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Titte : ASTUDY OF ENGLISH COMMUNICATION PROBLEMS
OF TOURISM SERVICE PEOPLE AND TOURISTS'
SATISFACTION TOWARDS TOURISM SERVICES IN
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Abstract

The purposes of this study were three-fold : (1) to find out tourists' personat
data, (2) to study English communication problems of tourism service people,

(3} to study tourists’ opinion and satisfaction towards English usage of tourism
service people, and (4) to study tourists’ opinion towards characters and quality of
tourism service people.

The subjects comprised of 153 foreigners who were travelling in 4
provinces in Thailand such as Chiang Rai, Ayutaya, Nakornratchasima, and
Rayong. The questionnaire includes a check-list for personal data of the subjects
and 5 rating scale questions asking about Engiish communication problems and
satisfaction in tourism services in Thailand.

The findings are that, overall, most of the foreign tourists were satisfied with
English ianguage usage of tourism service people. There are only some problemé

in pronunciation of tourism service people, for example, th /8/ / &/ and



dge /d 3/, which needed to be solved. However, some groups of tourism service
people such as traders, housekeepers, waiters/ waitresses, and tricycle drivers still

need some trainings in English communication.
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“...English is a language with worldwide status used by more people than any
other language...and a lingua franca available to global human relations and needs..."
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4.1.2 wpn@es (Cashiers)

i

AN 33 waspNAREuIatinviasfiengnams sevef drenudnsLse

= =
LARNIEILATYDET

sEALRNNARLITY {ruU Sotay
Aun 44 28.77
A 71 46.41
1unans 30 19.61
bt 1 0.65
lainauuulgauay 7 4.56
594 153 100.00

A1919 33 uamsAaNAnLiuTasdniecifiestninslsandre audnr s vEe
yagnaadweniiefin daulvnifiaaiuanelaaglusedun e Yousy 46.41 saasun
faanieanelaaglussdufnin drunane wazue Aa fetas 28.77, 19.61 Lay 0.65

ATNAIAL



as Y T | R
4.1.3 WUNUUTHNUILNEA (Travel agencies)
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4.1.4 ﬁ'ﬂﬂmﬁﬁ (Tour guides)
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4.15 ‘Wwmthfimunisviaasdien (Tourist officers)

A1579 36 wansAnRaLivssinviaafiesaselssmaRiile gndnanusTe
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4.1.6 WaAwNA1 (Traders)
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4.1.7 Winauasn (Waiters / Waitresses)
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4.1.8 WinausuAg (Bank officers)
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YARNIAINININUEUNANG

9

ssﬁumwﬁmﬁu @"ﬁmu %‘,@ﬂﬂﬁ
Aun 39 25.49
A 70 45.77
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4.1.9 Wt Alvismslusussviaadian (Visiting center officers)

1319 40 wansAo NAsiuIainveufientnasialsumeniisagoantozvie
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4.2 AunwwaINTRUSMemMumMsvafindlulsmalye
42.1 §lAusms (Service people)
4211 WiENuUAaUTL (Receptionists)

A1319 41 udssanNAnfiutasinvieuiemasslssmafiisennnintag

wnITus AUy
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4212 wAtTdes (Cashiers)

ANIe 42 uaadptuAaiusstnvieaiaagdtlsamanildennminaas

64

a5
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ar Y - | .
42.1.3 NUNMNIMTUUTENULVIEY (Travel agencies})

A3 43 ugasanuAniutesinviasiiaamasinslsamanlseanninyas
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42.1.4 FnRwwAL (Tour guides)

1
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4215 WwihfAsumsviaadien (Tourist officers)
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42,16 WoA LHAT (Traders)
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4217 WUNNUASH (Waiters / Waitresses)
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422 RSWUIBANAFSAINAIUNNTYIAWALN {Tourist facilities)

4221 Wasin (Toilets)

AT 48 ugmsAdmAaLiuTasinvafitaasnelssmaTNsaR0m N Y
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VRV
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4222 U9 (Restaurants)

A1319 49 uanspuARTTRIaslnYesfiasasnslsanaTidisannaninaa
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4223 ﬁ'@gaﬁ@ms {Information)
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4.2.3 Fruananasadngzan (Souvenir shops)
4231 1asfisz®n (Souvenirs)

AN39 51 uasspnnAniurasineafiensnasinsdsavaiilsannminaes
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4.2.3.2 AMINUAINURAEURINURIVIFEZAN (Variety of souvenirs)
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42.3.3 Wiunswae (Shop assistants)
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Questionnaire

For the project of Independent Study 96

“ A Study of English Communication Problems and Needs in

Tourism Services in Thailand™

By

Manee Jumpaphaeng and others

Dear Sir/Madam

We are students at Naresuan University, Phitsanuloke. We are required to

conduct research as a part of our M.A. program in English. Please answer the

following questions. The data will only be used for statistical purposes. Thank you.

