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ABSTRACT 

Online motorcycle taxi is a transportation mode that is being developed in the Banyuwangi 

regency. The development of regional tourism is the potential for foreign tourists as users of 

the services. This study aims to analyze the need for communication in English among online 

motorcycle taxi drivers in Banyuwangi . The study was conducted with a direct survey of 20 

male drivers. The selection of respondents was done by using the snow ball method. Data 

were collected by means of a questionnaire containing 7 questions, each of which has 4 

answer choices. Questionnaire data are grouped according to answers and analyzed 

according to existing theories. The results showed that online motorcycle taxi drivers need to 

improve communication skills in English for services to foreign tourists. 
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Transportation is a medium that is 

very needed today, because transportation 

can streamline work and help meet daily 

needs (Rifaldi, et. al, 2016). The availability 

of transportation services has a positive 

correlation with economic activity and 

development.Transportation services have an 

important role in smoothing the flow of 

goods and people, as well as helping to 

achieve an optimal allocation of economic 

resources (Qonitalillah, 2018). Collaboration 

of information technology with public 

transportation has had an impact on 

improving public services in the form of 

online public transportation (Qamar dan 

Aswari, 2018). Transportation is increasingly 

developt and modern along with the times, 

the development of transportation also 

affects the way of ordering and paying 

transactions for transportation services 

(Kemal, 2018). 

Today there are the latest 

breakthroughs, namely online application 

based transportation innovations which 

supported by communication technology via 

smartphones (Marsusanti, et. al, 2018). 

Online-based transportation in Indonesia has 

become a promising alternative 

transportation in the society (Alfiqie, et. al, 

2018). This trend is partly because users can 

choose the service or form of transportation 

they want (Yonas, 2018). The presence of 
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online based transportation modes which in 

fact can provide solutions and answer 

various public concerns about public 

transportation services (Chan, et. al, 2017). 

The convenience of the facilities obtained 

when using online transportation services 

makes people even more fond of them (Dewi 

dan Puspitasari, 2019). Currently, most 

people prefer to use online transportation to 

travel from one place to another or just to 

deliver goods or foods (Sudirman, et. al, 

2020). Just only using a smartphone, online 

transportation will come to us and be ready 

to take us to our destination without having 

to negotiate prices (Setyaningsih, et. al, 

2019). 

Online-based transportation services 

are also very developed in Banyuwangi. One 

of the reasons for this is the development of 

tourism which is in great demand by 

domestic and foreign tourists. The number of 

foreign tourists shows a relatively significant 

increase. The number of visits was recorded 

at 66,963 people (2013), 83,704 people 

(2014) and 104,630 people (2015). This 

number shows an increase of 17.3%, 21.6%, 

27.1% respectively (Eston, et. al, 2016). The 

development of the number of visits can also 

be seen in the number of foreign tourists who 

stayed at the hotel in the 2015 - 2017 period, 

namely 59,597 people, 64,102 people and 

71,271 people (Badan Pusat Statistik 

Kabupaten Banyuwangi). The number of 

foreign tourists shows the potential for 

online transportation services in 

Banyuwangi, including online motorcycle 

taxis. Transportation services must be able to 

provide the best service, because service 

quality has a significant and positive effect 

on tourist visits (Udiyana, et. al, 2108). 

One form of online motorcycle taxi 

service is communication with service users. 

The communication behavior of online 

motorcycle taxi drivers can be seen in two 

forms, namely primary communication and 

secondary communication. The primary 

communication process is the 

communication carried out by the driver to 

the passengers directly, namely face to face 

when initially meeting to pick up passengers, 

on the way to delivering passengers and 

when arriving at the place of delivery of 

passengers. Meanwhile, the secondary 

communication process is a communication 

process carried out through the media or 

indirectly (Dewi, 2019). Online motorcycle 

taxi drivers have a unique choice of language 

when communicating with interlocutors on 

social media (Harared, 2018). This 

communication is one of the user satisfaction 

factors where service quality shows a very 

strong relationship with customer 

satisfaction (Rifaldi, et. al, 2016). Service 

quality and customer satisfaction will affect 

online motorcycle taxi customer loyalty 

(Sudirman, et. al, 2020). 

Communication research among 

online motorcycle taxis is still focused on 

aspects of language registers. Research was 

conducted, among others, by Harared (2018) 

study the language selection of online 

motorcycle taxi drivers. Amiruddin (2019) 

study the communication patterns of online 

grab motorcycle taxi drivers on customer 

service in the city of Malang. Briskarisma 

(2019) study the online motorcycle taxi 

driver register on social media twitter. Dewi 

(2019) study the communication behavior of 

online motorcycle taxi drivers with their 

users. Fatoni (2020) study the Yogyakarta 

Gojek profession register with 

sociolinguistic analysis. Zeyn (2020) study 

the register of the online motorcycle taxi 

driver community in Semarang. 

