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    This study explored needs and problems in English listening and speaking skills 

of the Metropolitan Police Officers (MPOs) working at counter service at Chana Songkram 

Police Station. The instruments used in this study were the questionnaire and the interview 

questions. The participants were 30 metropolitan police officers. The findings revealed that: 

 1. The MPOs needed to improve their English listening and speaking skills in main 

functions as follows: 1) greeting and offering help, 2) asking personal details and problems 

and wants, 3) giving information about accommodation, tourist information, transportation, 

and emergency calls, 4) giving directions, and 5) giving advice and instruction in safety, 

travel, and shopping. As for English training course, most MPOs needed to have a good 

command of English listening and speaking skills, especially basic English conversation. 

The MPOs needed to learn via English textbooks and dialogue practice. The MPOs 

suggested that English training course should be conducted on Saturday and Sunday, 

lasting 1.30 hours per day, for 3 months. The trainers should be both Thai teachers and 

native English speakers. 

 2. Regarding listening and speaking problems of MPOs, the main listening 

problems were a variety of English accents, being unable to catch the main idea, and 

listening basic expressions. The main speaking problems were saying basic expressions, 

speaking in complete sentences, and pronouncing English vowel sounds.  
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CHAPTER 1 

INTRODUCTION 

 

Statement of the Problem 

 A tourism industry plays a crucial role in Thailand’s economy. The number of foreign 

tourists is continuously increasing. To facilitate all foreign tourists with convenience during 

their stay, Thai Tourist Police Division, Tourist Information Call Centers, Tourist Information 

Services, and BTS Tourist Information Centers have been set up.  Among these, the 

metropolitan police counter service at Chana Songkram Police Station has been initiated to 

assist foreign tourists. Therefore, the metropolitan police officers (MPOs) who work at the 

counter service are required to have sufficient English listening and speaking skills to 

provide accurate information to foreign tourists. 

 Based on “Amazing Thailand Campaign and Amazing Seven Wonders Campaign” 

from Tourism Authority of Thailand, Mrs. Phornsiri Manoharn, TAT Governor, reported that 

the number of foreign tourists who traveled to Thailand in 2008 was 14.7 million people 

(www.thai.tourismthailand.org). The income from foreign tourists’ expense of 2008 was 540 

billion baht that helps promote the state of economic expansion. To boost the tourism, the 

tourist police officers are trained via E-learning and in English training courses to improve 

the language ability in order to provide the efficient services at Thai Tourist Police Division, 

Tourist Information Call Centers, and Tourist Information Services in famous areas of 

Bangkok (www.thaitouristpolice.com). 



 2 

 In fact, the focal criteria of selecting the metropolitan police officers (MPOs) at 

counter service at Chana Songkram Police Station are general police skills in information 

technology, interpersonal skills and service mind sets. Their English proficiency becomes a 

secondary concern. According to functions of the MPOs whose tasks are to deal with 

foreign tourists from many countries, the knowledge of English language plays an important 

role. Even though, the MPOs received a Bachelor’s degree in law and politics, they did not 

have sufficient English language training programs. In this regard, fluent and effective 

English communication is hardly met. 

 In routine work, the MPOs communicate with the foreign tourists, they not only 

respond to the foreign tourists’ needs, but also represent the country’s image. As Richards 

(1985) points out, the English language is an international language and needed for people 

who work in tourism, business, and the civil services. So, English especially listening and 

speaking skills are important for the MPOs in order to provide simple information and solve 

the problems for the foreign tourists. Good listening and speaking skills minimize the 

misunderstanding in basic conversations. At the same time, these skills initiate positive 

impression and help them to achieve mutual goals.  

 In the areas of tourism, numerous studies have been done on needs and problems 

in English especially in English listening and speaking skills. Based on the work of 

Choaptham (1987), Promrat (1998), Khumchu (1999), Pornpetcharat (2001), and Meemark 

(2002), they conducted surveys of needs and problems of English for tourist police officers. 

The results showed that the tourist police strongly needed foreign language training and 

listening and  
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speaking were the most important skill. In addition, Tansrisawat (1991), Ketkhaw (1997), 

Keyoonwong (1998), Boonyawattana (1999), Aunreun (2005), and Tangniam (2006) 

investigated needs and problems of English for tourism agents. The results showed that 

listening and speaking skills were important and necessary for their jobs. English training 

courses on listening and speaking skills should be emphasized in order to enhance 

communication ability with the foreign tourists. 

 Previous studies showed that English listening and speaking skills were essential for 

the tourist police officers and the tourism agents in communicating with the foreign tourists. 

This study focused on the needs and problems in listening and speaking of the metropolitan 

police officers (MPOs) at counter service at Chana Songkram Police Station. The Needs 

and problems in listening and speaking can provide information to improve MPOs’ English 

skills, to meet the service purposes, and to avoid communication problems. In addition, the 

results of this study provide the information for the course designers and teachers of 

English training courses to lay out the effective training programs for developing the MPOs’ 

abilities to communicate in English language. 

 

Objectives of the Study 

The objectives of this study are to identify English language needs in listening and 

speaking skills, and to explore the listening and speaking problems of the metropolitan 

police officers at the counter service at Chana Songkram Police Station. 
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Research Questions 

 The research questions are:  

 1. What are the needs in English listening and speaking skills of the metropolitan  

police officers? 

 2. What are the problems in English listening and speaking of the metropolitan  

police officers? 

 

Significance of the Study 

 For better understanding of the daily routine and the English proficiency level of the 

metropolitan police officers (MPOs), this study can help the course planners of the Royal 

Thai Police and Metropolitan Police Bureau in designing appropriate training programs 

according to the needs which are beneficial to the present and future MPOs. Furthermore, this 

study can be a guideline in developing teaching materials for English training program in order 

to increase the achievement of the MPOs English learning. 

 

Scope of the Study 

 The data of this study were collected from 30 Thai metropolitan police officers 

(MPOs) working at the metropolitan police counter service at Chana Songkram Police 

Station. The MPOs are the frontier officials of the Metropolitan Police Bureau because they 

tend to work as the country’s ambassadors of Thailand in providing services for foreign 

tourists.  
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Definition of Terms 

 The following terms are specifically defined in this study. 

 Metropolitan Police Officers (MPOs) - The police officers who are responsible  

              for serving both Thais and foreign tourists in providing services and helps like:   

              individual case, tourist information, direction.  

 Foreign tourists – Foreigners who travel to Thailand with the purposes for leisure    

and stay for a short period of time. They communicate with metropolitan  

  police officers in English. 

 English for Specific Purposes (ESP) – An approach to language teaching in which 

all decisions as to context and method are based on the learner’s reason for 

learning (Hutchinson and Waters, 1987). 

 English Language Need Analysis - A method in finding learner’s need in order  

  to improve their English skills. 



CHAPTER 2 

LITERATURE REVIEW 

 

 This study investigates the needs and problems in English listening and speaking 

skills of the metropolitan police officers. This chapter presents an overview of related 

literature including the metropolitan police counter service: English language needs 

analysis, English problems in listening and speaking skills, and related research. 

 

The Metropolitan Police Counter Service 

 This section discusses the background and general information of the metropolitan 

police counter service.  

 Background of the Metropolitan Police Counter Service 

 The Metropolitan Police Bureau sets up many projects referring to the Royal Thai 

Police policies to provide services for the public. One of the projects was the metropolitan 

police counter service at Chana Songkram Police Station located near Khwaosan Road. 

The aim of the establishment is to promote a long-term relationship between the metropolitan 

police officers and the public.  

 General Information of the Metropolitan Police Counter Service 

 The selection criteria of all metropolitan police officers (MPOs) at the counter service 

are based on the police skills in information technology, interpersonal skills and service 

mind sets because the MPOs are assigned to serve Thais and foreign tourists. All MPOs 

work in-shift and are responsible for various duties: complaints, individual cases, driving 
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license, law consultation, safekeeping home, legal documents and fines. All MPOs are 

required to communicate with the foreign tourists to provide services when some foreign 

tourists ask some helps like: individual case, tourist information, direction.  

 In summary, all MPOs are the key persons to provide useful information for both 

Thais and foreign tourists. On the other hand, MPOs should be trained to give the efficient 

services by providing an appropriate English training program.  

 

English Language Needs Analysis 

 This section discusses the definitions of; language needs analysis, types of English 

language needs, methods of collecting data of needs analysis, English for Specific 

Purposes (ESP) syllabus, and course design for ESP. 

 The term “needs analysis” was originated by Michael West of India in the 1920s 

when he was trying to establish the way the learners should learn English. In the field of 

language program planning, needs analysis is the first step in developing a language 

curriculum (Brown, 1995). It is a systematic and ongoing process of gathering information 

about learners’ needs, interpreting the information, and then making course decisions based 

on the interpretation in order to meet the needs. It can be seen that it is the responsibility of 

the teachers and planners in investigating the learners to which the language they need in 

order to produce and teach an effective course. 
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 Definitions of Language Needs Analysis 

 This section discusses the definitions of language needs analysis.  

 Needs analysis is a very valuable tool in identifying where the learners are and 

where learners should be. If we are to analyze needs, we have to know what kinds of 

needs are. Many practitioners define language needs analysis in various ways and from 

different viewpoints. The definition of Language Needs Analysis is based on the work of 

Nunan (1991), Backman and Palmer (1992), and Brown (1995), in which they define 

Language Needs Analysis is a set of tools, techniques and procedures for determining the 

language content and learning processes that involves systematic gathering of specific 

information about the language needs to meet the learning needs of a particular group of 

learners.  

 The needs of a specific group of learners must be satisfied by the suitable teaching 

methods based on curriculum and context. In general, needs analysis is a method in finding 

learner’s need in order to improve their English language skills. 

 Types of English Language Needs  

 This section discusses the types of needs related to the specific group of learners in 

this study. 

 The first two types of needs taken into account for needs analysis of ESP course 

design are target needs and learning needs (Hutchinson & Waters, 1987). 

 1.  Target needs refers to what the learner needs to do in the target situation. 

Hutchinson and Waters describe the target needs in terms of necessities, lacks and wants. 

Necessities are what the learner has to know in order to perform effectively in the target 
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situation. Thus, it is a matter of observing the existing proficiency of the learners. However, 

to identify necessities alone is not enough; we also need to know what the learner knows 

already in order to decide which of the necessities the learner lacks.  Lacks are what the 

learners already know that are the gaps between the target proficiency and the existing 

proficiency of the learners. Wants can be considered to be the perception of the needs of 

the learners. In other words, wants are what the learners feel they need. It is concerned 

with asking questions about target situation and the attitudes towards situation of the 

various participants in the learning process. 

 2.  Learning needs can be considered as what the learner needs to do in order to 

learn. Learning needs covers all of the factors connected with the process of learning, such 

as attitudes, motivation and awareness, personality, learning styles and strategies and 

social background.  

 Both target situation needs and learning needs are important to ESP course design. 

They can guide the direction of ESP course design to meet the learners’ needs since they 

influence on the nature of the syllabus, materials, methodology, and evaluation procedures. 

In research studies, the researcher can examine the needs, problems, wants and other 

implementation factors by investigating the target situation and learning situation in order   

to adjust the new information for learners.  

 In summary, both target situation and learning needs are important. They can guide 

the direction of ESP course design to meet learner’s needs. The researcher concentrates 

on target needs which are the English language needs of the Metropolitan Police Officers in 

order to provide the services for the foreign tourists.  
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 Methods of Collecting Data of Needs Analysis  

 This section discusses the methods of collecting data of needs analysis.  

 To collect information regarding learners’ needs, Graves (2000) indicates types of 

information that can be gathered when assessing needs about: 

 1)  The present – who the learners are, the learners’ level of language proficiency, 

their interests, and their attitudes. 

 2)  The future – the learner’s or other involved goals and expectations, the target 

context: situations, roles, topics, and content, types of communicative skills they will need 

and tasks they will perform, and language modalities they will use. 

