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ABSTRACT

Inbound tourism has brought a significant amount of income to both Thailand and Phuket. In order
to keep this amount of income, qualified human resources are vital. Of the qualities needed, an ability to
communicate with tourists of different cultural backgrounds is ranked as one of the top requirements. This
study therefore tries to delve into three dimensions of the intercultural communication: verbal, non-verbal
and culture, between Thais in various tourist sectors and international tourists in order to equip relevant
human resources of Phuket with such ability. In order to explore contents of intercultural communication in
ESL/EFL (English as a Second/Foreign Language), textbooks and materials used in teaching and training
English for Hotel and Tourism Management Personnel are reviewed. The research also intends to study the
current situation, satisfaction, problems and difficulties of Thais in the tourism and tourism-related sectors
using English for their intercultural communication with foreign tourists. The research then presents findings
to be incorporated as teaching strategies in the development of ESL/EFL syllabi.

The findings reveal that the English proficiency of Thais in the tourism and tourism-related sectors
is rather inadequate. However, this insufficiency is second to the ability of those Thais in applying the other
two aspects of intercultural communication (non-verbal and cultural into their communication) with foreign
tourists. A truly good application of these two communicative aspects impresses foreign tourists with
regards to friendliness, politeness, helpfulness, good hospitality, service mindedness and good nature. In
addition, those Thais are competent in using appropriate communicative strategies; this made their
communication with foreign tourists quite satisfactory. Nevertheless, there is a group of Thais in the tourism
sector who have neither English nor communicative strategies, and more importantly, lack motivation in
communication. Nevertheless, under the economic pressure trying to earn income for their living, these
people need to communicate with foreign tourists, who are their major source of income; thus they have
resorted to one of two psychological strategies in communication, which are forcing themselves to speak
regardless of accuracy, politeness and appropriateness or avoiding communication with foreign tourists.
This indeed affects intercultural communication between Thais and foreign tourists. Therefore, this is an
urgent issue to manage. These people have to be recruited into appropriate training. Apart from insufficient
English, other weaknesses include limited knowledge of world events, sensitivity to international
expectations and etiquette. These have been compiled in the last chapter of this report for the relevant
offices to strengthen these weaknesses. Should Phuket aim to be an international town, providing quality
hospitality service for international tourists must be placed as a top priority, and the importance of
intercultural communication is indeed an essential tool in transporting Phuket to that desired destination..
Key Words: international tourists, culture, verbal communication, non-verbal communication,

interlocutors, communicative strategies, essential tool