There are two ways communication 

patterns that are often carried out by online 

motorcycle taxi drivers in carrying out 

services (Amiruddin, 2019). Factors that 

influence the language register are place and 

situation, practicality in communicating, 

topics of conversation, environment, and 

keeping the conversation secret (Zeyn, 

2020). There are more types of words in the 

noun form than in the verb form (Fatoni, 

2020). Various new vocabulary or terms 

have appeared such as driver, scan, cancel, 

order and others (Harared, 2018). Language 

functions found in social media include 

emotive language, reference language, 



 Abdul Halim dan Sutami Dwi Lestari 

 

23 | >> 

English Communication Needs Analysis of The Ojek Online Drivers Community in Banyuwangi 

Regency 

rhetorical language, and phatic language 

functions (Briskarisma, 2019). 

The potential for foreign tourist visits 

in Banyuwangi at least requires practical 

ability to communicate in foreign languages, 

especially English. The results of the study 

on improving the English language skills of 

motorcycle taxi riders through the English 

dictionary on the Android application show 

that it is necessary to carefully formulate a 

foreign language mastery strategy (Santosa, 

et. al, 2018). The ability to communicate 

with drivers is very important so that 

passengers and potential passengers they 

meet are willing to follow directions (Rifai, 

et. Al, 2020). Research on female drivers 

concluded that there is almost no 

communication between drivers and foreign 

passengers (Mandiangan, et. al, 2019). A 

special form of learning is required for 

online motorcycle taxi drivers. This is 

necessary because the performance of online 

motorcycle taxi drivers can be influenced by 

knowledge sharing (Gunawan and Wardana, 

2018). 

During the Covid_19 pandemic, the 

tourism sector experienced a decline. 

Moreover, foreign tourist visits. There are 

many things that can still be done in the 

tourism sector during a pandemic or as a 

preparation for tourism in the new normal 

and post-pandemic era. In addition to health 

protocols, one of the tourism trends is solo 

travel tours, namely the use of individual 

transportation which is predicted to be higher 

than mass transport due to physical 

distancing (Paramita and Putra, 2020). 

Another prediction is a new digital-based 

tourism trend with the ease of financial 

transactions offered by digital payment 

systems (Maharani and Mahalika, 2020). The 

online motorcycle taxi transportation sector 

has the opportunity to predict tourism 

potential based on aspects of solo travel tours 

and digital transactions. This sector requires 

optimal service preparation, especially 

services to foreign tourist customers, one of 

which can be realized through foreign 

language communication skills. 

Based on this background overview, 

with the opportunities and potential of 

foreign tourist service users, it is necessary 

to study the need for English communication 

among online motorcycle taxi’s drivers in 

Banyuwangi regency. 

METHOD 

The research is arranged according to 

main frame in Figure 1. Banyuwangi 

Regency is one of the areas that develops its 

tourism potential. This development shows 

the development of interest in tourist visits, 

both domestic tourists and foreign tourists, 

especially in the period before the Covid_19 

pandemic. One of the increasing needs for 

transportation is fulfilled by the presence of 

online motorcycle taxi modes of 

transportation. Service to customers will 

provide satisfaction which in general will 

have an impact on the income of online 

motorcycle taxi drivers and overall tourism 

development. For that, it is necessary to 

study the need to communicate in English 

among online motorcycle taxi drivers in 

Banyuwangi.

 
Figure 1. Framework concept 

 

The research was conducted using a 

direct survey method in the online 

motorcycle taxi driver community. The 

location of the research was carried out in 

the regency area of Banyuwangi, particularly 

in Sub-district Banyuwangi. The sample of 

drivers were  selected of 20 male drivers 

using the snow ball method. Data were 

collected using a closed questionnaire with 4 

answer choices. The 7 questions in the 

questionnaire include work duration, the 

average number of foreign tourist users in a 

week (in the pre-pandemic period), the level 

of difficulty in communicating in English, 

solutions to overcome communication 

difficulties, the need to improve 

communication skills in English, efforts to 

improve the abilities that have been done and 
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the learning methods that are considered the 

most appropriate. In addition, documentation 

was carried out at the time of data collection. 

The results of data collection are grouped 

according to the question items in the 

questionnaire. Data processing is done to get 

the average answer of the respondents. The 

results of data processing were then analyzed 

to obtain the level of communication needs 

in English among online motorcycle taxis in 

Banyuwangi regency. 

