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Accepted: Context and Purpose: Memorable experiences are considered one of the effective factors

September 2, 2024 in tourists revisiting tourist destinations. This study investigated the relationship between
Available online: tour guides' language proficiency level and their capability to create memorable
October 21, 2024 experiences, focusing on tour guides' and foreign tourists’ perspectives.
Design/methodology/approach: This research adopted a mixed-methods design in which
both quantitative and qualitative data were collected and analysed. A questionnaire was
used to collect quantitative data, and semi-structured interviews were used for qualitative
data. The participants comprised 23 tour guides and 65 foreign tourists.

Findings: The results of the quantitative section indicated that there is a significant
difference between the memorable experiences of tourists who were guided by people with
high language proficiency compared to those who were guided by tour guides with basic
language skills. The results of the thematic analysis of tour guides revealed five themes
encompassing understanding historical and cultural commonalities, language barriers and
their impact, storytelling and language mastery, feedback reflecting language effectiveness,
) and language proficiency as a tool for connection. The results of the thematic analysis of
Language skill level, tourists demonstrated six themes constituting communication effectiveness, tour
creating memorable enjoyment experience, emotional impact, adaptability and flexibility, perceived
experiences, tour guides, | professionalism, challenges, and barriers.

foreign tourists. Conclusion: The results of this research corroborate that the language proficiency of tour
guides is an essential component in effective tour guiding. The results of this research
highlight the need for continued investment in language training for tour guides. By doing
this, the tourism industry can ensure that tourists end their trips not only with more
knowledge but also with precious memories.

Originality /value: By highlighting the role of language skills of tour guides, this research
helps to understand the role of the important element of language in creating memorable
experiences for tourism managers.
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Extended Abstract

1. Introduction

Tourism encompasses the multifaceted
experience of visiting, observing, learning,
enjoying, and engaging in activities
distinct from the quotidian life of tourists.
Memorable experiences for tourists are
those that are selectively curated from
their overall experiences and can be vividly
recalled following their journey. As travel
becomes increasingly accessible, there has
been a notable surge in the demand for
proficient tour guides. Tour guides
function as intermediaries between
tourists and the local culture, history, and
environment, facilitating not only the
dissemination of knowledge but also the
generation of unforgettable experiences. A
pivotal factor that affects the efficacy of
tour guides in fulfilling this role is their
language proficiency. Consequently, it is
imperative to comprehend how language
proficiency influences the quality of
guided tours, which holds significance for
both tour operators and destination
managers. Although prior research, has
explored various dimensions of tour
guiding, such as training programs and
professional development, there remains a
paucity of studies specifically addressing
the interaction between language skills
and experiential quality from the
perspectives of both guides and tourists.

2. Research Methodology

This study adopted a mixed-methods
design to address the research objectives.
In so doing, both quantitative and
qualitative data were collected and
analysed. The instruments of the study
included IELTS, memorable tourist
experiences scale, and semi-structured
interviews. The participants comprised a
group of 23 tour guides and 65 foreign
tourists. Initially, the 23 tour guides took

the IELTS test and were divided into two
groups based on their language
proficiency level. Next, the tourists were
asked to fill out the memorable tourist
experiences scale. Following that, 18 tour
guides and 24 tourists participated in
semi-structured interviews. To analyse
the quantitative data, an independent
samples t-test was used. As for the
qualitative data, thematic-content
analysis was performed.

3. Research Findings

The results of the independent samples t-
test indicated a significant difference
between the memorable experiences
reported by tourists who were guided by
tour guides with high language proficiency
compared to those who were guided by
individuals with basic language skills. The
results of the thematic analysis of tour
guides revealed five themes encompassing
understanding historical and cultural
commonalities, language barriers and
their impact, storytelling and language
mastery, feedback reflecting language
effectiveness, and language proficiency as
a tool for connection. The results of the
thematic analysis of tourists
demonstrated six themes constituting
communication effectiveness, tour
enjoyment experience, emotional impact,
adaptability and flexibility, perceived
professionalism, challenges, and barriers.

4. Conclusion

The results underscore the critical role
that language proficiency plays in shaping
tourist experiences, aligning with previous
research that emphasizes the importance
of effective communication in the tourism
sector. In conclusion, this study reinforces
the notion that language proficiency is a
fundamental component of effective tour
guiding. The significant differences in
memorable experiences between tourists
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guided by proficient versus basic speakers
highlight the need for ongoing investment
in language training for tour guides. By
doing so, the tourism industry can ensure
that visitors leave with not only knowledge
but also cherished memories of their
journeys.
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