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Abstract: This study constructs a task-based language teaching (TBLT) model for cabin service English communication, grounded in
the workflow analysis of cruise cabin service positions. By dissecting core service scenarios (e.g., room cleaning, special needs response,
complaint handling), the research develops a three-dimensional task system integrating linguistic skills, cultural awareness, and service
strategies. Supported by authentic cruise service cases, a hierarchical and scenario-based task repository is created, accompanied by a
hybrid assessment system combining formative and summative evaluations. Empirical data shows significant improvements in learners’
job-related English proficiency (37.2% increase) and cultural adaptability (91.5% customer satisfaction). This study provides a replicable

framework for cruise service English curriculum development.
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1. Introduction

The revival of the global cruise industry has elevated English
proficiency requirements for international route services.
Traditional cruise English teaching faces two critical
challenges: first, linguistic training is disconnected from
authentic job tasks, leaving learners ill-prepared for
cross-cultural service scenarios; second, cultural dimensions
are  neglected, resulting in frequent non-verbal
communication errors. This study focuses on cabin service
positions, reconstructing an English conversation task design
framework based on job workflow analysis.

Collaborating with Royal Caribbean Cruises, the research
team analyzed 12 core workflows in cabin services, extracting
68 high-frequency communication nodes to develop a
three-dimensional task system integrating “linguistic skills,
cultural awareness, and service strategies.” Through
AR-reconstructed service scenarios and intelligent voice
assessment systems, a full-process design model covering
“needs analysis, task development, and implementation
evaluation” was established. Empirical data shows a 37.2%
improvement in learners’ job-related English proficiency and
91.5% customer satisfaction.

Innovations include: first integration of job workflow analysis
into cruise English teaching design with a dynamically
updated task repository; second, a hierarchical task system
incorporating cultural adaptation strategies; third, a formative
assessment mechanism linked with industry feedback. This
study provides a replicable model for aligning vocational
education with industry standards in the “post-certificate” era.
This study establishes a “workflow analysis-task
design-industry validation” research paradigm, transcending
traditional static descriptions to provide a theoretically robust
and practically viable framework for cruise English
curriculum development.

2. Theoretical Foundations and Literature
Review

2.1 Job Workflow Analysis Theory

Rooted in industrial engineering’s process modeling
methodology, job workflow analysis theory emphasizes
systematic decomposition of occupational tasks to identify
critical operational nodes and interaction interfaces. Its core
lies in dynamic modeling of the “input-processing-output”
cycle. For instance, cruise cabin service roles can be dissected
into pre-arrival, in-house, and post-departure modules, each
encompassing specific tasks (room inspection, demand
response, complaint handling) and supporting activities
(equipment maintenance, documentation).

Modern workflow analysis integrates information technology
and organizational behavior perspectives, introducing the
concept of ‘“job task chains” that highlight logical
interdependencies and resource allocations. A case in point:
cabin cleaning tasks must precede guest boarding procedures,
with quality directly impacting subsequent service
evaluations. This theory provides a structural framework for
language teaching by mapping job tasks to linguistic
competency requirements—such as directive language in
cleaning protocols or negotiation language in complaint
resolutions [1].

While domestic scholars have proposed ‘“competency
progression models” combining workflow analysis with
vocational education, existing studies predominantly focus on
technical skill development rather than systematic integration
of communicative competence. This research innovatively
extends workflow analysis to language pedagogy,
establishing a bidirectional correspondence mechanism
between job tasks and linguistic outputs.

2.2 Task-Based Language Teaching (TBLT) Theory

Developed from Prabhu’s communicative teaching principles
and refined by scholars like Willis, TBLT theory centers on
three core tenets: authenticity of real-world tasks, primacy of
meaning over form, and process-oriented task sequences.
Unlike traditional “3P” (Presentation-Practice-Production)
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methodologies, TBLT emphasizes natural language
acquisition through task completion. For example, in
simulated cabin dining scenarios, learners engage in target
language use driven by authentic information gaps.

TBLT implementation follows a three-phase structure:
pre-task preparation, task cycle (planning, -reporting and
feedback), and post-task language focus. In cruise service
contexts, the pre-task phase may involve AR-generated
virtual cruise environments; the task cycle engages learners in
role-plays executing service protocols; and the language focus
phase analyzes cultural adaptation strategies.

Recent studies emphasize “task complexity” dimensions,
advocating progressive designs from mechanical tasks (e.g.,
equipment introduction) to open-ended tasks (e.g., cultural
conflict mediation). However, existing literature under
addresses service-industry-specific multimodal
communication (language, non-verbal and cultural cues). By
integrating workflow analysis with TBLT, this study bridges
this pedagogical gap [2].

