1OSR Journal Of Humanities and Social Science (IOSR-JHSS)
Volume 31, Issue 1, Series 6 (January, 2026) 33-38

e-ISSN: 2279-0837, p-ISSN: 2279-0845.
www.iosrjournals.org

English Language Proficiency As A Determinant Of
Service Quality In Indian Public And Private
Organizations

Author

Abstract

Organizational success is a hot depiction of service quality in competitive economies. English is used as a
superior language of work in the state of India in both government and commercial sectors of service. The paper
analyses the correlation between the English language competence and the service quality in chosen
organizations in India. Via a structured analytical framework founded on the dimensions of SERVQUAL, the
research measures the role of relevance of certain language skills speaking, listening, reading, and writing in the
effectiveness of service delivery. The comparative study of the private and the public sector organizations shows
that there are high differences of standards of service that are attributed to the language competence. The results
indicate that a greater level of English proficiency enhances the quality of the communication process, makes it
more responsive, assured, and satisfying to the customers, and limited proficiency is the source of
misunderstanding, delays, and poor quality of services. The paper ends by providing the practice
recommendations on organizational training and policy-level changes to improve the quality of services provided
through strategic language development practices.
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I.  Introduction

Service quality has also become a major source of competitive advantage in the modern economies
which are reliant on services. Organizations are becoming more and more distinguished by the products, prices,
as well as by the customer experience, responsiveness, and communication.[1] The employment of language in
service industries is crucial in creating the concept of quality, as in many services, customers and employees
interact on a regular basis and such a connection is quite intangible.

The case of India is a special one when it comes to researching the correlation between the language and
service quality. [2] India being the land of hundreds of languages and dialects with a wide variety of them, also
needs to resort to English as the neutral and professional language of communication. Higher education, corporate
communication, administration and international trade are dominated in English. [3] Regardless of this eminence,
English has not been uniform in how it is learned in various regions, sectors and organizational levels.

This paper examines the role of the English language proficiency in determining the quality of the service
offered by the Indian public and private organizations. Although studies have been conducted in the past to
investigate operational efficiency, infrastructure and management practice, little has been done on the linguistic
aspect of service delivery. [4] This relationship is meant to be understood in order to enhance customer
satisfaction, organizational performance and inclusive service delivery in India.

II.  Background And Context
English in Indian Professional Life

English came into India with the colonial rule and was institutionalized in education, administration, and
trade. The English language maintained its status as an auxiliary official language in the post-independent period,
in large part because of its integrative value in a multilingual state. [5] English became a symbol of
professionalism, employability and social scale in the decades of the XX century.

The knowledge of English in the service industries which include the sphere of banking, information
technology, telecommunications, healthcare, and corporate services in the post-liberalization India made it an
essential element. [6] The employees are supposed to approach out to clients, prepare reports, hold meetings, and
handle complaints in English. Therefore, the issue of language competence has been strongly associated with
service performance.
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Service Quality in Competitive Markets

The best service quality is the degree to which service is delivered according to or above expectations
by the customer. Strong service quality in the competitive settings attracts customer satisfaction, customer loyalty,
and positive word of mouth whereas poor service quality causes loss of customers and damages to reputation. [7]
Conceptualization service quality models like SERVQ conceptualize the dimensions of quality of a service like
dependability, responsiveness, assurance, empathy, and tangibility.

All these dimensions stand on the effectiveness of communication. Reliable language is done through
clarity, responsive language through responsiveness, and empathetic language through emotional trust. [8] Thus,
one element of service quality is language proficiency.

III.  Review Of Literature

Service Quality Models and Communication

The SERVQUAL model is a common model used in service industries in order to measure discrepancies
between the customer perceptions and expectations. Studies are consistently converging on the fact that clarity
and responsiveness in communication is an important factor in regard to perceived service quality. [9] Adjusted
models like SERVPEREF also focus on performance based evaluation as it reaffirms the fact that performance has
to be reinforced through employee competence.

