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Abstract 
In the context of deep international integration and the robust recovery of the global tourism industry, foreign 
language proficiency and intercultural communication competence have become core determinants of high-quality 
tourism human resources, particularly management-level personnel who have graduated from universities. This 
paper evaluates the current competency status of tourism students, highlighting the gap between theoretical 
knowledge and practical adaptability, as well as deficiencies in cultural intelligence when handling complex 
practical situations. Using a narrative review, a case study, and the synthesis of modern educational theories, the 
study proposes a breakthrough, integrated framework of solutions for higher education institutions. Key solutions 
include implementing English-medium instruction (EMI) for specialized major courses, standardizing the 
Intercultural Communication module, applying project-based learning, and promoting the "Enterprise Semester" 
model in collaboration with international hotel corporations. The research findings provide a viable solution 
framework to help universities innovate their training curricula, thereby enhancing the global competitiveness of 
Vietnamese tourism graduates. 
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1. Introduction 

In today's era of rapid globalization and digital transformation, the international tourism 
and hospitality industry has undergone structural shifts, demanding a highly adaptable 
workforce with a strong global mindset. Following a period of volatility driven by global events 
and a subsequent robust recovery, tourism has re-emerged as an essential economic spearhead 
for emerging economies, particularly in Southeast Asia (Bui, 2022). For Vietnam—a nation 
endowed with a rich cultural heritage and actively promoting international integration—
attracting diverse, high-spending tourist markets has become a top strategic objective. 
According to the Vietnam National Authority of Tourism (VNAT, 2023), the country targeted 
8 million international arrivals in 2023 but achieved an impressive 12.6 million, yet the average 
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expenditure per tourist remained relatively low compared to regional peers like Thailand or 
Singapore. This indicates a critical need to shift from quantity-based to quality-based tourism 
service delivery, which fundamentally relies on the quality of human resources. Within higher 
education institutions, which bear the distinct responsibility of nurturing industry experts and 
future managers, the mission to cultivate graduates possessing both profound professional 
competence and strategic thinking have become more critical than ever (Vu & Nguyen, 2023). 
Despite clear state policies and market demands, a significant discrepancy persists between the 
quality of training institutions' output and the performance expectations of multinational 
tourism enterprises. Current industry assessments indicate that while university graduates 
frequently meet basic standardized output benchmarks—such as an IELTS score of 6.0 or 
TOEIC 650—their natural communication reflexes, operational fluidity, and proficiency in 
English for Specific Purposes (ESP) remain inadequate for high-end hospitality environments 
(Tran & Le, 2024). In this paper, foreign-language proficiency is defined not merely as passive 
linguistic knowledge measured by standardized test scores, but as the active communicative 
command and operational fluency in specialized vocational English required to execute 
complex hospitality tasks. Furthermore, a distinct lack of intercultural competence—defined 
here as the capacity to effectively communicate, adapt, and appropriately manage behavioral 
interactions across diverse cultural contexts—poses severe challenges for young professionals. 
Corporate recruitment surveys reveal that over 65% of newly hired tourism graduates struggle 
with intercultural sensitivity when handling crisis situations or serving niche customer 
segments, such as international travelers who strictly adhere to Halal or Kosher regulations 
(Nguyen, 2021). This competency gap stems from systemic issues within traditional university 
paradigms, including fragmented curriculum design (treating foreign languages as standalone 
modules), passive pedagogy, and loose structural alignments with global hospitality 
corporations. 

Addressing these educational shortcomings is urgent, particularly at the university (higher 
education) level. While vocational schools focus heavily on technical, entry-level task 
execution, university-level tourism programs are strategically designed to train future 
managers, strategic planners, and leaders who must possess advanced cognitive and cross-
cultural adaptability. To remain competitive in an increasingly volatile regional labor market, 
Vietnamese tourism graduates need university-level institutions to overhaul their training 
models. Solutions at this level require a distinct focus on integrating intensive academic study 
with direct exposure to world-class international enterprises. 