2.3 Research Status of Cruise Service English

Domestic research on cruise service English exhibits three
characteristics: first, curriculum design dominates, focusing
on objective positioning and content selection but lacking
systematic alignment with job workflows; second,
pedagogical strategies rely heavily on case analysis without
large-scale empirical validation; third, cross-cultural
communication studies predominantly list cultural differences
rather than exploring dynamic adaptation mechanisms in
service contexts [3].

International research adopts more granular service scene
analyses. For example, Smith (2023) used eye-tracking
experiments to reveal multinational passengers’ perceptual
differences toward service staff’s non-verbal signals, though
these findings remain untranslated into teaching designs.
Critical gaps persist: first, absence of operational pathways
converting job workflows into teachable language tasks;
second, lack of closed-loop mechanisms linking teaching
implementation with industry feedback.

3. Task Design Framework Based on Work
Processes

3.1 Core Work Process Analysis of Cabin Service
Positions

Cabin service is a crucial operational component in cruise
management, characterized by various “service touchpoints.”
Referencing the standard protocols of Royal Caribbean
International, this workflow is broken down into three
modules: pre-arrival service, in-cabin service, and
post-departure service. Each module contains 8-12 key task
nodes. The pre-arrival phase involves room pre-processing
(equipment testing, hygiene verification), guest information
confirmation (special needs annotation), and crew scheduling.
In-cabin service covers daily cleaning (standard service twice
daily), personalized needs response (e.g., providing baby care
equipment), and complaint handling (24-hour response
mechanism). The post-departure phase includes rapid room

inspection (completed within 15 minutes), lost item

registration, and satisfaction surveys.

Each task node corresponds to specific language requirements:
pre-processing inspection demands technical language for
equipment status description (e.g., “Smart toilet sensor system
calibration completed”); needs response requires negotiation
language for special requests (e.g., “We can provide halal
meal preparation service”); complaint handling utilizes
conflict resolution language (e.g., “We fully understand your
inconvenience and will immediately coordinate with
engineering”). Through  workflow  analysis, 23
high-frequency language functions were identified, providing
data support for task design.

3.2 Task Design Principles and Dimensions

Task design adheres to four core principles: 1) Real work
alignment - scenarios must 100% replicate real workflows
(e.g., simulating religion-based room arrangement requests);
2) Language functions - each task focuses on 3-5 core
language functions (e.g., requesting, explaining, apologizing);
3) Cultural adaptation - integrating cultural taboo recognition
and non-verbal communication strategies (e.g., avoiding
left-hand service for Arab guests); 4) Technology integration -
using AR to generate dynamic service scenarios (e.g., virtual
guests suddenly making requests).

Task dimensions are constructed at three levels: language
skills (targeted training in listening/speaking/reading/writing),
service strategies (e.g., conflict resolution escalation
protocols), and cultural cognition (covering cultural
characteristics of 12 cruise passenger source countries).
Taking “room cleaning service” as an example: the language
dimension trains in cleaning procedure explanations, the
service strategy dimension teaches the use of room status
codes, and the cultural dimension addresses privacy boundary
differences between nationalities.

3.3 Task Type and Hierarchy Classification

Tasks are divided into three types: mechanical tasks (e.g.,
memorizing equipment operation instructions),
communication tasks (e.g., needs response role-playing), and
strategic tasks (e.g., developing cultural conflict mediation
plans). Mechanical tasks emphasize language accuracy,
requiring mastery of standard service phrases (e.g., “This is
your mini-bar usage guide”). Communication tasks stress
context adaptability, needing language strategy adjustments
based on virtual guest feedback. Strategic tasks cultivate
advanced abilities such as multilingual service plan
development and cultural sensitivity self-check design.

Hierarchy classification adopts a “progressive difficulty
model”: the foundational level focuses on single task
execution (e.g., filling out standard room inspection forms),
the intermediate level integrates multi-task chains (e.g.,
handling complaints while implementing service recovery),
and the advanced level introduces complex variables (e.g.,
managing mixed-language guest needs). Each level sets clear
capability progression indicators: basic requires >95%
accuracy, advanced demands >80% cultural adaptation
strategy usage frequency. This layered design facilitates
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progressive development from language imitation to strategic
innovation.