 Furthermore, McDonald and Sager (1975) also point out that the identification of 

needs depends on the level and experience of the learners. If the learners are already 

trained in their occupation, their motivation is strong, they know what they need, and what it 

is for, and they can define the skills, purposes and language areas required. Learning a 

foreign language for them is a process than for the trainees who have not yet a clear 

conception of what they have to learn in their native language. 

 Several methods of carrying out a needs analysis have been developed. Many 

researchers (Richterich & Chancerel, 1980, Hutchinson & Waters, 1987, and Orr, 2002) 

suggest that it is important that information about the needs of the learners be obtained 

from several sources. There are numbers of possible ways in which information can be 

gathered about needs such as questionnaires, interviews, observation. The planners can 

use the various techniques in investigating the learner’s needs in order to gain the learners 

real needs. 
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 Therefore, the popular research method in needs analysis is a questionnaire. This 

study, the researcher uses a questionnaire and the interview questions as the data-gathering 

instruments; they are considered the appropriate tools to find out the needs of the learners. 

English for Specific Purposes (ESP) 

 This section discusses the importance and characteristics of English for Specific 

Purposes (ESP).   

 Hutchinson and Waters (1987) mention that ESP should be seen as an approach.   

It is an approach to language learning, which is based on learners’ need. Sinha and 

Sadorra (1991) contend, “ESP simply means learning English for a very specific goal rather 

than for a very general or broad purpose.” 

 According to Robinson (1980), ESP has developed a new concern for the needs 

and feelings of the learner rather than requirements of an externally imposed syllabus. 

Therefore, needs analysis is advantageous for ESP practitioners in special purposes program 

design and is also fundamental for planning of any language courses.  

 The aims of ESP are to meet the needs of particular learners. As Robinson (1980) 

states, an ESP course is purposeful and aimed at the successful performance. This should 

be based on a strong analysis of learner’s needs. Any ESP course may differ from another 

in its selection of skills, topics, situations, functions, and language. Learners are more often 

adults and may be at any level of competence in the language: beginner, post-beginner, 

intermediate.  

 To provide the qualified services for the foreign tourists, General English cannot 

meet the goals for the metropolitan police officers (MPOs). Robinson (1991) indicated that 
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ESP is an enterprise involving training and practice and draws up three major realms of 

knowledge: language, pedagogy and the people’s participant specialist areas of interest. 

Therefore, ESP should be employed to help the MPOs in communicating with the foreign 

tourists because ESP consists of language skills in workplace settings that require special 

training. Specifically, English includes not only knowledge of a specific part of the English 

language, but also competency in the skills required to use this language, as well as 

sufficient understanding of the contexts within which it is situated (Brumfit, 1977). 

 In conclusion, it can be said that ESP relates to the purposes of the learners in a 

particular context. In this study, English involves work-related needs and training for the 

MPOs to enhance their English proficiency level. Furthermore, English training program will 

be designed to meet the specific needs of the MPOs. 

 Syllabus and Course Design for ESP 

 This section discusses the importance of syllabus and course design for ESP. 

 An ESP syllabus is a plan of work and thus essential for the planners, as a guideline 

and context for learning content. There may be value in showing the syllabus to learners, 

so that they can have a route map of the course. The learners can see how a plan is 

derived and how the individual lessons fit together. 

 Similarly, Robinson (1991) maintains that “ESP course design is the product of a 

dynamic interaction between a number of elements: the results of the needs analysis, the 

course designer’s approach to syllabus and methodology, and existing materials. Robinson 

concludes that there is a wide range of choices for course designers, although they may be 

constrained by past practices, institutional exigencies, and personal predilections. An ESP 
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course frequently requires a major input of time and resources on the parts of learners, 

teaching staff and administrators. Thus, the course needs to be recognized as an 

innovation, requiring appropriate managerial as well as pedagogical expertise. The syllabus 

design stage is only part of the total process of course design. Syllabus design must lead to 

developments in materials design and methodology.  

 It can be seen from the concepts of ESP that needs analysis of the learners is a key 

element of course designs. Knowing the MPOs needs in English listening and speaking can 

be useful for the planners to design an effective syllabus to support their work performance.  

 

English Problems in Listening and Speaking Skills 

 This section discusses English language for providing services of the Metropolitan 

Police Officers (MPOs), the problems that affect the listening and speaking skills, and 

implication for training program. 

 English Language for the Metropolitan Police Officers 

 This section discusses the main functional categories of the MPOs. 

 Listening and speaking skills are essential for the MPOs during any stage of providing 

services for foreign tourists. Functional communication within the metropolitan police counter 

services takes listening and speaking skills that can be practised. Richards (2000) stated 

that there are one hundred and seventy-five functional categories. Referring to the functions 

of the MPOs, the main related functional categories which the MPOs require in their real 

situations are generally shown based on the needs and problems of the MPOs as follows: 
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 1. Greeting and Offering Help 

 2. Asking for Information 

 3. Describing Problems 

 4. Complaining and Showing Sympathy 

 5. Giving Advice and Instructions 

 6. Giving Directions 

 7. Explaining the Situations 

 8. Describing People 
 

 All messages have a basic underlying purpose in communication with foreign tourists. 

To make the conversation precise and accurate is the main task of the MPOs. So, to be 

trained in listening and speaking skills related to the functional topics in providing services 

is necessary for the MPOs.   
 

The Problems Affecting the Effective Listening and Speaking Skills of the 

Metropolitan Police Officers (MPOs) 

 This section discusses the problems affecting listening and speaking skills.  

 For English beginners, the difficulty of listening comprehension is simply too many 

new and unfamiliar words (Brown, 1994). The listening comprehension problem is when 

learners listen to an English speaker, they not only have to recognize words by hearing 

them, but they also have to recognize the words very quickly. Learners must be able to 

recognize and understand words immediately because, if they pause to think, the English 

speaker will keep speaking and learners will not comprehend what he/she says. Even learners 

who have studied for years, they often still find listening comprehension quite difficult. Therefore, 
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it is very important to maintain the listening fluency and the ability to recognize and understand 

English words and phrases punctually when learners perceive them.  

 To improve listening skill, learners can learn through many good practices: listening 

to the radio, to tapes, to native English speakers, and even to non-native speakers of 

English (Mendelsohn & Rubin, 1995). However, listening takes time because of some 

barriers such as worry, fear, semantics and language differences, and noise (Scarcella & 

Oxford, 1992). In order to become an effective listener, learners have to learn to manage 

what is going on in their own minds.  

 Likewise, learning to speak a foreign language requires more than knowing its 

grammatical rules. Learners must also acquire the knowledge of how native speakers     

use the language in the particular contexts. To be successful and fluent in speaking skill, 

Canale and Swain (1980) show the components underlying speaking skills proficiency as 

follows: 

 1)  Grammatical competence. Learners must have the knowledge of words and 

sentences; that is, they must understand how words are segmented into various sounds, 

and how sentences are stressed in particular ways. Thus, grammatical competence enables 

learners to use and understand English language structures accurately and unhesitatingly, 

which contributes to their fluency.  

 2)  Discourse competence. Learners must develop discourse competence, which is 

concerned with inter-essential relationships. In communication, both the production and 

comprehension of a language require one’s ability to perceive and process stretches of 

discourse, and to formulate representation of meaning from referents in both previous 
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sentences and following sentences. Therefore, effective speakers should acquire a large 

range of structures to express ideas, show relationships of time, and indicate cause, 

contrast, and emphasis. With these, learners can manage turn-taking in conversation. 

 3)  Sociolinguistic competence. Learners must have competence which involves 

knowing what is expected socially and culturally; that is, learners must acquire the rules and 

norms governing the appropriate timing and realization of speech acts. Understanding the 

sociolinguistic competence helps learners know what comments are appropriate, know how 

to ask questions during interaction, and know how to respond nonverbally according to the 

purpose of the talk.  

 4)  Strategic competence. Strategic competence is “the way learners manipulate 

language in order to meet communicative goals” (Brown, 1994). With reference to speaking, 

strategic competence refers to the ability to know when and how to take the floor, how to 

keep a conversation going, how to terminate the conversation, and how to clear up communication 

breakdown as well as comprehension problems. 

 As a whole, effective listening and speaking skills can assist the MPOs in building a 

relationship with foreign tourists, solving problems, ensure understanding, resolving conflicts 

and improve accuracy in providing services. To be competent in listening and speaking 

skills, MPOs are required to have known enough vocabulary words, overcome the barriers 

of listening and speaking, and learn the components of English language skills. 
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 Guidelines and Elements for a Language Training Program 

 This section discusses the guidelines and the elements of the effective training 

program. 

 Syllabus design for a training program is concerned with the selection, explanation 

and sequencing of the content of the curriculum. It is concerned with selecting lists of 

linguistic features such as grammar, pronunciation, and vocabulary as well as experiential 

content such as topics and themes. To provide the useful training program, Wilson (1994) 

suggested the guidelines how to establish and maintain an effective training program as 

follows: 

 1)  Identify training needs. If the problem proves to require a training solution, 

conduct a need assessment to define the course content. The training content should 

include information that will help learners reduce or eliminate deficiencies and to increase 

job performance. 

 2)  Identify goals and objectives. These outcomes describe knowledge and tasks 

that learners must know or perform to reduce or eliminate the deficiencies. 

 3)  Develop learning activities. From the learning objectives, the course planners 

design learning activities and course materials to fulfill learner’s needs. Course material 

should be formatted to ensure that learning occurs. 

 4)  Evaluate program. Learner evaluations and course audits are among the ways 

to measure the effectiveness of the training program 

 5)  Improve the program. The course planners develop processes to assure that 

courses continue to satisfy learner needs by measuring its performance. Moreover, the 
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course planners operate an ongoing training program to continuously upgrade the 

knowledge and skills of instructors in course and training methodology. 

 Moreover, the development of syllabus has been developed among the practitioners. 

Among those, Nunan (2004) mentioned that a range of alternative syllabus models have 

been planned including a task-based approach that a syllabus designer needs to take into 

consideration. Task-based syllabuses represent a particular realization of communicative 

language teaching. Instead of beginning the design process with lists of grammatical, 

functional-notional, and training materials, the designer conducts a needs analysis which 

yields a list of the target tasks that the learners will need to carry out in the “real-world” 

outside the classroom.  

 Also, Nunan (1999) stated that any approach to language pedagogy, needs to 

consider it with three essential elements: language data, information, and opportunities    

for practice. These different elements are further defined below. 

 1)   Language Data. Learners need samples of listening and speaking language. 

Learners can access to appropriate samples of oral language in contexts that make 

transparent the relationship between form, function and use. The partial examples are 

showed as follows: 

 - Hello, this is the metropolitan police counter services. May I help you? 

 - What happened? / When did it happen? 

 - You should contact your embassy immediately. 

 - Walk along this street for ten minutes. 

 - Could you speak slowly? 
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       2)   Information. Learners need experiential information about the culture, linguistic 

information about language systems, and process information to learn the language. They 

can get this information from various materials such as English for Specific Purposes text, 

English textbook, newspaper, journals, DVDs, on-line materials, technical manuals and 

brochures that provide an explicit explanation. 

 3)   Practice. Learners need to get an extensive practice. In designing practice 

opportunities for learners, a planner should include exercises and activities that learners 

can achieve through language in the world outside the classroom in term of pair work, 

group work, role-plays, simulation, group discussion, task-based, e-learning, and presentation. 

 In summary, as the importance of the training program is considered for everyday 

situations, the guidelines and the three essential elements for effective training program 

should be applied in order to be beneficial for the MPOs in providing services for foreign 

tourists.  

 The English Training Program for the Metropolitan Police Officers 

 This section discusses the implication of the effective training program for the MPOs. 