To bridge these gaps, this study establishes a direct diagnostic-to-solution logical 
framework. By first diagnosing the specific empirical deficiencies in graduates' linguistic and 
cultural capabilities, the paper constructs a targeted system of interventions. Consequently, this 
study is guided by three core Research Questions (RQs): What is the current state of foreign-
language proficiency and intercultural competence among university-level tourism graduates 
in Vietnam against multinational industry standards? What are the systemic pedagogical and 
structural barriers within current university curricula that hinder the development of these 
essential competencies? How can modern integrated frameworks, specifically English-Medium 
Instruction (EMI) and Project-Based Learning (PBL), be combined with industry partnerships 
to provide an actionable, scalable solution for higher education institutions? By addressing 
these questions, this paper aims to systematically assess the current state of university-level 
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tourism human resources. By synthesizing modern educational models—particularly English-
Medium Instruction (EMI) frameworks and Project-Based Learning (PBL)—and analyzing 
practical industry collaborations, this study proposes a comprehensive, integrated system of 
solutions. Ultimately, the insights presented aim to provide universities with an actionable 
roadmap for modernizing curricula, bridging academia and industry, and cultivating a new 
generation of tourism leaders who are culturally intelligent and globally prepared. 
 

2. Theoretical framework 

To establish a solid academic foundation for this study, the theoretical framework is 
constructed at the intersection of specialized linguistic competence and cultural adaptability, 
drawing on three core models. First, Cultural Intelligence (CQ), as conceptualized by Ang et 
al. (2007), is defined as an individual's capability to function and manage effectively in 
culturally diverse settings. This model comprises four closely interrelated dimensions: 
cognitive (knowledge of cultural norms), motivational (confidence and desire to experience 
new cultures), behavioral (flexibility in verbal and non-verbal expressions), and metacognitive 
(the capacity to control and adjust cultural awareness during real-time communication). For the 
tourism workforce, CQ serves as a behavioral filter, enabling them to understand, respect, and 
respond tactfully to the varying expectations of international tourists. Extending this line of 
thought, Deardorff’s (2006) intercultural competence model conceptualizes the phenomenon as 
a continuous developmental process aimed at achieving effective communication in 
multicultural contexts. This process originates from core attitudes, including respect, openness, 
and curiosity. Once activated, these attitudes drive a profound shift from internal outcomes 
(cultural empathy and adaptability) to external behavioral outcomes, allowing tourism 
personnel to navigate cross-cultural situations naturally and accurately. Finally, to 
operationalize these competencies within modern training environments, Macaro’s (2018) 
English-Medium Instruction (EMI) model is introduced as a groundbreaking instrumental 
solution. EMI refers to using English to teach academic subjects in countries where English is 
not the first language of most of the population. The ultimate goal of this model is to generate 
a dual impact: enhancing advanced specialized language proficiency within an academic 
environment while ensuring students fully acquire global tourism knowledge. Nonetheless, 
Macaro (2018) candidly highlights significant challenges, noting that EMI requires both 
lecturers and students to possess a robust foundation in academic language, as well as 
innovative pedagogical methods compatible with integration trends. Integrating these three 
theories creates a comprehensive analytical framework that guides soft skills and standardizes 
professional competencies for the tourism workforce in the new era. 
 

3. Methodology 

To address the research objectives, this paper adopts a qualitative-dominant mixed-
methods approach, combining a narrative review with a dual-perspective case study design. 
This combination ensures logical coherence, triangulation, and practical utility, moving beyond 
theoretical abstraction to offer scalable, innovative solutions for higher education. 

The narrative review component establishes the theoretical foundation and maps the 
macro-level context of global higher education innovation alongside domestic workforce 
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requirements. To ensure methodological rigor, a formalized search protocol was implemented 
across major academic databases, including Scopus, Web of Science, and Google Scholar. The 
literature search targeted publications between 2006 and 2026 using specific keyword 
combinations: "English-Medium Instruction" or "EMI", "Cultural Intelligence", "CQ", or 
"Intercultural Competence", and "Tourism Higher Education" or "Hospitality Management". 
Strict inclusion criteria required the retrieved papers to be peer-reviewed, written in English or 
Vietnamese, and explicitly focused on curriculum design or workforce competency gaps. This 
strategy yielded a core theoretical corpus synthesized from foundational models, including Ang 
et al.’s (2007) Cultural Intelligence, Deardorff’s (2006) intercultural competence model, and 
Macaro’s (2018) EMI framework. To complement this theoretical baseline, a systematic 
situational analysis was performed on secondary policy documents, including contemporary 
tourism curricula in Vietnam, national workforce quality reports from the Vietnam National 
Authority of Tourism (VNAT), and corporate recruitment surveys. This process categorized, 
compared, and contrasted macro curriculum structures against global intercultural criteria, 
thereby clearly pinpointing the current gaps in specialized foreign language training. 