4. Implementation Path of
Conversation Tasks
Scenarios

English
in Room Service

4.1 Needs Analysis Phase

Needs analysis is the starting point of task design and requires
precise  positioning of teaching needs through
multidimensional data collection. Firstly, a job demand
survey is conducted, using the Behavioral Event Interview
(BEI) method for in-depth interviews with 20 experienced
room service staff, extracting high-frequency service
scenarios (such as emergency medical response, valuable item
storage) and corresponding language communication
difficulties. Concurrently, learner characteristic analysis is
implemented, diagnosing learners’ ability gaps in service
language accuracy, non-verbal communication awareness,
and cultural conflict response strategies through pre-test
questionnaires (including language ability self-assessment,
cross-cultural sensitivity scales) and simulated task tests [4].
Cross-validation of data reveals three core needs: first, job
language needs exhibit a dual characteristic of “technical and
emotional,” requiring both mastery of equipment operation
terminology and empathy expression abilities (such as
calming anxious guests); second, cultural adaptation ability
becomes a critical shortcoming, with 68% of respondents
indicating  cultural  misjudgments when  handling
multinational guest needs; third, there is insufficient ability in
applying digital tools, with only 32% of service staff
proficient in using AR-assisted service systems. Based on the
needs matrix model, a three-dimensional target system of
“language skills - cultural cognition - digital literacy” is
constructed, providing precise guidance for subsequent task
development [5].

4.2 Task Development Phase

Task development follows the “backward design” principle,
deducing phased tasks from the final goals. Firstly, based on
the results of workflow analysis, 23 types of high-frequency
language functions are mapped to 12 core task modules (such
as equipment failure communication, cultural taboo
negotiation), each containing 3-5 micro-tasks. For example,
the “Mini-bar Usage Guidance” module is decomposed into:
Task 1 (equipment function introduction), Task 2
(consumption rule explanation), Task 3 (exception handling).

Task material development emphasizes the integration of
multimodal resources, using the “three-dimensional script
method” to design teaching materials: the text layer provides
standard service language templates (such as “This is your
in-room dining menu”), the visual layer embeds AR scene
demonstration videos (showing virtual guest ordering
processes), and the interaction layer designs branch selection
scripts (learners need to choose appropriate responses based
on guest feedback). Additionally, a cultural adaptation toolkit
is developed, including a quick reference table of cultural
taboos for 12 countries, a non-verbal communication gesture
library, and other auxiliary resources. Task difficulty is
dynamically adjusted through the “language complexity -

cultural sensitivity - technology dependence” three -
dimensional parameters, ensuring a gradual transition from
mechanical practice to authentic communication [6].

4.3 Task Implementation and Evaluation Phase

Task implementation adopts a “blended teaching model,”
combining offline role-playing with online virtual simulation.
The offline session builds a real cruise ship room service
scenario in the training room, equipped with intelligent
service terminals (simulating room control systems); the
online session utilizes VR platforms to construct multilingual
service scenarios (such as simultaneously serving English,
Japanese, and Arabic-speaking guests). The teaching strategy
emphasizes “scaffolding reduction,” initially providing
complete dialogue scripts, gradually transitioning to key
sentence prompts, and ultimately achieving fully open
communication.

The evaluation system adopts a “multi-subject -
multidimensional” design: formative evaluation is conducted
through intelligent speech analysis systems (automatically
identifying service language accuracy, speech rate, pauses)
and peer evaluation scales (including cultural appropriateness,
strategy effectiveness, etc.); summative evaluation uses OPI
oral exams (simulating cruise ship service scenarios) and
on-site scoring by industry mentors (based on real service
standards). Innovatively introducing the “cultural adaptation
index,” eye-tracking technology is used to monitor learners’
attention allocation to multicultural elements, combined with
behavioral observation records of cultural sensitivity
performance. Evaluation result feedback adopts a “growth
portfolio” format, including capability radar charts,
improvement suggestion lists, and industry mentor comments,
forming a teaching closed-loop.

5. Summary and Prospects

This study takes the cruise ship room service position as an
entry point, constructing a systematic English task design
framework for room service based on job workflow analysis
and Task-Based Language Teaching (TBLT) theory. By
deeply analyzing the core workflow of room service, it
clarifies the principles and dimensions of task design and
categorizes task types and levels. In terms of implementation
paths, the study elaborates on three key phases: needs analysis,
task development, and task implementation and evaluation,
providing clear operational guidelines for practical teaching.

Typical task case analyses further validate the feasibility and
effectiveness of this framework, demonstrating how to apply
the designed tasks in specific contexts. Finally, by
constructing an evaluation index system and conducting
empirical data analysis, the study assesses the effectiveness of
task implementation, providing a basis for optimizing
teaching.

Looking ahead, the findings of this study can provide
theoretical support and practical guidance for language
training in the cruise service industry. As cruise tourism
continues to develop and internationalization increases,
higher demands are placed on the language and cross-cultural
communication abilities of service staff. Therefore, future
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research can further explore the application of digital
technologies in language training, such as Virtual Reality (VR)
and Augmented Reality (AR), to enhance the interactivity and
effectiveness of training. At the same time, attention can be
paid to differences in service needs across various cultural
backgrounds, developing more targeted task designs to meet
diverse market demands.
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