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ABSTRACT

This study aims to analyze the impact of English language proficiency on the performance of bank employees in
Makassar. In the era of globalization and international banking services, English has become an essential
communication tool for employees who interact with foreign customers, operate digital banking systems, and
access global financial information. This research employed a quantitative research design using a survey
method. The participants consisted of 25 bank employees from several banking institutions in Makassar selected
through purposive sampling. Data were collected through a structured questionnaire using a five-point Likert
Scale to measure employees’ English proficiency and job performance indicators, including work efficiency,
communication skills, and career development opportunities. The collected data were analyzed using
descriptive statistical analysis, including percentages, mean scores, and frequency distributions. The reliability
test using Cronbach’s Alpha showed a reliability coefficient of 0.82, indicating that the instrument was reliable.
The findings revealed that 60% of respondents had intermediate English proficiency, while 20% were categorized
as advanced and 20% as beginner users. The overall mean score for employee performance was 4.12, indicating
a high level of agreement that English proficiency positively influences workplace performance. Furthermore,
72% of respondents agreed that English proficiency improved communication with foreign clients, while 68%
stated that it increased work efficiency and productivity. The study concludes that English language proficiency
significantly contributes to employee performance, customer service quality, and career advancement
opportunities in the banking sector. Therefore, banking institutions are encouraged to provide continuous
English language training programs to strengthen employees’ competencies and organizational competitiveness.
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INTRODUCTION

Globalization has significantly transformed the banking industry by increasing
international financial transactions, cross-border investments, and communication between
institutions and customers from different countries. As financial markets become increasingly
interconnected, banking institutions are required to provide fast, accurate, and professional
services to both domestic and international clients. In this context, English has become the
dominant language of international business communication and global finance.
Consequently, employees working in the banking sector are expected to possess adequate
English language proficiency to support effective communication and operational efficiency.

In Indonesia, particularly in Makassar as one of the major economic centers in eastern
Indonesia, banking institutions increasingly interact with foreign investors, tourists,
multinational companies, and international business partners. These interactions require
employees to communicate professionally in English during customer service activities,
negotiations, digital transactions, report writing, and financial correspondence. According to
(Putra & Santoso, 2022), English proficiency has become a critical competency in supporting
international business communication and maintaining service quality in global industries.
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The development of international banking services has also increased the use of digital
banking platforms, software systems, and financial technologies that are predominantly
designed in English. Employees who lack sufficient English proficiency may encounter
difficulties in understanding operational manuals, financial regulations, and technical
instructions related to digital banking systems. (Hidayat & Karim, 2024) argued that language
competence significantly influences employees’ ability to adapt to technological
transformation within the banking industry.

Furthermore, communication with foreign customers has become an essential
component of banking services. Employees who possess strong English communication skills
are more capable of handling customer inquiries, solving financial problems, and maintaining
professional relationships with international clients. Effective communication not only
improves customer satisfaction but also strengthens institutional reputation and
competitiveness in the global market (Rahman & Abdullah, 2023).

English proficiency is also associated with employee productivity and career
development opportunities. Employees who are fluent in English tend to have better access to
training programs, international seminars, professional certifications, and leadership
positions. In multinational working environments, language proficiency often serves as a
determining factor for promotion and professional mobility (Sari & Yusuf, 2022).

Previous studies have emphasized that English proficiency contributes positively to
organizational competitiveness and employee adaptability. (Wulandari & Prasetyo, 2023)
found that employees with strong English skills demonstrate greater flexibility in dealing with
international work environments and multicultural communication. Similarly, (Kurniawan &
Setiawan, 2024) highlighted that continuous English language training can improve workforce
competitiveness and organizational innovation.

Despite the growing importance of English in the banking sector, differences in
employees’ language proficiency levels remain a challenge. Some employees still experience
difficulties communicating confidently in English, particularly when interacting with foreign
customers or using English-based technologies. Limited organizational support, lack of
training opportunities, and workload pressures often hinder employees from improving their
language competencies.

Based on these conditions, this study investigates the impact of English language
proficiency on bank employees’ performance in Makassar. Specifically, the study examines
how English proficiency affects work efficiency, communication with foreign clients, career
development opportunities, and overall workplace performance. The findings are expected to
provide practical insights for banking institutions in developing language training policies
and strengthening employee competencies in the era of globalization.

METHOD

This study employed a quantitative research design using a survey method to examine
the impact of English language proficiency on bank employees’ performance in Makassar.
Quantitative research was selected because it enables researchers to measure relationships
between variables systematically and objectively through numerical data analysis (Creswell &
Creswell, 2022).
Research Design

The study used a descriptive quantitative design to identify the extent to which English
language proficiency influences employee performance in the banking sector. The
independent variable in this study was English language proficiency, while the dependent
variable was employee performance. Several indicators were used to measure employee
performance, including work efficiency, communication with foreign customers, productivity,
confidence, and career development opportunities.