To bridge academic training with industry expectations, a dual-perspective case selection 
strategy was applied using purposive sampling. Hanoi University (HANU) was selected as the 
academic case because it represents a critical, pioneering public institution in Vietnam that 
delivers undergraduate instruction entirely in English. Dissecting HANU’s Travel and Tourism 
Management major elucidates how the EMI framework is integrated into a localized higher 
education setting. Complementing this, Marriott International, Vietnam, was selected as the 
industry case to serve as the benchmarking partner representing multinational standards. As one 
of the world's largest hospitality brands with a massive operational footprint in Vietnam, 
Marriott provides an authoritative baseline for the exact linguistic and intercultural 
competencies demanded by the premium labor market. 

The study gathered a comprehensive interview and document corpus to facilitate robust 
data triangulation. Data collection was divided into institutional documentation and primary 
qualitative field data. The documentary corpus comprised 12 HANU curriculum blueprints and 
course syllabi, 4 HANU internal quality assurance reports, 3 VNAT sectoral workforce reports 
spanning 2021 to 2025, and 4 Marriott International competency and recruitment frameworks. 
The primary qualitative field data were harvested through semi-structured interviews and focus 
group discussions with an interview corpus consisting of 8 HANU faculty members serving as 
EMI lecturers, 15 senior-year HANU undergraduate students, and 4 Marriott HR and Learning 
and Development (L&D) managers. Faculty interviews focused on pedagogical execution and 
institutional barriers, student focus groups explored learning anxieties and experiential gaps, 
and industry interviews with Marriott executives targeted specific performance deficiencies 
observed in recent university graduates during corporate onboarding.  

The qualitative corpus was systematically analyzed using thematic analysis in NVivo 
through a rigorous two-stage coding process. First, deductive coding was applied using an 
initial codebook constructed around the predefined dimensions of Cultural Intelligence, 
covering cognitive, metacognitive, motivational, and behavioral CQ, alongside Macaro’s EMI 
structural variables, including teacher language proficiency, preparatory training, and 
pedagogical materials. Second, inductive coding was employed during open coding of the 
interview transcripts to capture emergent, context-specific themes unique to the Vietnamese 
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higher education landscape, such as localized cultural resistance, systemic assessment 
misalignments, and structural decoupling between universities and corporate networks. 

To ensure the academic rigor, validity, and trustworthiness of the findings, several 
validation strategies were executed. Data triangulation was achieved by cross-verifying the 
insights gained from institutional documents against the direct perspectives of lecturers, 
students, and industry employers. Member checking was subsequently conducted by returning 
the full interview transcripts and summaries to the participants, specifically the faculty and 
Marriott managers, to confirm the accuracy of their statements and interpretations. Finally, peer 
debriefing sessions with external researchers specialized in international education were 
utilized to eliminate researcher bias during the coding and thematic synthesis phases, thereby 
ensuring the objectivity, reliability, and reproducibility of the proposed educational solutions. 
 

4. Assessment of Current Student and Tourism Workforce Competencies 

The operational efficacy of the international tourism ecosystem relies heavily on the 
communicative fluency between front-line staff and management. When assessing the 
contemporary workforce—specifically individuals transitioning from higher education 
institutions into professional environments—a stark paradox emerges. Although the current 
generation of graduates possesses standardized credentials that far surpass those of previous 
cohorts, their practical capabilities within diverse, high-pressure corporate environments 
remain constrained. This section provides a critical diagnostic evaluation of the workforce 
across two interdependent dimensions: applied foreign-language competence and intercultural 
communication competence. 