Although this is the case, the proficiency in language is not explicitly taught but implicitly. A limited
number of studies creates linguistic competence as a quantifiable determinant of service quality, especially in the
multilingual environment like in India. [10]

English Proficiency and Workplace Effectiveness

Investigations in the developing economies depict that English proficiency boosts employability skills,
professional confidence, and work skills. [11] The spoken English is especially valuable in customer-focused
jobs, whereas written English serves more to document or communicate digitally and clarify the procedures.
Limited English-speaking employees are usually underrepresented, less likely to advance their career, and, as a
result, less competent in performing service.

Public and Private Sector Differences

According to the literature, the service quality within the organizations of the private sector is usually
higher because of the pressure of competitiveness, performance control, and culture oriented on customers.
Despite being a mandatory part of every economy, public sector services are also infiltrated by such problems as
bureaucracy, low level of accountability, and lack of consistent training. This service quality gap is further
increased by differences in language proficiency.

IV.  Objectives And Research Questions
Objectives
1. To determine how the English language proficiency influences the quality of services provided in the Indian
organizations.
2. To examine the outcome of the service quality between the public and the private sectors.
3. To determine the single or the combination of English language skills that influence service delivery the most.
4. To suggest the measures regarding the improvement of the quality of services with the help of language training.

Research Questions

e How does English proficiency affect service quality in Indian public and private organizations?

o Which language skills (speaking, listening, reading, writing) have the strongest impact on service outcomes?
e How do service quality levels differ between public and private sectors due to language competence?

V. Research Design And Methodology

Research Design

In the current study, the research design will be descriptive and analytical as it was used in the original
thesis. Its design is appropriate in studying the correlation between the proficiency level in the English language
and quality of service provision within the real organizations. The quantitative and qualitative methods were
performed in order to obtain a balanced analysis regarding the pattern of language use and service delivery in
both the public and the private organizations.

It is comparative in character as it examines the dissimilarities amid the public and the private sector
associates as regards to the English proficiency and the service quality performances.
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Population And Sample
The study population was the employees of the public and private service organizations in India,
especially those who were dealing directly with customers.

Sample Characteristics

o Total Sample Size: 200 respondents
¢ Public Sector Employees: 100

e Private Sector Employees: 100

The respondents were selected from service-oriented organizations such as:
e Banking institutions

o Healthcare services

e Telecommunication services

e Government offices

Employees were further categorized into:
o Frontline staff
o Supervisory staff
e Managerial staff
A purposive sampling technique was adopted to ensure that respondents had sufficient exposure to
service delivery and communication in English.

Tools for Data Collection
Primary and secondary sources were used to gather data, as was in the thesis.

Primary Data Collection

A structured questionnaire was used in the collection of primary data which aimed at measuring:
1. Proficiency in the English Language.

2. Service Quality Dimensions

Questionnaire Detail.

The questionnaire was divided into three parts:

o Section A: Demographic information (age, designation, sector, experience)
o Section B: English language proficiency

o Section C: Service quality perception

English Language proficiency Measurement.

The proficiency in the English language was determined in relation to the four fundamental skills:
o Speaking

e Listening

¢ Reading

e Writing

The respondents were asked to score their proficiency on a 5-point Likert scale where:

1 = Very Poor
2 =Poor

3 = Average

4 = Good

5 = Excellent
Such measures are the assessment technique taken on self in the thesis method commonly applied in the
studies of language in the workplace.

How to Measure Service Quality.
A modified SERVQUAL based on the context of the Indian services was used in the process of
measurement of service quality. Some of these dimensions were as follows:
¢ Reliability — accuracy and consistency of service
¢ Responsiveness — promptness and willingness to help
e Assurance — confidence and professionalism of employees
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e Empathy — personalized and courteous service
o Tangibility — physical and technological aspects supporting service

Each of the items was quantified based on a 5-point Likert scale as follows:
1 = Strongly Disagree
5 = Strongly Agree

Secondary Data Collection
Secondary data was collected through the following sources:
Published research articles, a source that is directly presented to the audience as trustworthy and credible
information.
Books and journals of quality of service and applied linguistics.
¢ Government reports
¢ Organizational documents
The conceptual framework and explanation of findings were supported using these sources.