All MPOs are not well-educated in English. For this reason, how to design an effective 

English training program will help the planners in providing training program of topics, 

teaching materials and learning activities of crucial needs of all MPOs. The model below is 

adapted from the recommendations of Need Analysis, English for Specific Purposes (ESP), 

and the main functional categories of the MPOs. This design can be expanded or contracted 

to fit the interest of all MPOs. 
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 1)   Topics: The topics related to the functional categories are generally shown 

based on the work of Richards (2000) as follows: 

    Greeting and Offering Help      Giving Advice and Instructions 

    Asking for Information      Giving Directions 

    Describing Problems      Explaining the Situation 

    Complaining and Showing Sympathy    Describing People 

 2)  Teaching Materials: The teaching materials that can support all MPOs in 

learning English are as follows: 

    English for Specific Purposes text     DVDs  

    English textbook        On-line materials  

    Newspaper         Technical manuals  

    Journals        Brochures  

 3)   Learning Activities: All MPOs can practice a variety of learning activities to 

gain deeper understanding of English listening and speaking skills as follows: 

   Pair work        Simulation  

    Group work        Group discussion  

    Role-plays         Task-based   

    E-learning        Presentation 

 In conclusion, the effective training program requires good topics, appropriate 

teaching materials and suitable learning activities. Therefore, the English training program 

for all MPOs will help them to understand English well and be able to provide the services 

for the foreign tourists properly.  
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Related Research 

 This study focuses on English language needs and problems in listening and speaking 

skills of the Metropolitan Police Officers (MPOs) at counter service at Chana Songkram 

Police Station. Although there have been studied on face-to-face communication with the 

foreign tourists, there is no specific research on English language needs and problems in 

listening and speaking skills of the MPOs so far. The following are closely related research 

studies that represent how important English skills in the field of tourism, especially listening 

and speaking. 

 Choaptham (1987) studied the opinion of the tourist business towards the operation 

of tourist police in Phuket. The tourist business suggested that the tourist police should 

improve their skills in using foreign languages. Furthermore, the tourist business also 

recommended that tourist police should help the volunteers to be equipped in using the 

foreign language in order to extend assistance in the operations. 

  Tansrisawat (1991) carried out an opinion study of the concerned-persons in 

tourism industry towards the operation of tourist police in Pattaya. The findings pointed out 

that the tourist business was not sure about language ability of tourist police. Tourists 

agreed on the tourist business that tourist police ought to become experts in a foreign 

language. Similarly, Tourism Authority of Thailand officers also suggested that tourist police 

should develop language competency because tourist police must directly operate with foreign 

tourists. Thus, an ability and competency in foreign language especially English was necessary 

and important. 
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 Ketkaew (1997) conducted a survey of cabin attendants’ needs of English.              

The study investigated the needs for English, the important functions of the language,          

the problems in using the language and the needs to improve the English skills of cabin 

attendants. The results revealed that English was highly important to air stewards, air 

stewardesses, air pursers and flight managers in Thai Airways International. Listening    

and speaking skills were the most needed. Problems of using the four skills were moderate 

for all of them. Air stewards and air stewardesses needed to improve their listening and 

speaking skills most, while air pursers and flight managers needed to improve all four skills 

from moderate to high levels. 

  Keyoonwong (1998) conducted a survey of needs and wants of English in tourism 

career. The results showed that the tourism personnel in Chiang Mai considered listening 

and speaking skills the most important and necessary. The employers, as well as the staffs 

themselves, were not satisfied with the English language proficiency. They needed to 

practice the skills including listening, speaking, reading, writing and translation. 

  Promrat (1998) investigated the English vocabulary competency and problems with 

using English in the special situation faced by the tourist police in the Lower Central Region 

of Thailand. They had problems in listening to foreign tourists most and they also needed to 

have intensive English training courses especially practicing the conversation with foreigners 

in real situation they faced while carrying out their duties. 

  Boonyawattana (1999) studied needs analysis of English in tourism business. The 

results found that listening and speaking skills were greatly important in tourism business 

careers more than reading and writing skills. Speaking was needed the most, followed by 

listening, reading and writing. People who worked in tourism business also encountered the 
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most problems of using English in listening skills, followed by speaking, writing and reading 

skills. 

 Khumchu (1999) studied tourist business attitude towards tourist police service in 

Chiangmai. The result of the research showed that tourists expected tourist police to speak 

various foreign languages proficiently. 

 Pornpetcharat (2001) investigated the welfare needs and problems of tourist police 

officers. It was also found that tourist police strongly needed foreign language training. 

 Meemark (2002) carried out a survey to investigate the needs and problems of 

English for Tourist Police. The study attempted to survey English language use in routine 

jobs, the problems faced by the tourist police and the degree of English training needs 

defined by tourist police. The results indicated that the tourist police of all sections strongly 

needed all four English language skills. Listening was considered the most important.     

The English training courses should emphasize listening and speaking skills, together    

with vocabulary. 

 Aunreun (2005) explored the present English language needs of travel agents in 

Chiang Mai and the problems that travel agents encountered in using English in their jobs. 

The results showed that all four English skills were needed especially speaking which the 

participants used most in their daily routines. The participants also felt that speaking was 

the most serious problem. 

 Tangniam (2006) explored the English language needs of Thai Airways ground staff. 

The majority of them considered that an English training course helped them improve 

English skills to communicate with passengers more fluently. As for English skills needs, 

listening and speaking were rated extremely needed skills. Based on the findings, English 
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training courses were recommended mainly to have emphasized on listening and speaking 

skills. 

  Based on the review of related research on needs analysis for English language,    

a number of studies have been investigated the needs and problems in English usually 

related to the field of tourism. Listening and speaking skills were most considered to be 

significant in their workplaces.  

 In conclusion, there have been some studies on needs and problems in English 

skills of tourist police officers and tourism agents. This study will explore needs and 

problems in English listening and speaking skills of the metropolitan police officers at counter 

service at Chana Songkram Police Station. This study will be beneficial for the Metropolitan 

Police Bureau to understand the English problems in listening and speaking skills of the 

MPOs. Consequently, to avoid the problems in communication, the MPOs should be trained 

in the effective training program before they effectively communicate and provide the 

services for foreign tourists. 

 

 



CHAPTER 3 

METHODOLOGY 

 

 This chapter presents the methodology which contains four sections: data source, 

instrument for collecting data, the construction of the questionnaire, and data analysis.  

 

Data Source 

 There were 30 Thai Metropolitan Police Officers (MPOs) worked in-shift at the 

metropolitan police counter service at Chana Songkram Police Station located near 

Khwaosan Road. All MPOs worked as the country’s ambassadors of Thailand in providing 

services to foreign tourists. Their functions are: 1) to facilitate and provide both Thai and 

foreign tourists with the security, assistance, and convenience, 2) to promote the Thai 

tourism industry, and 3) to joint the authorities or to support any activities concerned. The 

sources of primary data were from questionnaires and interviews in February, 2009. 

 

Instrument for Collecting Data 

 The instruments for collecting data in this study were the questionnaire and the 

interview questions which were constructed based on need analysis (Hutchinson & Waters, 

1987), a survey of English use and problems. The questionnaire was constructed and 

developed based on the variety of previous related research, books, and journals concerning 

needs analysis, functions and responsibilities, as well as the preliminary interviews with some 

Metropolitan Police Officers (MPOs). The questionnaires were given to the MPOs at the 
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counter service in February 2009. The questionnaire consists of two types: closed questions 

(check-list and rating scales) and open-ended questions (see Appendix 2). It is divided into 

four parts. 

 Part I – Questions addressed general information of the MPOs: age, educational 

background, current position, and length of working 

 Part II – The needs in English listening and speaking skills  

 This part surveys the needs of listening and speaking for communication of the 

MPOs 

 Part III – The problems in English listening and speaking skills 

 This part surveys the problems in listening and speaking for communication that the 

MPOs encountered. 

 Part IV – Suggestions  

 The interview questions consist of four questions, asking the MPOs’ opinion 

regarding the importance of English and the general information of English training program 

(see Appendix 2).  

 

The Construction of Development of the Questionnaire  

 The questionnaire used in this study was designed in 2 versions; Thai version was 

used in order to minimize problems of ambiguity and misinterpretation and English version 

was supplementary for this project. The construction procedures followed these sequences:  

 First, a variety of related research, books, and journals concerned needs analysis, 

functions, and responsibilities of tourist police were reviewed. 
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 Next, five police officers at the Education Police Bureau, Royal Thai Police were 

interviewed to elicit English use, functions of responsibilities, and needs and problems for a 

training course. 

 Then, information from these interviews and reviews of related research, books, and 

journals were used to provide a guideline in the initial draft of the questionnaire.  

 After that, a pilot study was conducted with ten police officers at the Education 

Police Bureau, Royal Thai Police before the questionnaire was used in the main study. The 

subjects of this pilot study were requested to fill out the questionnaires, to comment on the 

content and wording, and to give suggestions on items that should be added or excluded. 

 Finally, the final draft of the questionnaire was revised before it was distributed to 

the Metropolitan Police Officers (MPOs) working at the metropolitan police counter service 

at Chana Songkram Police Station.  

 

Validity of the Questionnaire  

 To ensure content validity, the questionnaire was revised according to an advice 

from the experts: 1. the suggestions of master’s project’s advisor in English for Specific 

Purposes (ESP) and Needs Analysis, 2. the suggestions of the metropolitan police officers 

at Bangkhen Police Station and Education Police Bureau, Royal Thai Police in MPOs’ 

functions and English training course, and 3. the suggestions of English native speakers at 

Language Center at Phranakhon Rajabhat University in teaching English courses. The 

comments and suggestions from the experts and the implications of the questionnaire from 

the pilot project contributed to the development of the final draft of the questionnaire for the 
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main study. Therefore, it could be considered that the instrument for data collecting of the 

study is validity.  

 

Data Analysis 

 The sequences applied to analyze the data are as follows:  

 The results of the questionnaire were interpreted, categorized and tabulated on 

computer sheets and were calculated into the statistical values as follows: 

   (a)  The data concerning the general background and the opinions of English 

training courses was presented in Percentage. 

 (b)   A five-point Likert scale was used to score the levels of the English needs and 

problems of listening and speaking of the Metropolitan Police Officers (MPOs). It is a scale 

used in questionnaires to specify the level of agreement or disagreement based on the 

following the criteria of Rensis Likert (1932): 

Scale Need Problem Mean Range 

5 

4 

3 

2 

1 

Most Important 

Important 

Moderate 

Slightly Important 

Least Important 

Always (81-100%) 

Usually (51-80%) 

Often (21-50%) 

Seldom (1-20%) 

Never (0%) 

4.50 - 5.00 

3.50 - 4.49 

2.50 - 3.49 

1.50 - 2.49 

1.00 – 1.49 
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 (c)   Mean ( x ) was used to interpret the average level of English, level of English 

skill needs, English uses, and problems of the MPOs based on the criteria of John W. Best 

(1970). The higher mean score ( x ) of each activity indicates higher needs, uses, and 

problems in English of the MPOs in executing the said activity. On the other hand, the 

lower mean score ( x ) indicates less needs, uses, and problems in performing the same 

activity. 

 The oral interview questions (see Appendix 1) and the observation were discussed 

and analyzed to support the results of the questionnaire. 

 The results and findings were presented in tables and figures together with full 

explanations. 



CHAPTER 4 

FINDINGS AND DISCUSSION 

 
 This chapter presents the data collected from the metropolitan police officers (MPOs) 

working at Chana Songkram Police Station. The results were based on the data obtained 

by using the questionnaire and the interview.  

 The results from the questionnaire and the interview were presented in four parts as 

follows: general information, the needs in English listening and speaking skills, the problems 

in English listening and speaking skills, and suggestions. 

 

General Information 

 This part indicates the general information concerning the demographic data of the 

MPOs. The results were shown based on the questionnaire and interview data as follows: 

 

 

Figure 1 Gender 
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 As shown in Figure 1, the majority of the MPOs (97%) working at Chana Songkram 

Police Station were male, while 3% of them were female. The number of male was larger 

than female; this could be because the Metropolitan Police Bureau requires male police 

officers in most job operations, especially working outside the police station, such as 

individual cases, fines, safekeeping home while most female police officers were 

responsible for clerical works inside the police station such as legal documents, law 

consultation. 