4.1. Language Competence: Theory-Heavy and Deficient in Adaptability 
The contemporary landscape of foreign language competence within university-level 

tourism programs in Vietnam is characterized by an over-reliance on passive assessment 
benchmarks. Under current institutional regulations, undergraduates are rigorously trained to 
meet strict graduation prerequisites, which are typically assessed through standardized global 
examinations such as IELTS, TOEIC, or HSK (Tran & Le, 2024). Consequently, industry 
newcomers demonstrate a robust command of formal syntax, grammatical structures, and 
passive reading comprehension. 

However, a critical fracture becomes evident when these individuals integrate into the 
industry's operational realities. Fresh graduates often show poor natural communication 
reflexes and high levels of "language anxiety" when forced to navigate situations outside 
rehearsed scripts (Horwitz et al., 1986; MacIntyre, 1999). This phenomenon stems from 
overreliance on rote memorization and formulaic dialogue templates, which create a cognitive 
bottleneck when learners encounter spontaneous communicative contexts (Woodrow, 2006; 
Nguyen, 2024). In real-world corporate environments, a lack of strategic compensatory 
language techniques, coupled with the fear of negative evaluation, severely dampens students' 
natural improvisational capacity (Dewaele & MacIntyre, 2014). This deficiency is primarily 
rooted in incomplete mastery of English for Specific Purposes (ESP) tailored to the tourism and 
hospitality sector (Vu & Nguyen, 2023). Professional fluency in this domain extends far beyond 
everyday conversational literacy; it demands precise use of technical terminology, diplomatic 
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negotiation syntax, and persuasive storytelling methods essential for itinerary curation and 
guest relations. 

Furthermore, the domestic labor market suffers from a severe structural imbalance in 
language distribution, akin to linguistic mismatch. Higher education institutions 
disproportionately prioritize general English instruction, resulting in a saturated market filled 
with English-speaking candidates who lack niche professional skills. Conversely, the tourism 
sector faces an acute, long-term shortage of high-quality human resources fluent in strategic 
second foreign languages. As inbound international tourist markets continue to diversify, 
demand for professionals proficient in Chinese, Korean, Japanese, Spanish, and German have 
surged. The current workforce's inability to meet the advanced linguistic requirements of these 
high-spending segments has directly bottlenecked the industry's capacity to scale its premium 
service offerings. 

4.2. Intercultural Communication Competence 
While linguistic fluency serves as the structural vehicle of communication, intercultural 

competence—or Cultural Intelligence (CQ) — constitutes its psychological core (Ang et al., 
2015). Behaviorally, Vietnamese tourism graduates possess an invaluable innate asset: a natural 
predisposition toward hospitality, warmth, and genuine openness deeply rooted in national 
cultural values. This spontaneous welcoming nature enables front-line personnel to easily 
establish initial rapport and project a friendly corporate image to international visitors. 

Despite this indigenous strength, the workforce exhibits a systemic deficit in 
"intercultural sensitivity" and cognitive cultural intelligence when navigating complex global 
interactions (Deardorff, 2006). University training frameworks frequently fail to equip students 
with a nuanced understanding of macro-cultural variables. Consequently, young professionals 
enter the field with little to no deep insights into foreign religious practices, strict dietary 
mandates, or critical behavioral taboos characteristic of specific source markets (Nguyen, 
2021). 

This lack of structured cultural knowledge becomes a fatal barrier when cross-cultural 
boundary conflicts or operational crises occur. When faced with a dissatisfied international 
guest, cultural misalignment often triggers a service delivery failure. Because graduates are 
rarely trained in "Cultural Mapping" or flexible problem-solving, their default crisis 
management strategy relies heavily on subjective, ethnocentric perspectives rather than 
culturally empathetic lenses. Instead of de-escalating tension through culturally adaptive 
behavioral adjustments, staff members often resort to rigid, formulaic corporate scripts. This 
mechanical approach eliminates any potential for service personalization, transforming a 
service recovery moment—which could otherwise cultivate brand loyalty—into an alienating 
and dissonant experience for the international client. 