FINDINGS 

 The number of respondents in the 

study was 20 people aged 21-55 years with 

an average age of 37.2 years. The length of 

work as an online motorcycle taxi driver is 1 

to 2 years (45% of respondents) and more 

than 2 years (55% of respondents). This 

length of work shows that all respondents 

had worked before the Covid_19 pandemic, 

where in the tourism sector, foreign tourist 

visits were still relatively high. Following are 

the results of the questionnaire data 

processing which are displayed in graphical 

form. 

 
Figure 2. Graph of the number of foreign tourist 

users per week 

 

 The graph in Figure 2 shows that 

only 25% of respondents do not serve 

foreign tourist users every week. As many as 

75% of respondents served foreign tourist 

users where the largest percentage (35% of 

respondents) served 1-2 people per week. 

 
Figure 3. English communication difficulty 

 

 The graph in Figure 3 shows that the 

level of 90% of respondents stated that they 

had difficulty communicating in English. 

The largest percentage (35% of respondents) 

stated that communication with foreign 

tourists in English is in the very difficult 

category. 

 
Figure 4. Communication difficulties solution 

 

 The graphic in Figure 4 shows that 

the solution taken to overcome 

communication difficulties is asking for help 

from people around them, using a destination 

map application and using a language 

translation application. 

 
Figure 5. The level of communication needs 

 

The graph in figure 5 shows that 90% 

of respondents need communication in 

English. As many as 55% of respondents 

stated that they needed this communication 

skill. This supports the research of Rifai, et. 

al (2020) where communication skills are 

very important so that service users want to 

follow driver directions. 

 
Figure 6.Constraints on improving 

communication skills 
 

The graph in Figure 6 shows that the 

problem of increasing communication skills 

is due to the absence of time and no cost. 
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Only 20% of respondents stated that they did 

not make efforts to improve their abilities. 

 
Figure 7.The desired method 

 

The graph in Figure 7 shows that the 

desired methods to improve skills are 

courses, English handbooks, online learning 

and short course training. The choice of 

using pocket books in this case is in line with 

the research of Santosa, et. al (2018) which 

uses an English dictionary. 

 

DISCUSSION 

 The research data shows that online 

motorcycle taxi drivers have difficulty 

communicating in English with foreign 

tourists who use their services. 

Communication difficulties are generally 

overcome by using destination map 

applications and language translation 

applications. The destination map application 

is used because the form of online 

motorcycle taxi service is to deliver people 

or goods to a place. The difficulties 

experienced are also in line with the research 

of Mandiangan, et. al (2019) where female 

drivers do not communicate with foreign 

tourist customers. Communication 

difficulties cause drivers not to carry out 

verbal communication in any form. 

Another solution to communication 

difficulties is done with a language 

translation application. This is possible with 

smartphone devices that have features in 

Indonesian and have translation applications 

that can be used easily. But applications like 

this have the disadvantage of being 

unreliable for conversational form. However, 

smart-phones as the main communication 

device for drivers are a logical solution to 

overcome communication difficulties. 

Drivers generally recognize the need 

to improve their English communication 

skills. However, efforts to increase face time 

constraints related to working hours as an 

obstacle. The cost factor is also an obstacle 

where the level of income earned is deemed 

unable to finance capacity building in the 

form of a learning process such as an English 

course. This means that drivers assume that 

capacity building efforts require costs that 

are not affordable for them financially. 

Meanwhile, the driver's income is strongly 

influenced by intense competition and a 

points system (Marsusanti, et. al, 2018). 

The method of capacity building that 

drivers deem appropriate in the form of 

online learning and short course training is 

understandable because of the working time. 

Both of these methods can be done in 

between while they are waiting for 

customers or breaks. Online learning 

matches the smartphone used for work. 

Media items such as pocket books were also 

chosen because they could be read or studied 

at this time. 

In general, the results show that online 

motorcycle taxi drivers who serve foreign 

tourists need English communication skills. 

Time and cost limitations prevent them from 

being able to improve their communication 

skills. An appropriate form of learning is a 

learning model that can adjust to the time 

constraints of drivers. Short course training 

is considered the method that best suits 

needs. 

Drivers need assistance in efforts to 

improve English communication skills. 

Community service activities in the form of 

direct training can be carried out at the 

drivers' workplace. The learning media used 

is a pocket book. Activities like this are 

preparatory steps in dealing with potential 

changes in the post-pandemic period. 

CONCLUSION 

 The results showed that online 

motorcycle taxi drivers need to improve 

communication skills in English for services 

to foreign tourists and they realize it. On-site 

training in the workplace can be done in the 

form of community service activities.
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