 

 

Figure 2 Range of Age 

 

 Figure 2 shows the age range of the MPOs working at Chana Songkram Police 

Station was from 41-50 years old, accounting for 37%. Based on the interview data, the 

MPOs hardly rotate their job to other police stations because the MPOs expect to get 

promoted in their career. In addition, the MPOs are satisfied with their social status and 

fringe benefits. 
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Figure 3 Educational Level 

 

 Figure 3 shows that the majority of the MPOs (37%) working at Chana Songkram 

Police Station graduated with a Bachelor’s degree. This could be because the focal criteria 

of selecting the MPOs are required the MPOs who finished the Bachelor’s degree.  

 

 

Figure 4 Duration of Work 
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 In Figure 4, the majority of the MPOs (50%) working at Chana Songkram Police 

Station have been working as the MPOs for 1-5 years, which 20% of them have been 

working for 6-10 years. The finding also revealed that 30% of the MPOs have been working 

for more than 10 years but less than 20 years. As McDonald and Sager (1975) point out 

that the identification of needs depends on the level and experience of the learners. If the 

learners are already trained in their occupation, their motivation is strong, they know what 

they need, and what it is for, and they can define the skills, purposes and language areas 

required. It could be concluded that the MPOs are familiar with their job operations. So, the 

MPOs can exactly identify their needs and problems in English listening and speaking skills  

 

 To investigate whether the MPOs’ English knowledge is sufficient for their work or 

not, the question “Is your English knowledge sufficient for your work?”  was raised.  

 

 

Figure 5  English Proficiency 
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 According to Figure 5, the results based on the interview data showed that most of 

the MPOs (80%) thought that their English is insufficient for their work because they have 

no basic English background. Therefore, they themselves cannot communicate with the 

foreign tourists fluently.  

 

 Moreover, in order to investigate the importance of English and how to practice 

English, the questions “How does English play important roles in your current job?” 

and “How do you practice English in your daily life?” were raised.  

 

 

Figure 6 Ways to Practise English  

 

 Based on the interview data, the results showed that the MPOs believed English is 

an important aspect in their current job operations. Figure 6 reveals that in order to improve 

their English knowledge, 43% of them preferred to practise with conversational cassette 

tape. This could be because the MPOs easily buy the conversational cassette tape at the 

bookstore. As Mendelsohn & Rubin (1995) mention that to improve listening skill, the MPOs 
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can learn through many good practices: listening to the radio, tapes, and native English 

speakers. Learning English via the Internet (30%), listening to the radio (BBC) (20%), and 

learning from E-learning (20%) were considered to be the suitable ways to practise English 

in daily life. Besides, 17% of them practised by watching English movies and communicated 

with foreign tourists.  

 To achieve the objectives of the Metropolitan Police Bureau, the MPOs should 

communicate in English fluently and comprehend in a foreign language. Therefore, the 

MPOs should attend the English training course especially practising the conversation in 

real situations they will face while carrying out their duties. Similar to the studies of Promrat 

(1998), Pornpetcharat (2001), and Tangniam (2006), they found that English training 

courses were recommended in order to improve English listening and speaking skills. 

 

The Needs in English Listening and Speaking Skills 

This part explores the needs in English listening and speaking skills of the metropolitan 

police officers (MPOs). The results based on the questionnaire data were shown as follows: 

 As for listening and speaking skills, various functions were considered important 

because Chana Songkram Police Station is located near Khwao-San Road, which is the 

popular place among foreign tourists (www.thai.tourismthailand.org). Therefore, the MPOs 

needed to improve their English proficiency in order to efficiently contact the foreign tourists. 

Similarly, the findings of Choaptham (1987), Boonyawattana (1999), and Meemark (2002) 

stated that the tourism agents and tourist police strongly needed to improve their English 

proficiency in order to communicate more fluently with foreign tourists.  
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TABLE 1 The Needs in English Listening and Speaking Skills 

Topics Functions x  Mean Range 

1. Greeting and Offering 

Help 

- Greeting 4.10 Important 

- Introducing yourself 2.96 Moderate 

- Introducing other people 3.13 Moderate 

- Offering help 3.93 Important 

 

2. Asking Information          - Personal details 4.03 Important 

- Problems and wants 4.00 Important 

 

3. Giving Information           

 

- Accommodation information 4.43 Important 

- Tourist information 4.16 Important 

- Transportation 4.03 Important 

- Customs and immigration information 3.30 Moderate 

- Currency and banking 3.16 Moderate 

- Public phone, international call and cell phone access 3.23 Moderate 

-Emergency calls 3.80 Important 

 

4. Giving Direction             

 

- Explaining directions 4.16 Important 

- Taking a bus 4.03 Important 

- Describing landmarks 3.83 Important 

- Explaining location 3.73 Important 

 

5. Giving Advice and 

Instruction 

 

- Safety 3.70 Important 

- Travel 3.63 Important 

- Shopping             3.63 Important 

- Entertainment      3.13 Moderate 

 

6. Describing People           

 

- Physical characteristics 3.13 Moderate 

- Appearance    2.73 Moderate 

- Clothing           2.90 Moderate 

- Special peculiarities 2.70 Moderate 
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 The results were presented in the average number based on the criteria of Rensis 

Likert (1932) shown on page 28 as follows:  

  Greeting and Offering Help, the average number is important in greeting (4.10) and 

offering help (3.93). The average number is moderate in introducing yourself (2.96) and 

introducing other people (3.13).  

  Asking Information, the overall need of the MPOs is important in all aspects - 

asking personal details (4.03) and problems and wants (4.00).  

  Giving Information, the average number is important in accommodation (4.43), 

tourist information (4.16), transportation (4.03), and emergency calls (3.80). The average 

number is moderate in customs and immigration (3.30), currency and banking (3.16), and public 

phone, international call and cell phone access (3.23).  

  Giving Direction, the overall need of the MPOs is important in all aspects - 

explaining directions (4.16), taking a bus (4.03), describing landmarks (3.83), and explaining 

location (3.73).  

  Giving Advice and Instruction, the average number is important in safety (3.70), 

travel (3.63), and shopping (3.63). The average number is moderate in entertainment 

(3.13).  

 On the contrary, Describing People, the overall need of the MPOs is moderate in all 

aspects: physical characteristics (3.13), appearance (2.73), clothing (2.90), and special 

peculiarities (2.70). This might be because foreign tourists prepare themselves well and 

know how to keep themselves away from the dangerous situations. Therefore, they do not 

have to involve in legal matters. 
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The MPOs strongly needed to improve their English listening and speaking skills in 

functions. It is essential for the course planners to set up the appropriate English training 

courses that support the MPOs’ English need. 

 

The Problems in English Listening and Speaking Skills 

 This part presents the problems of the MPOs in English listening and speaking skills 

based on the questionnaire data:  

 Regarding to listening and speaking skills, the listening problems often occurred 

during their job operations. The main listening problems were a variety of English accents, 

being unable to catch the main idea, and listening basic expressions. It is possible that the 

MPOs cannot understand when listening to a variety of accents, the main idea, and basic 

expression because some foreign tourists are native speakers, whereas others are lingua 

franca speakers.  

 Similarly, the speaking problems often occurred during their job operations. The 

main speaking problems were saying basic expressions, speaking in complete sentences, 

and pronouncing English vowel sounds. This might be because the MPOs did not receive the 

degree in English and they have not been trained sufficiently in English language programs. 

Therefore, the MPOs could not communicate fluently and effectively in English. 
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TABLE 2 The Problems in English Listening and Speaking Skills 

Topics Functions x  Mean Range 

1. Listening Skill - Listening basic expressions 3.00 Often 

- Perceiving various foreign accents 3.10 Often 

- Comprehending some unknown vocabulary 2.90 Often 

- Comprehending the technical terms 2.96 Often 

- Understanding linking sounds 2.73 Often 

- Understanding final sounds 2.76 Often 

- Understanding some English idioms 2.80 Often 

- Being unable to catch the words when the foreign tourists 

speak too fast 

3.03 Often 

 

2. Speaking Skill - Saying basic expressions 3.26 Often 

- Pronouncing English consonant sounds 2.76 Often 

- Pronouncing English vowel sounds     2.83 Often 

- Speaking according to grammatical rules 2.63 Often 

- Speaking in complete sentences 2.93 Often 

- Speaking English with appropriate word stress 2.80 Often 

- Speaking English with appropriate sentence intonation 2.80 Often 

- Being shy to speak English in front of the foreign tourists        2.63 Often 

 

  

Table 2 shows that the MPOs often confronted with the listening problems in all 

functions. The main listening functions that the MPOs found to be the important problems 

were a variety of English accents (3.10), being unable to catch the main idea (3.03), and 

listening basic expressions (3.00) respectively. Also, the MPOs often encountered problems 

when speaking in all functions. The main speaking functions that the MPOs found to be the 

important problems were saying basic expressions (3.26), speaking in complete sentences 

(2.93), and pronouncing English vowel sounds (2.83).  
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 In order to find out how the MPOs solve the English listening and speaking skills, 

the question: “How do you handle with the English listening and speaking problems 

when communicating with the foreign tourists?” was raised. The results based on the 

interview data showed that the MPOs solved the problems by asking some helps from their 

boss or colleagues who can speak English fluently. To improve their English proficiency, 

some MPOs suggested that learning English via the internet for further interaction could 

boost their English ability. 

 In summary, the MPOs often confronted with English listening and speaking skills. 

All MPOs should be trained in English training course especially listening and speaking 

skills which they can apply in their daily routines. Similar to the studies of Tansrisawat 

(1991), Ketkaew (1997), Keyoonwong (1998), Khumchu (1999), and Aunreun (2005), they 

found that English listening and speaking skills were important and necessary for the 

tourism agents’ jobs. English training courses on listening and speaking skills should be set 

up in order to improve the MPOs’ English knowledge. 

 

Suggestions         

 This part presents the suggestions of the metropolitan police officers (MPOs)’ needs 

for English training course. The opinions of the MPOs can shed light on their desires which 

will enable course designers and organizations to provide English courses that will better 

meet the MPOs’ needs. The results based on the questionnaire and interview data were 

shown as follows: 
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Figure 7 Topics of Further English Training Course 

 

 Figure 7 shows that the basic English conversation (83%) should be strongly 

emphasized in the further English training courses. This could be because the MPOs can 

apply the basic English conversational patterns in providing services to foreign tourists as 

Nunan (1999) stated that learners need samples (language data) of listening and speaking 

language. Furthermore, pronunciation (47%), English grammar (47%), and technical terms 

(43%) were also considered to be important for the training courses. 
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Figure 8 Teaching Materials for English Training Course 

 

 From Figure 8, the majority of MPOs (63%) preferred English textbooks in the 

training course. This could be because the MPOs can review the English knowledge as 

much as they need and can simply carry around in order to look up some basic English 

conversational examples as Canale and Swain (1980) state that learners must have the 

knowledge of words and sentences (grammatical competence) in order to use and 

understand English language structures accurately and unhesitatingly, which contributes to 

their fluency. Furthermore, ESP textbooks (37%) and technical manuals (33%) were also 

considered to be recommended as an important material for the training courses. Moreover, 

some MPOs (3%) suggested that English cassette tape should be used in the training 

course.  
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Figure 9 Learning Activities 

 

 Figure 9 shows that the dialogue practice (77%) was highly applicable in the training 

course. This might be because the MPOs can raise the specific topics which occurred and 

discuss in the training course before using in the daily situations as Nunan (1999) stated that 

learners need to get an extensive practice in order to boost the learners can achieve through 

language in the world outside the classroom. Furthermore, group work (37%) and language 

game (27%) were respectively considered to be important for the training courses. 

  

 

Figure 10 Preferred Time Arrange for the English Training Course 
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 Figure 10 shows that Saturday and Sunday (43%) was the preferred time 

arrangement for the English training course. Based on the interview data, most MPOs do 

not go for work and have much time for learning at weekend. In the morning and after work 

(20%) were also considered to be preferred time arrangement for the training course. This 

might be because most MPOs work in-shift. In addition, some MPOs (7%) suggested that a 

whole day during holidays was suitable.   