Population and Sampling Technique
The population of this study consisted of bank employees working in several banking

institutions in Makassar. Due to limited accessibility and specific research objectives,
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purposive sampling was used to select participants who met predetermined criteria.
Purposive sampling is appropriate when researchers intentionally select respondents based
on their relevance to the research objectives (Sugiyono, 2022).
The sample consisted of 25 bank employees from customer service, administration,
operational, and marketing divisions. The participant criteria included:
Employees who had worked in the banking sector for at least one year.
Employees who were involved in communication with customers or
operational systems.
Employees who had experience using English in workplace communication or
banking operations.
Employees willing to participate voluntarily in the study.

Research Instrument
The primary research instrument used in this study was a structured questionnaire

adapted from previous studies related to workplace communication and language proficiency
(Rahman & Abdullah, 2023). The questionnaire consisted of two sections:

Demographic information, including age, gender, educational background,

and work experience.

Statements related to English proficiency and employee performance.

The questionnaire used a five-point Likert Scale ranging from:

1 = Strongly Disagree

2 = Disagree
3 = Neutral
4 = Agree

5 = Strongly Agree

The instrument included indicators related to:
English communication ability

Work efficiency

Customer service performance

Confidence in handling foreign clients

Career development opportunities

Challenges in improving English proficiency

Data Collection Procedures

Data collection was conducted both online and offline during January-February 2026.
Online questionnaires were distributed using Google Forms, while printed questionnaires
were distributed directly to employees in selected banking institutions. Before distributing the
questionnaires, the researcher explained the purpose of the study and assured respondents
that their responses would remain confidential and be used solely for academic purposes.

Respondents were given adequate time to complete the questionnaire independently.
After all responses were collected, the researcher reviewed the questionnaires to ensure
completeness and consistency before proceeding to data analysis.

Validity and Reliability Testing

To ensure the quality of the instrument, validity and reliability tests were conducted.
The questionnaire items were adapted from reliable previous studies and reviewed to ensure
content relevance. Reliability testing was conducted using Cronbach’s Alpha. The result
showed a Cronbach’s Alpha coefficient of 0.82, indicating that the instrument had acceptable
reliability because the value exceeded the minimum requirement of 0.70 (Hair et al., 2022).

Data Analysis Technique
The collected data were analyzed using descriptive statistical analysis. The analysis
included percentages, mean scores, and frequency distributions to identify patterns related to
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English proficiency and employee performance. The mean score interpretation used the
following criteria:
1.00-1.80 = Very Low
1.81-2.60 = Low
2.61-3.40 = Moderate
3.41-4.20 = High
4.21-5.00 = Very High
The statistical findings were then interpreted to determine the extent to which English
language proficiency contributes to employees’ productivity, communication effectiveness,
and organizational performance.

FINDINGS AND DISCUSSION
English Proficiency Levels

The findings showed that English language proficiency among bank employees in
Makassar varied across respondents.

Table 1. English Proficiency Levels of Respondents

Proficiency Level Frequency Percentage
Beginner 5 20%
Intermediate 15 60%
Advanced 5 20%

Total 25 100%

The data indicate that most respondents were categorized as intermediate English
users (60%). Employees in this category were generally able to communicate effectively in
routine workplace situations but still experienced limitations when dealing with complex
financial communication or technical documentation.

Meanwhile, advanced-level employees demonstrated greater confidence and
independence in handling English-based tasks, including report writing, negotiations, and
communication with foreign customers. Beginner-level employees faced more difficulties in
understanding English-based banking systems and communicating fluently in professional
contexts.

Work Efficiency

The findings revealed that English proficiency positively affected employees” work
efficiency. Descriptive statistical analysis showed that respondents with higher English
proficiency levels demonstrated better productivity, faster task completion, and greater
accuracy in workplace communication.

Table 2. Work Efficiency Based on English Proficiency

Indicator Mean Score Standard Deviation Category
Ability to complete tasks efficiently 418 0.62 High
Understanding English-based systems 410 0.58 High
Accuracy in written communication 4.06 0.64 High
Productivity improvement through English skills 4.14 0.60 High
Overall Mean Score 412 0.61 High

The overall mean score of 4.12 indicates a high level of agreement that English
proficiency contributes positively to workplace efficiency. Approximately 68% of respondents
agreed that English proficiency improved their productivity and helped them complete tasks
more effectively.

In addition, employees with advanced English proficiency were more capable of
understanding technical instructions, operating English-based digital banking systems, and
handling workplace communication through emails and reports. These findings suggest that
language competence directly contributes to operational effectiveness in the banking sector.
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Communication with Foreign Clients
Communication with foreign clients emerged as one of the strongest impacts of English
proficiency. Employees who possessed stronger English communication skills reported
greater confidence and professionalism when interacting with international customers.