5. Findings and Discussion  

5.1. Current State of Foreign-Language Proficiency and Intercultural Competence  
The empirical diagnostic assessment reveals a critical "dual-gap" between university 

outputs and multinational industry standards: While over 80% of university-level tourism 
graduates fulfill nominal output benchmarks (e.g., IELTS - 6.0 or TOEIC – 6.50), they exhibit 
severe deficiencies in English for Specific Purposes (ESP) and real-time communication 
reflexes. Graduates struggle with professional hospitality jargon, strategic contract 
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negotiations, and high-context crisis management. Graduates demonstrate low Cultural 
Intelligence (CQ), particularly in cognitive and behavioral domains. They lack the nuanced 
understanding required to handle high-spending niche markets (such as executing Halal-
certified guest journeys, respecting Kosher dietary laws, or navigating East Asian non-verbal 
etiquette), leading to a high reliance on rigid, scripted interactions rather than authentic 
hospitality empathy. 

5.2. Systemic Pedagogical and Structural Barriers in University Curricula   
The study identifies three foundational barriers within the current higher education 

paradigm in Vietnam: Foreign language training is structurally isolated into standalone general 
modules, completely disconnected from core tourism management subjects. This prevents 
students from applying linguistic tools to actual industry simulations. Traditional lecture-based 
delivery dominates the classroom. A critical shortage of immersive learning environments 
leaves students with theoretical knowledge but little operational fluency or cross-cultural 
exposure. Partnerships with multinational tourism brands remain superficial (restricted to short 
site tours or basic internships). Industry leaders are rarely involved in co-designing curricula or 
assessing students' real-world behavioral competencies. 

5.3. The Integrated EMI-PBL and Industry Partnership Model  
To bridge the diagnosed gaps, this paper proposes a scalable, tri-centric framework 

tailored for university-level institutions: Integrating English-Medium Instruction (EMI) with 
Project-Based Learning (PBL). Instead of teaching in English, core tourism modules are 
restructured around real-world industry problems, with English used as the operational tool to 
deliver strategic solutions. Establishing continuous, formalized alliances with world-class 
hospitality groups (such as Marriott International or InterContinental Hotels Group). Under this 
model, corporate experts act as co-instructors and project evaluators. 

By embedding cross-cultural problem-solving into multi-semester projects, students are 
continuously forced out of their cultural comfort zones. This active immersion directly 
transforms passive linguistic knowledge into active foreign-language proficiency and boosts all 
four dimensions of Cultural Intelligence (CQ). 
 

6. Root Causes from a Higher Education Perspective: An Empirical Diagnostic 
Model 

To formulate sustainable interventions, a clinical analysis must look beyond the 
superficial manifestations of graduate deficiencies to dissect the systemic institutional 
vulnerabilities within the university ecosystem. The persistent gap between graduate 
competencies and global tourism industry expectations is not accidental; rather, it is a direct 
structural product of outdated academic paradigms. Based on empirical data from institutional 
document analysis and stakeholder interviews at Hanoi University (HANU) and Marriott 
International, this paper presents an illustrative diagnostic model highlighting three 
foundational root causes that impede the development of advanced applied language 
proficiency and cultural intelligence. 

The primary institutional barrier to producing globally competent graduates is the rigid, 
fragmented design of contemporary university curricula. In most traditional higher education 
institutions, knowledge is compartmentalized into artificially isolated pedagogical disciplines. 
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Analysis of 12 HANU curriculum blueprints shows that foreign language instruction is 
delivered predominantly as general, standalone modules during the first four semesters, 
completely detached from core tourism and hospitality management subjects taught in later 
years. Consequently, language is taught as an abstract tool, focusing on generic grammatical 
matrices rather than English for Specific Purposes (ESP). 

This structural decoupling deprives language of its professional context. Interviews with 
HANU faculty members confirm that students are expected to master linguistic mechanics in 
general education classes and then independently synthesize those tools with advanced service 
operations. Because the curriculum fails to provide integrated, interdisciplinary modules—
where language is naturally embedded within solving operational challenges—graduates fail to 
develop professional intuition. According to Marriott HR managers, this creates a "silo effect" 
in which incoming graduates hold parallel but disconnected blocks of knowledge, leaving them 
unable to seamlessly translate generalized language skills into practical service delivery under 
high-stakes, real-world conditions. 