 

 

Figure 11 Learning Schedule 

 

 Figure 11 shows that studying 3 days a week and 1 hour 30 minutes/day (40%) was 

the appropriate learning schedule. Based on the interview data, 1 hour 30 minutes is not 

too long for learning and they will not feel bored. Also, studying once a week and 3 

hours/day (20%) and whole day on Saturday and Sunday (20%) were considered to be the 

proper learning schedule for the training course. In addition, some MPOs suggested that a 

whole day during holidays (10%) was suitable.  
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Figure 12 Total Number of Hours of the Training Course 

 

 Figure 12 indicates that studying 30 hours for the training course (30%) was 

appropriate. This might be because the period of time is suitable for teachers to evaluate 

the MPOs’ learning development and find out the solutions if the learning problems occurred. 

Studying 50 hours (27%) and 40 hours (20%) were considered to be appropriate for the 

training course. In addition, some MPOs agreed that studying 60 hours (10%) for each 

training course was suitable. 
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Figure 13 Duration of the Training Course 

 

 Figure 13 shows that studying 3 months (43%) for the training course was 

appropriate. Studying one month (20%) and over a period of one year (17%) were 

respectively considered to be proper for the training course. In addition, some MPOs (10%) 

suggested that the training course should be continued until they can communicate with the 

foreign tourists well in their jobs.   

 

 

Figure 14 Trainer 
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 Figure 14 shows that the MPOs greatly needed to learn with both Thai teachers and 

native English speakers (57%). Based on the interview data, they can learn accents, 

pronunciation, grammatical rules from the native English speakers and if the MPOs have 

any problems with the lesson during or after their training course, they can ask some helps 

from Thai teachers. In addition, some MPOs (43%) needed to learn with native English 

speakers.  

 As a result, the findings are essential and useful to guide the course designers and 

English teachers in designing an English training course to respond to the MPOs’ needs.  

 



CHAPTER 5 

CONCLUSION AND DISCUSSION 

 

 This chapter presents the findings, discussions, and recommendations. The 

implications of the study as well as recommendations for further studies for organizing and 

improving English courses for the metropolitan police officers (MPOs) are also provided in 

the last section of the chapter. 

 

Discussion of Major Findings 

 The first part of this section discusses the information of the participants. The 

discussion of needs and problems in English listening and speaking skills will be presented 

based on the questionnaire and interview data as follows: 

 General Information of the MPOs 

 The proportion of the participants in terms of gender shows 97% of MPOs were 

male; whereas 3% of MPOs were female. The majority of MPOs’ age (37%) were ranging 

from 41-50 years old. Most of them graduated with a Bachelor’s degree (37%) and have 

been working as MPOs for 1-5 years (50%).  

 Needs in English Listening and Speaking Skills 

 Since the MPOs are responsible for facilitating and providing foreign tourists with the 

information concerning security, assistance, and convenience, they have to use English as a 

medium of communication and at the same time apply in their job operations when providing 

services to foreign tourists.  
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 The overall need of MPOs in listening and speaking skills is important. The MPOs 

need to use English in various functions – (1) greeting and offering help, (2) asking personal 

details and problems and wants, (3) giving information about accommodation, tourist 

information, transportation, and emergency calls, (4) giving directions, and  (5) giving advice 

and instruction about safety, travel, and shopping.  

 Problems in English Listening and Speaking Skills 

 In Thailand, English is regarded as an international language. Buripakdi and 

Mahakhan (1980) stated that most Thai people rarely use English in their daily lives 

especially listening and speaking skills, which are considered to be serious problems for 

Thai people when communicating with foreign tourists. 

 The study showed that listening skill is regarded as the problem that often occurred. 

The major problems are perceiving various accents of tourists from different nationalities, 

being unable to catch the words when the tourists speak too fast, and listening basic 

expressions. In addition, speaking skill is also regarded as the problems that often occurred. 

The major problems are saying basic expressions, speaking in complete sentences, and 

pronouncing English vowel sounds.  

 

Implication of the Study for English Training Course 

 Based on the findings, English training course for the MPOs should be organized in 

accordance with the actual needs of the MPOs who need to use English in their line of duty 

and communicate with foreign tourists who seek assistance from them.  
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 Topics of Further Training Course 

 From the results mentioned in the previous chapter, all MPOs really need to practice 

their listening and speaking skills in the following functions: 1) greeting and offering help, 2) 

asking personal details, problems and wants, 3) giving information about accommodation, 

tourist information, transportation, and emergency calls, 4) giving direction, and 5) giving 

advice and instruction about safety, travel, and shopping. The MPOs perceive that their own 

English proficiency is insufficient for work and they need to improve their English skills. 

 The MPOs need to have a good command of English communication skills, 

especially basic English conversation that should be related to the MPOs’ tasks e.g. 

greeting, giving direction. Some MPOs suggested that the content of basic English 

conversation should be intensive, beginning with easy topics and gradually increasing the 

level of difficulty, and based on the real cases which had occurred in the past in order to 

improve their English fluency.  Moreover, English grammar, synonyms, slang, idioms, and 

technical terms should be included because the MPOs can apply their knowledge to carry 

on conversations with foreign tourists. 

 Teaching Materials 

 From the results mentioned in the previous chapter, the majority of MPOs need to 

improve their listening and speaking skills by using English textbooks and English for 

Specific Purposes textbooks because they can enhance their knowledge as much as they 

need. In addition, they possibly practice their English and refer their knowledge when they 

confront with the communication problems. 
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 Learning Activities 

 As the English training course placed an emphasis on listening and speaking, 

dialogue practice, group work, and language games give learners an opportunity to draw all 

the bits of language they have learned and to practice using them in the kind of situations 

they are likely to encounter outside the classroom. Moreover, some activities should be 

included in order to give learners more chance to speak up and to express their opinion 

e.g. simulation, group discussion, and pair work. These activities will help the learners enjoy 

learning, and they will not feel bored with the lessons.  

 Training Course 

 According to the results, the English training course should be conducted for 3 

months or until all MPOs will be able to communicate fluently. The total number of hours of 

the English training course should be 30 hours. The training course should be held whole 

day on Saturday and Sunday or after work 3 days a week and 1 hour 30 minutes/day. A 

small group of learners is most suitable for each class.  One class should consist of no 

more than 20 learners. Before the class begins, the learners should be classified into groups 

according to their level of proficiency- beginning, intermediate, and advanced. Moreover, some 

MPOs suggested that the classroom should be a room designed specifically for training and 

have the facilities helping the teaching e.g. projector, television, video, air conditioner. 

 Trainer 

 From the results mentioned in the previous chapter, the trainer should be both Thai 

teachers and native speakers because the learners can boost their confidence when 

communicating with the foreign tourists. They should be the facilitators of the 
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communication process. Trainers, especially native speakers, should update themselves 

from time to time by attending training courses and/or seminars to get more teaching 

techniques. In addition, the native speakers should also understand some Thai language so 

that they can explain and ensure the learners’ understanding of each lesson. 

 Moreover, the trainers should have knowledge concerning the MPOs’ tasks and they 

should pay attention to and familiarize themselves to all learners so that the learners would 

feel more comfortable and enjoy learning more.  

 

Limitations of the Study 

 This study had some limitations: 

 1. The participants in this study were 30 metropolitan police officers working at the 

counter service at Chana Songkram Police Station. Thus, the findings might not be 

generalized to other MPOs working at the counter services. 

 2. The present study was conducted with MPOs working at Chana Songkram Police 

Station located near Khwaosan Road. The findings presented information related to 

particular tourist attraction. Therefore, the results might not respond to MPOs’ needs 

working in other counter services such as Central Ladphrao Department Store, Donmueang 

Police Station, and Suvarnabhumi Airport.  

 

Recommendations for Further Studies 

 Based on the findings of the study, it will be useful for the curriculum planners or 

teachers in designing a training course to respond to the learners’ needs. There are many 



 53 

stages in designing the teaching course and the results can provide a useful guideline for 

both course designers and teachers of English course as follows: 

 1. Further studies may explore needs and problems in English listening and 

speaking skills of MPOs, by using other data gathering techniques such as focus group, 

observation and surveys which help to gain more accurate and detailed information about 

MPO’s needs. 

 2. It can be seen that needs analysis is likely to be influenced not only by the needs 

of the learners themselves, but also by the language teaching trainer and language 

institution. Therefore, further studies should gather information from these sources as well. 

 In conclusion, this study was carried out in order to provide some insights into the 

needs and problems in English listening and speaking skills of MPOs. It is hoped to provide 

a mechanism for obtaining a wider range of input into contents, English training course 

design, and the implementation of a language program by involving such people as 

learners, trainers, administrators, and employers in the planning process. Although the data 

source of this present study do not represent all MPOs working in other counter services, 

the researcher hopes that the sampling might give a relatively presentation of MPOs 

working in the big city. Needs analysis is part of curriculum development and is normally 

required before a syllabus can be developed for language teaching. It is anticipated that the 

conclusion of the present study might be useful to those responsible for policy and planning 

of English training course as well as related organizations. 
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THE QUESTIONNAIRE  

 

 

 

 

This study is part of a Master’s Degree in Business English for International Communication at 

Srinakharinwirot University. The main objective of this questionnaire is to identify English listening and 

speaking needs and problems of the metropolitan police officers.  Please answer every question. Your 

responses will be kept strictly confidential and will serve only for the purpose of this study. 

The questionnaire is divided into four parts. 

Part I   – General information. 

Part II  – The needs in English listening and speaking skills.  

Part III – The problems in English listening and speaking skills. 

Part IV – Suggestions. 

Part I: General Information 
 

Instructions: Please answer the following questions. 

1. Sex           (  ) Male                      (  ) Female 

2.  Age    (  ) 20-30 years            (  ) 31-40 years           

          (  ) 41-50 years           (  ) Other (please specify)……………………………… 

3.  Educational level 

          (  ) High school certificate         (  ) Vocational certificate           

     (  ) Bachelor’s degree  (  ) Master’s degree   

     (  ) Other (please specify)……………………….……............................................................ 

4.  How long have you been working at the metropolitan police counter service?  

          (  ) less than 1 year              (  ) 1-5 years           

    (  ) 6-10 years   (  ) Other (please specify)……………………………… 

 

 

Needs and Problems in English Listening and Speaking Skills:  

A Case Study of the Metropolitan Police Officers at Chana Songkram Police Station  
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Part II – The Needs in English Listening and Speaking Skills 

 

Instructions:  Please indicate your needs in English listening and speaking skills by putting a tick ( / )  

in the appropriate box. 

Situation: When you are on duty, you communicate with a foreign tourist who comes to you. 
 

 

Functions 
Most 

Important 
 (5) 

Important 
 

(4) 

Moderate 
  

(3) 

Slightly 
Important 

 (2) 

Least 
Important 

 (1) 

1. Greeting and offering help: 

    - Greeting   

        How are you? 

        How do you do? 

        How are you doing? 

        How are you today? 

    - Introducing yourself e.g. position, responsibility 

    - Introducing other people e.g. position, responsibility 

    - Offering help  

        What can I do for you? 

        How can I help you? 

        Is there anything I can do for you? 

 

……….. 

 

 

 

 

………..

.............

............. 

 

……….. 

 

 

 

 

………..

.............

............. 

 

……….. 

 

 

 

 

………..

.............

............. 

 

……….. 

 

 

 

 

………..

.............

............. 

 

……….. 

 

 

 

 

………..

.............

............. 

2. Asking information:  

    - Personal details e.g. name, age, nationality, occupation 

    - Problems and wants e.g. lost and found, robbery, accident 

    - Other (please specify)……………………………….. 

 

………..

……….. 

……….. 

 

………..

……….. 

……….. 

 

………..

……….. 

……….. 

 

………..

……….. 

……….. 

