? I would never do that. It would be embarrassing 
for a senior like me to ask guests as if I were ignorant. We are their guide; we are the ones 
being paid.” This divergence demonstrates that CS selection is shaped not only by linguistic 
competence but by professional identity, role expectations, and workplace authority 
structures. 

 
c. Indirect Strategies 

Use of fillers was confirmed for six participants (6/7). LM explained the cognitive 
function: “Because I am not very fluent in English, my brain often needs a few seconds to find 
the right service word. So rather than standing frozen like a statue at the desk, I spontaneously 
say uhm... or let me see... while pretending to check the computer.” NS used fillers differently, 
as a stylistic resource to convey native-like fluency rather than as a pause filler. RP alone 
rejected fillers, reasoning that hesitation markers undermine safety instruction authority: “My 
speaking style in the field is brief, direct, and firm. Using uhm or well actually makes safety 
instructions sound hesitant in front of guests.” This variation reveals that the same CS can 
serve fundamentally different functions depending on speaker role and communicative 
context. 

 
4.2. Staff Used Constructive Strategies to Bridge Communication Gaps 

Three composite strategic patterns emerged from the data, each representing a sequenced 
approach to resolving communication breakdowns across different service contexts. 

The first pattern, the Describe-Demonstrate-Confirm Sequence, was the primary multi-
channel approach to vocabulary failure. Staff described the unavailable referent through 
circumlocution, supported the description with physical mime, and confirmed mutual 
understanding through a comprehension check. This sequence appeared consistently across 
all participants and settings, indicating its status as a routinized, shared strategic protocol at 
HRNT rather than an individually improvised response. Its effectiveness derives from its 
layered redundancy: the verbal description provides conceptual information, the mime 
anchors it to a concrete physical referent, and the comprehension check ensures that 
understanding has actually occurred before the interaction proceeds. 

The second pattern, the Substitute-and-Proceed Strategy, reflects the time-efficiency 
demands of outdoor tour guiding. When applying the full three-stage sequence would disrupt 
group momentum or delay safety-critical movement, guides substituted approximate terms 
and continued immediately. NS demonstrated this with expressions such as “Go there, small 
house for rest,” accepting a small loss of lexical precision in exchange for maintaining pace 
and group cohesion. This trade-off reflects trained professional judgment: guides assessed the 
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communicative stakes of each moment and selected the strategy that best balanced accuracy 
with operational requirements. 

The third pattern, the Mediated Communication Escalation Sequence, describes the 
staged approach employed when direct verbal strategies were insufficient. Staff first applied 
simplified English reinforced by mime; when this proved insufficient, they transitioned to 
Google Translate; when that was also inadequate, they escalated to a direct appeal to a more 
proficient colleague. Crucially, no interaction was left unresolved across all observed 
encounters, confirming that this three-stage sequence functions as HRNT's de facto 
communication breakdown protocol. 

 
4.3. Google Translate as an Emergent CS Extension 

The systematic use of Google Translate as a real-time communication support tool 
constitutes an additional finding that extends beyond the Dörnyei and Scott (1997) taxonomy, 
which was developed prior to widespread smartphone adoption. Five of seven participants 
integrated it into live service interactions, as shown in Table 3. 

 
Table 3. Google Translate Usage Patterns Among HRNT Frontline Staff 

Code Role Usage Contextual Evidence 

LM Front Office Used For non-English guests (Chinese/Japanese), payment 
instructions. "I type on the phone and show the translation 
so there is no misunderstanding." 

RS Front Office Used Instead of asking guests to repeat. "I type what I want to 
say and show the written translation." 

SN Dual Staff Used "Google Translate is the main helper when we are 
completely stuck and do not understand their accent, or 
when we get guests who cannot speak English at all." 

MM Dual Staff Used Opened two laptop tabs: hotel system and Google 
Translate. Used for administrative clarity and complex 
reservations. 

RR Tour Guide Used Only tour guide who openly used the app. "Wait, let me 
check" before typing; especially for Minahasa cultural 
terms. 