The second systemic failure lies in the stubborn persistence of teacher-centered, passive 
instructional methodologies. Despite widespread academic rhetoric surrounding educational 
modernization, many university lecture halls remain stifled by traditional pedagogical 
structuralism. Focus group discussions with 15 senior HANU students highlighted that lecturers 
still serve as the primary conduits of theoretical knowledge, employing unidirectional lecture 
frameworks that prioritize content retention over adaptive application. 

This passive educational model is fundamentally incompatible with developing dynamic 
communication reflexes. Cultivating conversational spontaneity and high emotional 
intelligence requires high-fidelity, real-world friction. However, current course syllabi show a 
critical shortage of simulated service environments, modern front-office emulation software, or 
immersive cross-cultural role-playing. By depriving students of continuous exposure to 
unstructured interactive scenarios, universities inadvertently foster language anxiety and 
cognitive rigidity. When students are assessed primarily through written examinations and 
predictable, pre-rehearsed monologues, their capacity for real-time crisis management and 
adaptive intercultural negotiation atrophies. 

Finally, the protracted deficit in graduate work-readiness reveals a structural decoupling 
between higher education administration and the rapidly evolving global marketplace. While 
institutional reports show that universities actively promote formal alliances with commercial 
enterprises through signed Memorandums of Understanding (MOUs), Marriott Learning & 
Development (L&D) managers note that these partnerships frequently manifest as superficial 
marketing tools rather than deep operational integrations. 

This institutional detachment leads to obsolete training standards. Because universities 
rarely permit corporate executives to substantively co-author, audit, or continuously update 
educational syllabi, the curricula lag years behind the fluid operational realities of international 
tourism. Furthermore, data from student interviews indicate that mandatory internship modules 
are often deficient. Instead of serving as rigorous, high-fidelity corporate immersions that 
integrate students into diverse international teams, internships are often reduced to short-term, 
under-supervised clerical assignments. Without an intentionally bound, reciprocal institutional 
ecosystem that allows students to continuously stress-test their linguistic and cultural 
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boundaries under premium international service standards, higher education institutions will 
continue to produce graduates who fail to meet multinational competency baselines. 
 

7. Systemic Some Solutions for Universities 

The proposed solutions below are tightly synchronized under the competency framework 
of "Rigorous Academic Foundation - International Practical Exposure": EMI Curriculum 
Framework ➔ Intercultural Communication Modules ➔ International Corporate Semester. 

7.1. Solutions to Enhance Applied Foreign Language Competence 
Deploying the English-Medium Instruction (EMI) Model delivered core specialized 

courses (Tourism Management, Hospitality Management) entirely in English or via a bilingual 
format, commencing from the second academic year. 

Constructing a Linguistic Ecosystem established mandatory clubs and regulated, 
language-exclusive spaces (e.g., English Zones, Chinese Corners) across campus. 

Diversifying Second Foreign Languages Based on Market Trends designed short-term 
micro-credential certificate modules for Korean, Japanese, and Chinese, focusing directly on 
hospitality-specific usage rather than pure academic linguistics. 

7.2. Solutions to Develop Intercultural Communication Competence 
Standardizing the "Intercultural Communication in Tourism" Module elevated it to a core, 

mandatory course focused on consumer behavior analysis through Cultural Mapping. 
Adopting Project-Based Learning (PBL) assigned students to roles as tour operators or 

guest relations managers, forcing them to resolve high-fidelity, real-world cultural crisis 
scenarios. 

Implementing Internationalization at Home increased enrollment quotas for international 
exchange students and host multinational cultural weeks on campus. 

7.3. Strategic Collaboration Models Between Universities and Global Enterprises 
The "Corporate Semester" (Co-op Program) deploys students to complete a full-time, 4-

to-6-month internship at international hospitality management groups (such as Marriott, IHG, 
or Accor), governed by rigorous corporate evaluation metrics regarding workplace language 
proficiency. 

Cross-Border Internship Networks Establish institutional partnerships to send students on 
paid internships in highly developed service markets such as Singapore, Thailand, Japan, and 
Dubai. 