 

………..

……….. 

……….. 
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Functions 
Most 

Important 
 (5) 

Important 
 

(4) 

Moderate 
  

(3) 

Slightly 
Important 

 (2) 

Least 
Important 

 (1) 

3. Giving information:  

    -  Accommodation information e.g. hotel, guesthouse, 

home stay, apartment, bungalow, hostel 

    - Tourist information e.g. tourist attraction spots, tour 

agents, tourism activities (cultural tour, natural tour, 

adventure tour, sport tour, health tour) 

    - Transportation e.g. car (hire), taxi, bus (public transport) 

    - Customs and immigration information e.g. notification of 

residence for foreigners, required documents 

    - Currency and banking 

    - Public phone, international call and cell phone access 

    - Emergency calls e.g. police (191, 123), Tourist Police 

Division (1155), Tourism Authority of Thailand (0-2246-8837) 

    - Other (please specify)……………………………….. 

 

……….. 

 

……….. 

 

 

………..

……….. 

 

…..……

…..……

……….. 

 

……….. 

 

……….. 

 

……….. 

 

 

………..

……….. 

 

…..……

…..……

……….. 

 

……….. 

 

……….. 

 

……….. 

 

 

………..

……….. 

 

…..……

…..……

……….. 

 

……….. 

 

……….. 

 

……….. 

 

 

………..

……….. 

 

…..……

…..……

……….. 

 

……….. 

 

……….. 

 

……….. 

 

 

………..

……….. 

 

…..……

…..……

……….. 

 

……….. 

4. Giving direction: 

    - Explaining directions 

        Go straight on. 

        Walk straight ahead through the traffic lights. 

        Cross at the traffic lights. 

    - Taking a bus 

    - Describing landmarks 

    - Explaining location 

    - Other (please specify)………………………………….. 

 

……….. 

 

 

 

………..

…..……

…..……

……….. 

 

……….. 

 

 

 

………..

…..……

…..……

……….. 

 

……….. 

 

 

 

………..

…..……

…..……

……….. 

 

……….. 

 

 

 

………..

…..……

…..……

……….. 

 

……….. 

 

 

 

………..

…..……

…..……

……….. 
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Functions Most 
Important 

 (5) 

Important 
 

(4) 

Moderate 
  

(3) 

Slightly 
Important 

 (2) 

Least 
Important 

 (1) 

5. Giving advice and instruction: 

    - Safety e.g. money and credit card, documents, 

belongings, driving  

    - Travel e.g. festivals, weather, food and beverage, dress 

    - Shopping e.g. products (some artistic handicraft 

products), shopping places (walking street, department 

stores, Chatuchak weekend market)   

    - Entertainment e.g. spa, Joe Louis Theater, Khon Drama,  

    - Other (please specify)…………………………………… 

 

……….. 

 

…..…… 

…..…… 

 

 

……….. 

……….. 

 

……….. 

 

…..…… 

…..…… 

 

 

……….. 

……….. 

 

……….. 

 

…..…… 

…..…… 

 

 

……….. 

……….. 

 

……….. 

 

…..…… 

…..…… 

 

 

……….. 

……….. 

 

……….. 

 

…..…… 

…..…… 

 

 

……….. 

……….. 

6. Describing people: 

    - Physical characteristics e.g. face, eyes, nose, lips, hair, 

figure, height, weight, skin complexion 

    - Appearance e.g. good-looking, well-dressed, rugged-

looking, shabby 

    - Clothing e.g. jacket, pants, tank top, blue-jeans, suit 

    - Special peculiarities e.g. armless, scar, tattoo, birthmark 

    - Other (please specify)………………………………….. 

 

…..…… 

 

……….. 

 

…..……

…..……

……….. 

 

…..…… 

 

……….. 

 

…..……

…..……

……….. 

 

…..…… 

 

……….. 

 

…..……

…..……

……….. 

 

…..…… 

 

……….. 

 

…..……

…..……

……….. 

 

…..…… 

 

……….. 

 

…..……

…..……

……….. 

7. Other (please specify)………………………………………. 

……………………………………………………………………… 

………………………………………………………………………

………………………………………………………………………

……………………………………………………………………… 

……….. 

………..

…..……

…..……

……….. 

……….. 

………..

…..……

…..……

……….. 

……….. 

………..

…..……

…..……

……….. 

……….. 

………..

…..……

…..……

……….. 

……….. 

………..

…..……

…..……

……….. 
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Part III – The Problems in English Listening and Speaking Skills 
 

Instructions:  Please indicate your problems in English listening and speaking skills by putting a tick  

                     ( / )  in the appropriate box. 

Situation: When you are on duty, you have faced the English problems as follows:  
 

 

Functions 

Always 

81-100% 

(5) 

Usually 

51-80% 

(4) 

Often 

21-50% 

(3) 

Seldom 

1-20% 

(2) 

Never 

0% 

(1) 

Listening Skill     

    1. Listening basic expressions  

        Is there (a Chinese restaurant) around here? 

        Where should I buy (some souvenirs)? 

        How can I get to (The Temple of the Emerald 

Buddha)? 

   2. Perceiving various foreign accents e.g. American, 

British, Canadian, Australian, Chinese 

 

……….. 

 

 

 

 

……….. 

 

 

……….. 

 

 

 

 

……….. 

 

 

……….. 

 

 

 

 

……….. 

 

 

……….. 

 

 

 

 

……….. 

 

 

……….. 

 

 

 

 

……….. 

 

    3. Comprehending some unknown vocabulary e.g. 

embassy, outbound, refurbishment, suspect, unwilling 

    4. Comprehending the technical terms  e.g. green 

hotel, eco-tourism, accessibility, en-suite, incentive travel 

    5. Understanding connected speech e.g. public 

offices, get off, take a bus, ten pence, spend money 

    6. Understanding final sounds e.g. visa, village, cash, lose 

    7. Understanding some English idioms e.g. stopover, eat out, 

stand for, take action, find out, keep a record, in order to     

…..…… 

 

…..…… 

 

……….. 

 

……….. 

…..…… 

 

…..…… 

 

…..…… 

 

……….. 

 

……….. 

…..…… 

 

…..…… 

 

…..…… 

 

……….. 

 

……….. 

…..…… 

 

…..…… 

 

…..…… 

 

……….. 

 

……….. 

…..…… 

 

…..…… 

 

…..…… 

 

……….. 

 

……….. 

…..…… 
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Functions 

Always 

81-100% 

(5) 

Usually 

51-80% 

(4) 

Often 

21-50% 

(3) 

Seldom 

1-20% 

(2) 

Never 

0% 

(1) 

8. Being unable to catch the words when the foreign 

tourists speak too fast 

    9. Other (please specify)………………………………... 

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

………………………………………………………………… 

……….. 

 

………..

………..

………..

………..

……….. 

……….. 

 

………..

………..

………..

………..

……….. 

……….. 

 

………..

………..

………..

………..

……….. 

……….. 

 

………..

………..

………..

………..

……….. 

……….. 

 

………..

………..

………..

………..

……….. 

Speaking Skill 

   1. Saying basic expressions  

        What can I do for you? 

        What happened? 

        Could you fill in this form? 

    2. Pronouncing English consonant sounds 

        Please give me some details about the clothes.  

        Do you need some assistance? 

        Get off at the last stop. 

    3. Pronouncing English vowel sounds e.g. valuable, 

restaurant, occupation 

     

 

……….. 

 

 

 

……….. 

 

 

 

…..…… 

 

 

……….. 

 

 

 

……….. 

 

 

 

…..…… 

 

 

……….. 

 

 

 

……….. 

 

 

 

…..…… 

 

 

……….. 

 

 

 

……….. 

 

 

 

…..…… 

 

……….. 

 

 

 

……….. 

 

 

 

…..…… 
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Functions 

Always 

81-100% 

(5) 

Usually 

51-80% 

(4) 

Often 

21-50% 

(3) 

Seldom 

1-20% 

(2) 

Never 

0% 

(1) 

    4. Speaking according to grammatical rules 

        You have to contact your embassy immediately. 

(Present Simple Tense)  

        Where are you going, sir / madam? (Present 

Continuous Tense) 

        When did the incident happen? (Past Simple Tense) 

    5. Speaking in complete sentences 

        Tourist: Which bus number should I take? 

            Police:  38. (You should take the bus number 38.) 

    Tourist: Can I speak to Captain Chuchart, please? 

  Police: No. (I’m sorry; he’s gone out for lunch.) 

    Tourist: Where is the nearest restaurant?       

    Police: Over there. (It’s opposite the elevator.) 

    6. Speaking English with appropriate word stress e.g. 

signature, incident, suspect 

    7. Speaking English with appropriate sentence intonation 

        Could you speak slowly?  

        Would you sign here? 

        Where are you going, Sir? 

    8. Being shy to speak English in front of the foreign 

tourists 

    9. Other (please specify)…………………………………. 

…..…… 

 

 

 

 

 

…..…… 

 

 

 

 

 

 

……….. 

 

……….. 

 

 

 

…..…… 

 

…..…… 

…..…… 

 

 

 

 

 

…..…… 

 

 

 

 

 

 

……….. 

 

……….. 

 

 

 

…..…… 

 

…..…… 

…..…… 

 

 

 

 

 

…..…… 

 

 

 

 

 

 

……….. 

 

…..…… 

 

 

 

……….. 

 

……….. 

…..…… 

 

 

 

 

 

…..…… 

 

 

 

 

 

 

……….. 

 

……….. 

 

 

 

…..…… 

 

…..…… 

…..…… 

 

 

 

 

 

…..…… 

 

 

 

 

 

 

……….. 

 

……….. 

 

 

 

…..…… 

 

…..…… 
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Part IV – Suggestions 
 

Instructions: Please indicate your choice with a “/” and fill in the blank required. 

1.    What kind of English training courses would you like to study further in order to meet your needs? 

(You can choose more than one.) 

(  ) Technical terms                 (  ) Basic English Conversation     (  ) Pronunciation 

(  ) English grammar                  (  ) Reading skill   (  ) Writing skill 

(  ) Other (please specify)………………………………………..................................................... 

2.    What kind of teaching materials would you prefer to use in order to improve your English listening 

and speaking skills? (You can choose more than one.) 

 (  ) English for Specific Purposes textbooks (  ) English textbooks  

(  ) Newspapers    (  ) Journals  

(  ) DVDs    (  ) On-line materials 

  (  ) Brochure       (  ) Technical manuals   

(  ) Other (please specify)…………………………………………………………………………...… 

3.    What kind of learning activities would you prefer in order to improve your English listening and 

speaking skills? (You can choose more than one.) 

 (  ) Pair work     (  ) Group work            (  ) Language games 

(  ) Role-plays   (  ) Simulation            (  ) Dialogue practice 

(  ) Group discussion  (  ) Presentation 

           (  ) Other (please specify)…………………………………………………………………………...... 

4.   What should be the most suitable time of day for the English training course? 

 (  ) In the morning   (  ) At noon  

(  ) After work   (  ) Saturday and Sunday 

            (  ) Other (please specify)…………………………………………………………………………...... 
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5.   How often does the English training course take place? 

 (  ) 5 days a week and 1 hour/day   (  ) 3 days a week and 1 hour 30 minutes/day 

 (  ) Once a week and 3 hours/day   (  ) Whole day on Saturday or Sunday 

  (  ) Other (please specify)…………………………………………………………………………….. 

6.  What is the total number of hours for each training course? 

 (  ) 30 hours      (  ) 40 hours           

 (  ) 50 hours                    (  ) Other (please specify)…………………………………… 

7.   What is the duration of the training course?  

 (  ) 1 month       (  ) 3 months          (  ) 6 months    

 (  ) Over a period of one year  (  ) Other (please specify)…………………………………… 

8.   In English training course, the trainer should be………………………………………………………… 

 (  ) Thai teachers        

(  ) Native English speakers  

(  ) Both Thai teachers and Native English speakers   

(  ) Other (please specify)………………………... 