NS Tour Guide Not 
Used 

"Network conditions in the outdoors are unreliable. I 
always use my own understanding." 

RP Tour Guide Not 
Used 

"A senior guide should not be busy typing on a phone in 
the middle of a path; it looks amateur." 

Source: Primary data, 2026 

 
The tool served three primary functions: bridging with non-English-speaking guests 

(Chinese, Japanese, Korean, French), ensuring administrative accuracy in complex 
reservations, and translating culturally specific local terminology for which no standard 
English equivalent exists. RR, the only outdoor guide who used Google Translate, employed 
it transparently: “Wait, let me check” before typing and showing the translation for Minahasa 
cultural terms such as waruga and traditional food names. NS and RP declined the tool, citing 
unreliable outdoor network conditions and professional authority concerns respectively. 

Theoretical support for this finding is provided by Gunadi and Setiawan (2024), who 
confirmed that NLP-based tools including Google Translate effectively bridge language 
barriers in multilingual tourism contexts while acknowledging persistent accuracy limitations 
for culturally complex exchanges. Lee and Lee (2025) position translation applications as 
mediating linguistic tools that actively enable shared meaning-making between service 
providers and guests, rather than as passive word converters. The HRNT data confirm this 
theoretical framing: staff treated Google Translate not as a substitution for communicative 
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competence but as an active resource within a broader strategic ecosystem, integrated at a 
specific stage of the Mediated Communication Escalation Sequence based on contextual 
judgment. 

The role-based switching of dual staff participants SN and MM constitutes a further 
finding that extends the English for Tourism literature. Both participants employed materially 
different strategic repertoires depending on their assigned role at any given time: accuracy-
oriented, interactionally rich strategies in Front Office settings, and speed-oriented, authority-
maintaining strategies in outdoor tour settings. This context-modulated competence 
demonstrates that communicative proficiency in hybrid tourism workplaces is not a fixed skill 
set but an adaptive repertoire continuously adjusted to the communicative demands of the 
specific service role and environmental context. This finding has direct implications for ESP 
curriculum design, which should address both indoor hospitality communication and 
outdoor guiding communication as distinct competency domains with partially overlapping 
but functionally differentiated strategic demands. 

 
5. Conclusion 

This study confirmed that HRNT frontline staff actively and systematically deploy CS 
from all three categories of the Dörnyei and Scott (1997) taxonomy, with 18 of 24 sub-strategies 
confirmed and nine achieving universal usage across all participants. The complete absence 
of message abandonment across all seven participants provides empirical evidence that 
structured simulation-based training has produced a problem-solving rather than avoidance-
based communicative orientation. Three composite strategic patterns—the Describe-
Demonstrate-Confirm Sequence, the Substitute-and-Proceed Strategy, and the Mediated 
Communication Escalation Sequence—illustrate how staff use CS as context-sensitive, 
sequenced repertoires shaped by role, setting, and safety responsibilities rather than as 
isolated reactive behaviors. 

This study makes three specific contributions. First, it documents CS functioning as risk 
mitigation tools in a hybrid outdoor tourism context, extending the scholarly discussion 
beyond service politeness to safety-oriented interaction. Second, it identifies role-based CS 
switching among dual staff as evidence that English for Tourism competence in hybrid 
workplaces is context-modulated rather than fixed. Third, it documents the systematic 
integration of Google Translate into a three-stage CS escalation sequence, identifying a 
technology-mediated CS practice that existing taxonomies do not account for and that 
warrants formal theoretical recognition. 

HRNT management is recommended to develop role-differentiated ESP training 
programs addressing the distinct linguistic demands of Front Office service and outdoor tour 
guiding, formalize the three strategic patterns as service protocol, and provide structured 
training on digital communication tool use including guidance on contextual applicability and 
accuracy limitations. Future research should extend this investigation to other hybrid tourism 
sites across Eastern Indonesia, incorporate guest perspectives to evaluate CS effectiveness 
from both communicative parties, employ longitudinal designs to measure training outcomes, 
and develop updated CS frameworks capable of formally incorporating technology-mediated 
communication resources. 
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