Data Collection Procedure

The questionnaire was given both in person and electronically because there was the need to make sure
that the responses are the most content. The respondents were informed of the aim of the study and guaranteed
confidentiality. Questionnaires that were not completely filled and those that were not valid were not analysed.

VI.  Results And Analysis

English Proficiency Levels across Organizations
The findings suggest that there is very high variance in proficiency in English at different organizational levels.
e Managers: High proficiency in all four language skills, particularly reading and writing
o Supervisors: Moderate proficiency, with stronger reading and listening skills than speaking
¢ Frontline Staff: Wide variation, with speaking and writing identified as weakest skills

There is a wide disparity where the employees of the private sector are more skilled than those of the
public sector, especially in the spoken English and writing English.

Effect of English Proficiency on the dimensions of service quality.
Reliability

The more knowledgeable employees were in the English language, the more could give correct
information and describe the work process without errors in services provided. Conversely, poor expertise resulted
in poor interpretation and poor service provision.

Responsiveness

Better spoken English and skills in responding faster and handling the complaints in a more organized
way were attributed to the response of the government through the faster reaction of the private sector
organizations. The delays in the public sector could easily be associated with communication gaps.

Assurance
When communication in English was conducted efficiently by the service personnel, customers were
more likely to have trust and confidence. Clarity made perception of professionalism and competence impressive.

Empathy

There was increased emotional engagement among employees who had good listening and speaking
skills, which enhanced customer satisfaction. Language proficiency was lacking and did not allow empathetic
interaction.

Comparison between Public and Private Sector Results

Dimension Public Sector Private Sector
English Proficiency Moderate—Low | Moderate—High
Service Responsiveness Slow Fast
Communication Clarity Inconsistent Consistent
Customer Satisfaction Moderate High

Private sector organizations consistently outperformed public sector organizations across service quality
indicators, largely due to structured training, performance evaluation, and higher language competence.
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Importance of Special language Skills.

The analysis shows that:

o Speaking skills have the strongest impact on customer satisfaction

o Listening skills are critical for complaint resolution

o Writing skills affect digital communication and documentation

¢ Reading skills support procedural accuracy but have indirect impact on customer perception
Among them, spoken English became the most powerful skill in the service quality outcomes.

VII.  Discussion

Findings affirm that proficiency in the English language is a good predictor of the quality of services in
Indian organizations. Language competence improves not functional communication alone, but emotional trust,
professionalism, as well as organizational image. The results are in line with the existing models of service quality
but it goes beyond them by expressly incorporating linguistic competence.

The close performance of the private sector emphasizes the need of the constant training and
responsibility. As objects of digitization advance, the organizational structures of the public sector will need to
eliminate the gaps in language skills to streamline the services and make them more satisfactory to the citizens.

VIII.  Implications
Organizational Implications
e Incorporate English communication training into regular employee development
e Focus on spoken and listening skills for customer-facing roles
o Use bilingual communication strategies where appropriate

Policy Implications

o Introduce the standardized language barriers in the recruitment within the public sector.
o Offer language training on government sponsorship basis.

e Promote bilingual systems of service delivery.

Academic Implications

The research makes contributions to literature on service quality by placing the language proficiency as
a quantifiable service determinant as a strategic or strategic service determinant, the research inspires
interdisciplinary investigation between linguistics and management studies.

Limitations And Future Scope

The article has been constrained by theoretical data dependency and urban concentration. Empirical
surveys can be conducted in large scale, longitudinal studies and rural service settings can be used in future
research. Language-service relationships can further be narrowed down by sector-specific studies.

IX.  Conclusion
The level of English language in service quality development is a determining factor in both the public
and the private organization of Indians. Good communication increases the reliability of services, responsiveness,
assurance, and customer satisfaction, whereas language differences reduce effectiveness of services. With India
ever more becoming a service based economy, it is necessary to strategically invest in language training that will
provide inclusive, efficient and quality of service.
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