 

 

 

 

 

 

 

 

 

 

Thank you very much for your time and cooperation. 
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APPENDIX 2 

ENGLISH VERSION OF THE INTERVIEW QUESTIONS 
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THE INTERVIEW QUESITIONS  

 

Instructions: Please answer the following questions. 

 

1.   Is your English knowledge sufficient for your work? (Please specify) 

……………………………………………………………………………………………………………………………

……………………………………………………………………………………………………………………………

…………………………………………………………………………………….……………………………………… 

2.   How does English play important roles in your current job? (Please specify) 

……………………………………………………………………………………………………………………………

……………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………… 

3.   Generally, how do you practice English in your daily life? 

(  )   Listening to the radio (BBC)   (  )   Practicing with conversational cassette tape    

 (  )   Learning from E-learning (  )   Learning English via the Internet  

 (  )  Other (please specify)………………………..…......................................................................... 

4.   How do you handle with the English listening and speaking problems when communicating with 

foreign tourists? (Please specify) 

……………………………………………………………………………………………………………………………

……………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………… 
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APPENDIX 3 

THAI VERSION OF QUESTIONNAIRE 
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แบบสอบถาม 

 

 

 

การศึกษานี้เปนสวนหนึ่งของสารนิพนธ  หลักสูตรศิลปศาสตรมหาบัณฑิต (ศศ.ม.)                       

สาขาภาษาอังกฤษธุรกิจเพ่ือการสื่อสารระหวางประเทศ มหาวิทยาลัยศรีนครินทรวิโรฒ  แบบสอบถามน้ี         

สรางขึ้นเพื่อสํารวจความคิดเห็นเกี่ยวกับความตองการและปญหาการใชภาษาอังกฤษดานทักษะการฟงและพูด

ของตํารวจนครบาล  คําตอบของทานจะเปนประโยชนอยางยิ่งในการนํามาวิเคราะหเพ่ือหาแนวทางในการจัดทํา

และพัฒนาหลักสูตรภาษาอังกฤษของตํารวจนครบาลเพื่อใหสอดคลองกับความตองการพัฒนาทักษะ  การฟงและ

พูดภาษาอังกฤษเพ่ือใชในการปฏิบัติหนาที่ตอไป 

คําตอบของทานจะถือเปนความลับ  ขอความกรุณาตอบคําถามทุกขอ  หวังเปนอยางย่ิงวาจะไดรับ    

ความรวมมือจากทาน  และขอขอบคุณมา ณ โอกาสน้ี 

แบบสอบถามแบงเปน 4 ตอน  คือ 

ตอนท่ี 1    ขอมูลท่ัวไปเกี่ยวกับผูตอบแบบสอบถาม 

ตอนท่ี 2   ความตองการการใชภาษาอังกฤษดานทักษะการฟงและพูด        

ตอนท่ี 3   ปญหาการใชภาษาอังกฤษดานทักษะการฟงและพูด        

ตอนท่ี 4   ขอเสนอแนะ         

 

ตอนที่ 1      ขอมูลทั่วไปเก่ียวกับผูตอบแบบสอบถาม 

 

คําชี้แจง   โปรดตอบคําตอบตอไปนี้                    

1. เพศ           (  ) ชาย                       (  ) หญิง      

2.  อายุ       (  ) 20-30 ป          (  ) 31-40 ป     

                    (  ) 41-50 ป        (  ) อื่นๆ (โปรดระบุ)…………………………………… 

 

ความตองการและปญหาการใชภาษาอังกฤษดานทักษะการฟงและพูด   

กรณีศึกษาตํารวจนครบาล ณ ศูนยบริการประชาชนและนักทองเที่ยว  สถานีตํารวจชนะสงคราม   
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3.  วุฒิการศึกษาสูงสุดของทานคือ 

         (  ) ม. 6           (  ) ประกาศนียบัตรวิชาชีพ (ปวช.)           

    (  ) ปริญญาตรี   (  ) ปริญญาโท   

    (  ) อื่นๆ (โปรดระบุ)……………………………………................................................................. 

4.  ทานทํางานในตําแหนงปจจุบันมาเปนระยะเวลา  

         (  ) นอยกวา 1 ป              (  ) 1-5 ป           

    (  ) 6-10 ป   (  ) อ่ืนๆ (โปรดระบุ)……………………………………............ 

ตอนที่ 2      ความตองการในการใชภาษาอังกฤษดานทักษะการฟงและพูด 

 

คําชี้แจง      โปรดทําเคร่ืองหมาย / ลงในชองวางที่ตรงกับความคิดเห็นของทานเกี่ยวกับความตองการ          

การใชภาษาอังกฤษดานทักษะการฟงและพูด 

สถานการณ    เมื่อทานปฏิบัติหนาที่อยู  ทานตองสื่อสารกับนักทองเที่ยวตางชาติดังตอไปน้ี 

 

การปฏิบัติหนาที ่
มากที่สุด 

 (5) 

มาก 

(4) 

ปานกลาง 

(3) 

นอย 

 (2) 

นอยที่สุด 

 (1) 

1. การกลาวคําทักทายและใหความชวยเหลือ: 

    - กลาวทักทาย 

        How are you? 

        How do you do? 

        How are you doing? 

        How are you today? 

    - แนะนําตัวเอง เชน ตําแหนง หนาท่ีความรับผิดชอบ 

    - แนะนําผูอ่ืน  เชน ตําแหนง หนาที่ความรับผิดชอบ 

    - การใหความชวยเหลือ  

       What can I do for you? 

       How can I help you? 

 Is there anything I can do for you? 

 

……….. 

 

 

 

 

………..

.............

............. 

 

……….. 

 

 

 

 

………..

.............

............. 

 

……….. 

 

 

 

 

………....

...............

.............. 

 

……… 

 

 

 

 

………

...........

........... 

 

……….. 

 

 

 

 

………..

.............

............. 
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การปฏิบัติหนาที ่
มากที่สุด 

 (5) 

มาก 

(4) 

ปานกลาง 

(3) 

นอย 

 (2) 

นอยที่สุด 

 (1) 

2. การสอบถามขอมูล:  

    - ขอมูลสวนตัว เชน ชื่อ อายุ สัญชาติ อาชีพ  

    - ปญหาและความตองการ เชน  ของหาย  การจ้ีปลน อุบัติเหตุ  

    - อื่นๆ (โปรดระบุ)………………..………................. 

 

………..

……….. 

……….. 

 

………..

……….. 

……….. 

 

………..

……….. 

……….. 

 

………..

……….. 

……….. 

 

………..

……….. 

……….. 

3. การใหขอมูล:  

    -  ที่พัก เชน โรงแรม  เกสเฮาส  โฮมสเตย อพารทเมนท 

บังกะโล  

    -  ขอมูลการทองเท่ียว เชน สถานท่ีทองเท่ียว บริษัท

นําเที่ยว กิจกรรมการทองเที่ยว (ทัวรวัฒนธรรม ทัวร

ธรรมชาติ ทัวรผจญภัย ทัวรกีฬา ทัวรสุขภาพ)  

    - การเดินทาง เชน รถเชา รถแท็กซี่ รถประจําทางสาธารณะ  

    - กระบวนการศุลกากรและดานตรวจคนเขาเมือง เชน 

ข้ันตอนการยื่นคําขออยูตอชั่วคราว  เอกสารหรือหลักฐาน

ประกอบคํารอง 

    - สกุลเงินและระบบธนาคาร 

    - ระบบโทรศัพทสาธารณะ โทรศัพทระหวางประเทศ 

และโทรศัพทมือถือ  

    - หมายเลขฉุกเฉิน เชน ตํารวจ (191, 123)       

ตํารวจทองเที่ยว (1155) การทองเที่ยวแหงประเทศไทย     

(0-2246-8837)   

    - อื่นๆ (โปรดระบุ)……………………………………... 

 

……….. 

 

……….. 

 

 

………..

……….. 

 

 

…..……

…..…… 

 

……….. 

 

 

……….. 

 

……….. 

 

……….. 

 

 

………..

……….. 

 

 

…..……

…..…… 

 

……….. 

 

 

……….. 

 

……….. 

 

……….. 

 

 

………..

……….. 

 

 

…..……

…..…… 

 

……….. 

 

 

……….. 

 

……….. 

 

……….. 

 

 

………..

……….. 

 

 

…..……

…..…… 

 

……….. 

 

 

……….. 

 

……….. 

 

……….. 

 

 

………..

……….. 

 

 

…..……

…..…… 

 

……….. 

 

 

……….. 
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การปฏิบัติหนาที ่
มากที่สุด 

 (5) 

มาก 

(4) 

ปานกลาง 

(3) 

นอย 

 (2) 

นอยที่สุด 

 (1) 

4. การบอกทาง : 

    - อธิบายทิศทาง 

        Go straight on. 

        Walk straight ahead through the traffic lights. 

        Cross at the traffic lights. 

    - การเดินทางโดยรถประจําทาง 

    - การอธิบายจุดสังเกตหรือสถานที่ใกลเคียง 

    - การระบุตําแหนงของสถานท่ี 

    - อื่นๆ (โปรดระบุ)…………………………................. 

 

……….. 

 

 

 

………..

…..……

…..……

……….. 

 

……….. 

 

 

 

………..

…..……

…..……

……….. 

 

……….. 

 

 

 

………..

…..……

…..……

……….. 

 

……….. 

 

 

 

………..

…..……

…..……

……….. 

 

……….. 

 

 

 

………..

…..……

…..……

……….. 

5. การใหคําแนะนํา : 

    - ความปลอดภัย เชน เงินสดและบัตรเครดิต  สัมภาระ 

เอกสาร (พาสปอรต) การขับรถยนต  

    - การทองเที่ยว เชน เทศกาล  สภาพอากาศ  อาหาร

และเคร่ืองดื่ม การแตงกาย 

 

……….. 

 

…..…… 

 

……….. 

 

…..…… 

 

……….. 

 

…..…… 

 

 

……….. 

 

…..…… 

 

……….. 

 

…..…… 

    - ชอปปง เชน สินคา (สินคาหัตถกรรม) สถานที่ขาย

ของ (ถนนคนเดิน  หางสรรพสินคา ตลาดนัดจตุจักร)  

    - ความบันเทิง เชน  สปา หุนละครเล็กโจหลุยส  โขน    

    - อื่นๆ (โปรดระบุ)…………………….…................. 

……….. 

 

……….. 

…..…… 

……….. 

 

………..

…..…… 

……….. 

 

………..

…..…… 

……….. 

 

………..

…..…… 

……….. 

 

………..

…..…… 

6. การบรรยายลักษณะของคน : 

    - สวนตางๆ ของรางกาย เชน  ใบหนา ดวงตา จมูก  

ริมฝปาก  ผม รูปราง  ความสูง  น้ําหนัก  สีผิว  

    - ลักษณะภายนอก เชน หนาตาดี  แตงกายภูมิฐาน  

ยากจน แตงตัวซอมซอ     

 

…..…… 

 

……….. 

 

 

…..…… 

 

……….. 

 

 

…..…… 

 

……….. 

 

 

…..…… 

 

……….. 

 

 

…..…… 

 

……….. 
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การปฏิบัติหนาที ่
มากที่สุด 

 (5) 

มาก 

(4) 

ปานกลาง 

(3) 

นอย 

 (2) 

นอยที่สุด 

 (1) 

    - เสื้อผา เชน เส้ือแจคเก็ต  กางเกงขายาว เส้ือกลาม 

กางเกงบลูยีนส  สูท   

    - ตําหนิ เชน แขนดวน แผลเปน รอยสัก ปาน  

    - อื่นๆ (โปรดระบุ)……………………………………... 

…..…… 

 

…..……

……….. 

…..…… 

 

…..……

……….. 

…..…… 

 

…..……

……….. 

…..…… 

 

…..……

……….. 