7.4. Case Study: Strategic Collaboration Model Between Higher Education Institutions 
and Marriott International in Vietnam 

To demonstrate the feasibility and efficacy of the aforementioned system of solutions, the 
strategic educational alliance between major universities in Vietnam (such as the University of 
Economics Ho Chi Minh City - UEH, and the Industrial University of Ho Chi Minh City - IUH) 
and the global hospitality management conglomerate Marriott International serves as a 
groundbreaking model. This partnership has successfully transitioned from symbolic, 
traditional Memorandums of Understanding (MOUs) to a "total immersion" model within real-
world operational environments. 

To enhance language proficiency, rather than merely studying theory and vocabulary in 
traditional classrooms, students are placed in a workplace environment that demands 100% use 
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of English or coordinated foreign languages (Chinese, Korean, Japanese) within a 5-star hotel 
system. Daily communication with foreign General Managers (GMs), combined with Career 
Day programs led by corporate human resource experts, enables students to develop 
spontaneous linguistic reflexes and master complex specialized terminology. 

In particular, regarding intercultural communication competence, this model thoroughly 
addresses the cultural intelligence deficit among Vietnamese students. Through direct 
operational engagement in Front Office or Food & Beverage (F&B) departments, students are 
trained to empathize with and respect diverse cultural characteristics—ranging from the dietary 
habits of Muslim (Halal) or Jewish (Kosher) diners to the subtle etiquette and behavioral norms 
of European and Asian travelers. The enterprise co-creates the curriculum and evaluates 
performance based on how students navigate real-world cultural crisis scenarios. 

Results from this model indicate a significant increase in graduates' employment rate 
matching their specialization. More importantly, the output human resources possess not only 
standardized language credentials but also a global mindset and high adaptability to 
multinational environments. This provides robust empirical evidence that strengthening the link 
between rigorous university-level academic training and international corporate operational 
standards is the key to enhancing the global competitiveness of Vietnam's tourism workforce. 

 
8. Discussion & Contributions 

The findings of this study offer significant theoretical, empirical, and practical 
contributions to the ongoing discourse on higher education reform within the tourism and 
hospitality sector of emerging economies. Theoretically, this paper systematizes and enriches 
the integrated application of Ang et al.’s (2007) Cultural Intelligence (CQ) model, Deardorff’s 
(2006) intercultural competence framework, and Macaro’s (2018) English-Medium Instruction 
(EMI) paradigm. It pushes the boundaries of existing literature by shifting the analysis from 
isolated skill deficits to systemic institutional vulnerabilities. By demonstrating that student 
language anxiety and deficient communicative reflexes are direct structural byproducts of 
curricular siloing and pedagogical structuralism, this study establishes a novel conceptual 
bridge between micro-level student performance and macro-level institutional architecture. 
Empirically, the case analysis of the strategic alliance between Hanoi University (HANU) and 
Marriott International provides high-fidelity evidence that total corporate immersion is the 
definitive catalyst for resolving the pedagogical bottlenecks of traditional classrooms. Data 
from HANU show that when students are pushed out of their linguistic comfort zones in 
structured multinational environments like Marriott, their passive grammatical knowledge 
quickly becomes functional, real-time hospitality empathy and operational fluency. 

This research advances a highly comprehensive framework that goes beyond theoretical 
abstraction, yet its scalable execution requires a critical evaluation of institutional feasibility, 
cost structures, and equity. Transforming core tourism modules into an integrated EMI-Project-
Based Learning (PBL) environment introduces significant financial and administrative 
demands. Universities must allocate substantial capital for physical infrastructure, such as 
simulated front-office labs, industry-standard reservation software, and continuous professional 
development funds to upskill existing faculty. The operational feasibility hinges heavily on 
teacher capacity. Lecturers face the double burden of mastering complex tourism management 
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theories and achieving native-like English proficiency. Without long-term institutional 
investment in pedagogical retraining, forcing an EMI model risk triggering an acute content-
learning deficit, where students struggle to grasp essential vocational competencies because the 
linguistic barrier compromises the depth of the academic material. 