Table 3. Communication with Foreign Clients

Statement Agree/Strongly Agree Mean Score
English improves communication with foreign clients 72% 4.24
English increases confidence during interactions 76% 4.30
English reduces misunderstandings in communication 68% 4.05
English improves customer satisfaction 70% 418
Overall Mean Score - 419

The statistical findings indicate that employees generally perceived English proficiency
as an important factor in maintaining effective communication and customer satisfaction.
Respondents with advanced English proficiency experienced fewer communication barriers
and demonstrated stronger negotiation skills when handling international banking services.

Furthermore, the data suggest that English proficiency supports institutional
professionalism by reducing misunderstandings in financial communication and improving
service quality for foreign customers.

Career Development Opportunities
The findings demonstrated that English proficiency significantly contributed to
employees’ career advancement and professional development.

Table 4. Career Development Opportunities

Career Development Indicator Percentage Mean Score
Promotion opportunities increased 70% 4.08
Access to training and seminars improved 74% 4.21
Greater professional responsibilities 66% 3.98
Improved competitiveness in the workplace 72% 415
Overall Mean Score - 411

The results indicate that employees perceived English proficiency as a valuable
competency supporting career growth within the banking sector. Employees with strong
English communication skills had greater opportunities to participate in international
seminars, professional certification programs, and leadership development activities.

Moreover, respondents believed that English proficiency increased their
competitiveness in multinational work environments and improved their chances of
promotion within their institutions.

Challenges in Improving English Proficiency
Despite the positive impacts, employees still experienced several obstacles in
improving their English skills.

Table 5. Challenges in Improving English Proficiency

Challenges Percentage
Limited training opportunities 64%
Lack of time due to workload 72%
Lack of organizational support 56%
Fear of making mistakes 60%

The data indicate that workload pressure and limited access to training programs were
the most common barriers preventing employees from improving their English proficiency.

Effectiveness of English Training Programs
Employees who participated in English training programs reported significant
improvements in communication skills and work performance.
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Table 6. Effectiveness of English Training Programs

Training Impact Mean Score
Improved communication ability 420
Increased work confidence 416
Better customer service performance 411
Enhanced productivity 4.08
Overall Mean Score 414

These findings indicate that structured English training programs positively contribute
to employees” workplace performance and communication effectiveness.

Discussion

The findings confirm that English language proficiency significantly contributes to
bank employees’ performance in Makassar. Employees with higher English proficiency
demonstrated better work efficiency, stronger communication skills, and broader career
opportunities. These results support the Resource-Based View (RBV) theory, which
emphasizes that employee competencies represent valuable organizational assets that
contribute to competitive advantage (Barney, 2021).

The study found that employees with advanced English proficiency were more
efficient in handling digital banking systems and English-based operational procedures. This
finding aligns with (Hidayat & Karim, 2024), who argued that language competence plays an
important role in technological adaptation within the banking sector.

Communication with foreign customers was also strongly influenced by English
proficiency. Employees who were able to communicate confidently in English experienced
fewer misunderstandings and demonstrated greater professionalism when handling
international clients. This supports (Rahman & Abdullah, 2023), who emphasized that
effective English communication improves customer satisfaction and organizational
reputation in service industries.

The findings additionally revealed that English proficiency contributes to career
development opportunities. Employees with strong English skills had better access to
promotions, professional training programs, and international networking opportunities. This
finding is consistent with (Sari & Yusuf, 2022), who identified language proficiency as an
important factor influencing professional mobility and leadership opportunities.

However, several barriers still hinder employees from improving their English skills.
Limited training access, workload pressure, and psychological barriers such as fear of making
mistakes reduced employees’ willingness to practice English in professional settings.
Therefore, banking institutions should provide practical and sustainable English training
programs that support continuous learning. This study demonstrates that English language
proficiency not only improves individual employee performance but also strengthens
organizational competitiveness, communication quality, and service excellence in the banking
industry.

CONCLUSIONS

This study examined the impact of English language proficiency on bank employees’
performance in Makassar using a quantitative survey of 25 respondents from several banking
institutions. The findings indicate that English proficiency significantly enhances employee
productivity, communication effectiveness, and professional development. Most respondents
(60%) had intermediate proficiency, while 20% were advanced and 20% beginners, with an
overall employee performance mean score of 4.12, reflecting a strong perception that English
skills positively influence workplace performance. Specifically, English proficiency improved
work efficiency (mean = 4.12), as employees demonstrated better understanding of digital
banking systems, higher accuracy in written communication, and faster task completion. It
also strengthened communication with foreign clients (mean = 4.19), with 72% of respondents
reporting reduced misunderstandings in international interactions, and supported career
development opportunities (mean = 4.11), as 74% agreed that English skills increased access

to training, seminars, and promotions. In addition, structured English training programs were
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found to enhance confidence, productivity, and customer service quality (mean = 4.14).
However, challenges such as limited training opportunities, workload pressure, lack of
organizational support, and psychological barriers still hinder language improvement.
Overall, the study concludes that English proficiency is a crucial professional competency and
a strategic human capital investment that supports communication quality, technological
adaptation, customer satisfaction, and global competitiveness in the banking industry, and
therefore recommends continuous, practical English training programs in banking
institutions.
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