…..…… 

 

…..……

……….. 
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ตอนที่ 3      ปญหาการใชภาษาอังกฤษดานทักษะการฟงและพูด 

 

คําชี้แจง      โปรดทําเคร่ืองหมาย / ลงในชองวางที่ตรงกับความคิดเห็นของทานเกี่ยวกับปญหาการใช

ภาษาอังกฤษดานทักษะการฟงและพูด 

 

สถานการณ    เมื่อทานปฏิบัติหนาที่อยู  ทานมีปญหาการส่ือสารกับนักทองเที่ยวตางชาติดังตอไปนี้ 
 

 

การปฏิบัติหนาที ่

สมํ่าเสมอ 

81-100% 

(5) 

ประจํา 

51-80% 

(4) 

บอย 

21-50% 

(3) 

นานๆครั้ง 

1-20% 

(2) 

ไมเคย 

0% 

(1) 

ทักษะการฟง 

    1. บทสนทนาในชีวิตประจําวัน  

        Is there (a Chinese restaurant) around here? 

        Where should I buy (some souvenirs)? 

        How can I get to (The Temple of the Emerald 

Buddha)? 

   2. สําเนียง  เชน  American, British, Canadian, 

Australian, Chinese 

   3. คําศัพท  เชน  embassy, outbound, refurbishment, 

suspect, unwilling 

    4. คําศัพทเฉพาะ  เชน  green hotel, eco-tourism, 

accessibility, en-suite, incentive travel 

    5. การเชื่อมเสียงของคํา  เชน  public offices, get off, 

take a bus, ten pence, spend money 

    6. การออกเสียงพยางคสุดทายของคํา  เชน  visa, 

village, cash, lose 

  

 

…..…… 

 

 

 

 

…..…… 

 

……….. 

 

……….. 

 

…..…… 

 

…..…… 

 

 

 

…..…… 

 

 

 

 

…..…… 

 

……….. 

 

……….. 

 

…..…… 

 

…..…… 

 

 

 

…..…… 

 

 

 

 

…..…… 

 

……….. 

 

……….. 

 

…..…… 

 

…..…… 

 

 

 

…..…… 

 

 

 

 

…..…… 

 

……….. 

 

……….. 

 

…..…… 

 

…..…… 

 

 

 

…..…… 

 

 

 

 

…..…… 

 

……….. 

 

……….. 

 

…..…… 

 

…..…… 
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การปฏิบัติหนาที ่

สมํ่าเสมอ 

81-100% 

(5) 

ประจํา 

51-80% 

(4) 

บอย 

21-50% 

(3) 

นานๆครั้ง 

1-20% 

(2) 

ไมเคย 

0% 

(1) 

    7. สํานวนอังกฤษ  เชน  stopover, eat out, stand for, 

take action, find out, keep a record, in order to 

    8. ไมสามารถจับใจความสําคัญได  เนื่องจาก

นักทองเที่ยวตางชาติพูดเร็ว 

    9.  อ่ืนๆ (โปรดระบุ)……………………….….............. 

……………………………………….………………………

………………………………………….……………………

…………………………………………….…………………

……………………………………………….……………… 

……….. 

 

……….. 

 

………..

………..

…..……

…..……

……….. 

……….. 

 

…..…… 

 

……….. 

…..……

………..

………..

……….. 

……….. 

 

……….. 

 

…..……

…..……

………..

………..

……….. 

……….. 

 

……….. 

 

…..……

…..……

………..

………..

……….. 

……….. 

 

…..…… 

 

…..……

………..

………..

………..

……….. 

ทักษะการพูด 

   1. บทสนทนาในชีวิตประจําวัน  

        What can I do for you? 

        What happened? 

        Could you fill in this form? 

    2. การออกเสียงพยัญชนะภาษาอังกฤษ เชน 

        Please give me some details about the clothes.  

        Do you need some assistance? 

        Get off at the last stop. 

    3. การออกเสียงสระภาษาอังกฤษ เชน valuable, 

restaurant, occupation 

 

 

............. 

 

 

 

............. 

 

 

 

............. 

 

 

 

............. 

 

 

 

............. 

 

 

 

............. 

 

 

 

............. 

 

 

 

............. 

 

 

 

............. 

 

 

 

............. 

 

 

 

............. 

 

 

 

............. 

 

 

 

............. 

 

 

 

............. 

 

 

 

............. 
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การปฏิบัติหนาที ่

สมํ่าเสมอ 

81-100% 

(5) 

ประจํา 

51-80% 

(4) 

บอย 

21-50% 

(3) 

นานๆครั้ง 

1-20% 

(2) 

ไมเคย 

0% 

(1) 

    4. การพูดถูกตองตามหลักไวยากรณ  

        You have to contact your embassy immediately. 

(Present Simple Tense)  

        Where are you going, sir / madam? (Present 

Continuous Tense) 

        When did the incident happen? (Past Simple Tense) 

    5. การพูดประโยคท่ีสมบูรณ 

       Tourist: Which bus number should I take? 

           Police:  38. (You should take the bus number 38.) 

  Tourist: Can I speak to Captain Chuchart, please? 

       Police: No. (I’m sorry; he’s gone out for lunch.) 

  Tourist: Where is the nearest restaurant?       

   Police: Over there. (It’s opposite the elevator.) 

    6. การเนนเสียงของคํา เชน signature, incident, suspect 

    7. การเนนเสียงของประโยค  

        Could you speak slowly?  

        Would you sign here? 

        Where are you going, Sir? 

    8. ความประหมาและเขินอายที่จะพูดภาษาอังกฤษ 

    9. อ่ืนๆ (โปรดระบุ)……………………………............. 

……………………………………………………………… 

............. 

 

 

 

 

 

............. 

 

 

 

 

 

 

............. 

............. 

 

 

 

............. 

.............

............. 

............. 

 

 

 

 

 

............. 

 

 

 

 

 

 

............. 

............. 

 

 

 

............. 

.............

............. 

............. 

 

 

 

 

 

............. 

 

 

 

 

 

 

............. 

............. 

 

 

 

............. 

.............

............. 

............. 

 

 

 

 

 

............. 

 

 

 

 

 

 

............. 

............... 

 

 

 

............... 

...............

............... 

............. 

 

 

 

 

 

............. 

 

 

 

 

 

 

............. 

............. 

 

 

 

............. 

.............

............. 
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ตอนที่ 4      ขอเสนอแนะ 

 

 

คําชี้แจง   โปรดทําเคร่ืองหมาย  /  ลงในชองวางที่ตรงกับความคิดเห็นของทาน   

1.    หัวขอใดท่ีทานตองการเขารับการฝกอบรมภาษาอังกฤษเพ่ือชวยใหการทํางานของทานมีประสิทธิภาพ   มาก

ข้ึน (ทานสามารถเลือกไดมากกวา 1 หัวขอ)  

(  ) ศัพทเฉพาะ                (  ) บทสนทนาภาษาอังกฤษเบื้องตน     

 (  ) การออกเสียงภาษาอังกฤษ  (  ) หลักไวยากรณภาษาอังกฤษ           

 (  ) ทักษะการอาน           (  ) ทักษะการเขียน 

(  ) อ่ืนๆ (โปรดระบุ)……………………………………..................................................................... 

2.    ส่ือการเรียนการสอนที่ทานคิดวาสามารถชวยในการพัฒนาทักษะการฟงและพูดภาษาอังกฤษไดดีขึ้น  

(ทานสามารถเลือกไดมากกวา 1 หัวขอ)  

 (  ) หนังสือเรียนภาษาอังกฤษเฉพาะทาง  (  ) หนังสือเรียนภาษาอังกฤษ  

(  ) หนังสือพิมพ    (  ) วารสาร 

(  ) ดีวีดี     (  ) ส่ืออิเล็กทรอนิกส 

  (  ) แผนพับ       (  ) คูมือปฏิบัติงาน   

(  ) อ่ืนๆ (โปรดระบุ)……………………………………..................................................................... 

3.    กิจกรรมการเรียนการสอนที่ทานคิดวาสามารถชวยในการพัฒนาทักษะการฟงและพูดภาษาอังกฤษไดดีขึ้น  

(ทานสามารถเลือกไดมากกวา 1 หัวขอ)  

 (  ) งานคู     (  ) งานกลุม            (  ) เกมภาษาอังกฤษ 

(  ) บทบาทสมมติ   (  ) สถานการณจําลอง          (  ) ฝกบทสนทนา 

(  ) การอภิปรายกลุม  (  ) การนําเสนอผลงาน 

            (  ) อื่นๆ (โปรดระบุ)……………………………………..................................................................... 
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4.   การจัดอบรมภาษาอังกฤษเวลาใดที่เหมาะสมที่สุด 

 (  ) ชวงเชา     (  ) ชวงบาย 

(  ) หลังเลิกงาน   (  ) วันหยุดเสาร - อาทิตย 

            (  ) อื่นๆ (โปรดระบุ)……………………………………..................................................................... 

5.   ระยะเวลาที่เหมาะสมในการจัดอบรมภาษาอังกฤษควรใชเวลาเทาใด 

 (  ) สัปดาหละ 5 วัน วันละ 1 ชั่วโมง  (  ) สัปดาหละ 3 วัน วันละ 1.30 ชั่วโมง 

 (  ) สัปดาหละ 1 วัน วันละ 3 ชั่วโมง  (  ) วันเสารเต็มวัน หรือ วันอาทิตยเต็มวัน 

 (  ) อ่ืนๆ (โปรดระบุ)…………………………………….................................................................... 

6.    ระยะเวลาในการจัดอบรมภาษาอังกฤษ 1 หลักสูตรควรใชเวลากี่ชั่วโมง 

 (  ) 30 ชั่วโมง   (  ) 40 ชั่วโมง           

 (  ) 50 ชั่วโมง                  (  ) อ่ืนๆ (โปรดระบุ)……………………………………............ 

7.   ระยะเวลาในการจัดอบรมภาษาอังกฤษควรใชเวลาเทาใด            

 (  ) 1 เดือน     (  ) 3 เดือน                   (  ) 6 เดือน      

(  ) 1 ป    (  ) อ่ืนๆ (โปรดระบุ)……………………………………............ 

8.   ทานอยากใหผูสอนภาษาอังกฤษเปนบุคคลประเภทใด 

 (  ) ครูไทย            (  ) ครูซึ่งเปนเจาของภาษา 

(  ) ครูไทยและครูซ่ึงเปนเจาของภาษา      (  ) อื่นๆ (โปรดระบุ)…………………………………. 

 

 

 

 

 

 

 

ขอขอบคุณทุกทานท่ีใหความรวมมือในการตอบแบบสอบถามครั้งน้ี 
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APPENDIX 4 

THAI VERSION OF THE INTERVIEW QUESTIONS 
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แบบสัมภาษณ 

คําชี้แจง   โปรดตอบคําถามตอไปน้ี 

1.    ความรูภาษาอังกฤษของทานเพียงพอตอการปฏิบัติงานในหนาที่หรือไม  

(โปรดอธิบายพรอมยกตัวอยางประกอบ) 

..........................................................................................................................................................................

.......................................................................................................................................................................... 

 

2.    ภาษาอังกฤษมีความจําเปนตอการปฏิบัติหนาที่ของทานอยางไร  

(โปรดอธิบายพรอมยกตัวอยางประกอบ) 

..........................................................................................................................................................................

.......................................................................................................................................................................... 

 

3.    ทานฝกทักษะภาษาอังกฤษในชีวิตประจําวันอยางไร 

(  )   ฟงขาวภาษาอังกฤษ (BBC)    (  )   ฝกฟงเทปบทสนทนาภาษาอังกฤษ    

 (  )   บทเรียนภาษาอังกฤษสําเร็จรูป   (  )   ส่ืออินเตอรเน็ท     

 (  )   อื่นๆ (โปรดระบุ).......................................................................................................................... 

 

4.    เมื่อทานพบปญหาการใชภาษาอังกฤษ ทานแกไขปญหานั้นอยางไร  

(โปรดอธิบายพรอมยกตัวอยางประกอบ) 

..........................................................................................................................................................................

.......................................................................................................................................................................... 
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