Furthermore, democratizing this integrated model raises critical questions about socio-
economic equity. Premium industry placements and resource-intensive EMI programs are 
inherently prone to selection biases, inadvertently favoring affluent urban students who already 
possess strong foundational language skills and prior cultural exposure. Policy configurations 
must explicitly mandate inclusive screening mechanisms, bridging modules, and targeted 
scholarship pathways to ensure that marginalized or rural students are not structurally excluded 
from these high-value career pipelines. 

Finally, elevating university-industry partnerships into a substantive "Enterprise 
Semester" or corporate co-op model demands a rigorous governance framework to mitigate 
operational risks. To prevent these credit-bearing semesters from degenerating into source-
cheap labor exploitation or superficial clerical internships, a co-governance structure must be 
legally codified between the university’s academic board and the corporate human resource 
division. This governance mechanism must explicitly define joint evaluation rubrics, allocate 
shared assessment responsibilities between academic advisors and Marriott Learning and 
Development managers, and strictly enforce hours-of-work boundaries alongside mandatory 
rotation schedules across diverse international hospitality departments. Ultimately, by 
balancing these structural variables, the study offers an actionable policy roadmap for higher 
education administrators to modernize curricula, satisfy global recruitment demands, and 
proactively enhance the international standing of the Vietnamese tourism workforce. 
 

9. Conclusion 

Reforming foreign language training and intercultural communication at the university 
level is not merely a matter of changing textbooks or increasing instructional hours; it demands 
a strategic paradigm shift. Transitioning from teaching a language as an isolated grammatical 
system to cultivating cultural empathy through an extensive, operationalized corporate network 
represents a critical pathway to elevate Vietnam's tourism human resources. Rather than 
claiming a definitive, universally proven solution based on exhaustive empirical testing, this 
paper offers a conceptual roadmap intended to guide higher education institutions through 
structural reorganization. This roadmap positions English-Medium Instruction (EMI) and 
Project-Based Learning (PBL) not as standalone teaching methods, but as interconnected 
components of an immersive educational ecosystem. By reframing the relationship between 
academic theory and industry demands, this framework provides a structured approach for 
universities to systematically address graduate performance gaps and ensure long-term 
competitiveness within the global labor market.  

To ensure the practical feasibility and academic validity of this conceptual model, higher 
education institutions must implement a structured, multi-phase pilot-assessment strategy 
before attempting large-scale institutional rollouts. The initial phase requires selecting a 
controlled cohort of students within the Travel and Tourism Management major to undergo a 
multi-semester pilot utilizing the integrated EMI-PBL curriculum. To measure the true efficacy 
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of this intervention, the evaluation framework must deploy rigorous Key Performance 
Indicators (KPIs) divided across three foundational domains. First, language performance must 
shift from passive standardized testing to contextualized assessments that measure the active 
acquisition of English for Specific Purposes (ESP) and real-time communicative reflexes during 
simulated hospitality crises. Second, Cultural Intelligence (CQ) development must be 
quantified using validated psychometric scales to track longitudinal changes across the 
cognitive, metacognitive, motivational, and behavioral dimensions. Third, actual workplace 
performance must be rigorously audited during the credit-bearing Enterprise Semester, 
capturing industry-validated metrics such as cross-cultural guest satisfaction scores, supervisor 
evaluation rubrics, and adaptive problem-solving efficiency in multinational team 
environments. 

The evaluation process relies on a strict quasi-experimental research design to establish 
clear causal links between the pedagogical interventions and student capability growth. 
Participating universities should establish a treatment group enrolled in the integrated EMI-
PBL pilot alongside a matched control group undergoing the traditional, siloed curriculum. Data 
must be collected systematically through a pre-test and post-test methodology, administering 
linguistic and CQ diagnostics at the start of the program, before entering the corporate semester, 
and immediately upon graduation. By executing this rigorous longitudinal assessment, 
institutions can gather the reliable empirical data necessary to isolate confounding variables, 
evaluate the scalability of university-industry governance, and make evidence-based 
adjustments. Ultimately, this phased, data-driven approach allows academic administrators to 
transform the proposed conceptual roadmap into a validated, scalable framework capable of 
modernizing higher education and preparing a globally competent generation of tourism 
leaders. 
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