Part I: Personal Data

L.

La

Country of residence

( ) Asia-Pacific (
( ) Australia (
Gender

( ) male (
Agpe

( ) under 20 years (
( ) 36-50 years (
Educational Background

( ) High School (
() Post - graduate (
Occupation

( ) Student (
( ) Business/ Self employed — (
( ) Unemployed (
Type of Tour to Thailand

() Group Tour (
( )Back ~ packing (
How many times have you been
( ) Once (
( ) Three times (
English ismy ..................

) America ( ) Europe

) Africa ( ) Other.....
) female

) 20-35 years

) over 50 years

) Undergraduate
) Other (please specify) .....................

) Government Officer
) Retired '
) Other (please specify) ..................... .

) Private Tour

) Other (please specify) .....................
to Thailand ? '

) Twice

Y Other (please specify) .....................

( ) first language ( ) second language () foreign language



Part II: Problems in English usage by service people in Thailand. From your

97

experiences of travelling in Thailand, how would you rate their level of English?

(Tick the appropriate boxes below)

Pattern

Excellent

Very good

Good

Fair

Poor

1. The usage of vocabulary

2. Pronunciation

.
2.1 chAl/

chef, chair

2.2 sh/lf

show, wash

-

23 th
- 0/ thin, thing

- /8 [ the, them

2.4 viv/

van, voice

L

25 zlz/

Z00, Zero

-

26 dge /5{5 /
knowledge, judge

2.7 j /il

join, jeep
I

3. Structure:

3.1 Sentence forms

3.2 Sentence meanings

4. Ability to communicate:

How well can they communicate?




Part III: Tourists’ reeds of English usage

1.

98

The language used by
L

Excellent

Average

Poor

Hotels

- Receptionists

- Cashiers

- Housekeepers

2.
3.

I

Travel agencies

Tour guides

4.

Tourist officers

5.
6.

-

Traders

Restaurants

- Waiters/Waitresses

9.

7. Bank officers
|

8. Post officers
o

Visiting centers

- Officers
|

Part IV: Other factors

-

Service people

Personality

Very good

Good | Fair

Poor

Receptionists

Cashiers

Travel agencies

Tour guides

Tourist officers

Traders

Waiters/Waitresses

Bank ofTicers

ol o] N o] W &l wl o

Visiting center officers
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Service units

Quality of service provided by professionals |
|

Good Satisfactory Poor
1. Service people
- Receptionists
- Cashiers

Travel agencies

- Tour guides
- Tourist officers
- Traders
- .
- Waiters/Waitresses

2. Tourist facilities

- Totlets

- Restaurants

- Information
|

3. Souvenir shops

- Souvenirs

- Variety of souvenirs

L - Shop assistants

Part V: Other opinions and suggestions about services provided by Thai people.

Thank you very much for your cooperation
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COMMENTATOR'S CHECKLIST
(For Research Project)

Title: . - -(hra(l\@« Inw ot W ganS n ﬁ@.aws’am.ra\pumﬁomq o
R W)A"nvlonw:‘\e HOOM'.JJN Imodmwufnﬂy\‘o)lv\u.p heedrs Welle -

Submitted by: 1. 0"’(’9’ 09\-’ 2. -!M"J f‘gold‘\l”"‘ ?
3. ' 2\ So s~ 4, s M
5. PN~ Ienctas - 6.
Please put a check (V) in the afnprdbi‘iﬂte slot Where:
4 strongly agree
3 = slightly agres
2 = slightly disagree
1 — strongly disagree
0 = Not applicable
No . Jtem 4 312 (110
1 The purposes of the study were clearly-stated. | ... N - '/
2. The statement of the problem was clearly-defined | ... =
3. The subjects of the study were clearly-defined. | ... A ..
4. The subjects were suitable for the study, | ... | A2 K.
5. The variables were weil-defined. =~ | ¥ ==\
6. The scope of the study was well-defined. | ... L\ L
7. The scope of the study ‘was appropriate. | ... | | WY
8. The definition of terms were clearly defined. | ... e N |
. The basic assumption was acceptable. | 11V e
10. | The presentation of tables was appropriate. | ...
11| The research design was appropriate. | ... Yy A
12, | The statistics 'used in the analysis of data were | ... A
suitable. gt A= \\ U SemtS |y |7
13. | The research tools were valid, | e
14. | The research tools were reliable. | /
15. Thé‘jressarch questions/hypotheses were reliable. | ..., v
6. | The research questions/hypotheses were suffic iently | ...... v
grounded on theory and research results. | ... v/
17 The review of literature was extensive. | ... /
18. | The review of literature was refevant to the topic . | ..., i
19, | The analysis of the data was correct. | ... 4™
20, Interpretations of the anaiysis were justifiably drawn. | ...... |7
The conclusion of the study was justified.
Suggestions for further studies were reasonable.
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Other comments: (Use additional sheets if needed)
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