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ABSTRACT

The purpose of this study was to investigate customer satisfaction with English language

communication skills (listening-speaking) at the Windsor Suites Hotel.

The sample group was 274 customers who stayed at the Windsor Suites Hotel during

January 2006. The 274 questionnaires were distributed by convenient sampling.

The result of this research indicated that customers are moderately satisfied with the

English language communication skills of the front desk staff at the Windsor Suites Hotel to

the level of 3.39. The result from the open-ended question showed that all customers

expected the front desk staff to have excellent English skills, to be service-minded and

courteous. Most customers expressed the opinion that the front desk staff needed English

language communication skills training.
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