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Appendix A: Hotel Front Office speech acts questionnaire
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1

The congruence agreement

Appendix B
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Appendix C: The test specifications

Test task specifications
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Purpose

To assess pragmatic ability of Thai students in hospitality
oriented programs related to the context of hotel Front Office
Department

Definition of construct

Ability to produce the correct speech act, the expressions and
vocabulary, the amount of information given, and degree of
appropriateness (levels of formality, directness and
politeness) in the speech acts under the study in different
situations in hotel Front Office Department.

Setting _

(See description of the test)

Time allotment

45 minutes

Instructions
e Language
e Channel

e Instructions

English & Thai (optional)
Visual
Explicit (See the test)

Characteristics of input and

expected response

(See description of the test)

Scoring method

Use analytic scale adapted from Hudson et al

(1995) comprising four major descriptors,

namely, the correct speech acts, expressions and

vocabulary, amount of information given, and

degree of appropriateness (levels of formality,

directness, and politeness). Five level bands of

very effective (5), effective (4), somewhat

effective (3), ineffective (2), and very ineffective (1) are used.
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Description of the test

V'i;lvl/yrsical éharacterisﬁcs .

= Location

Computer laboratory arranged for testing

= Noise level = Quite
= Possible air-conditioning
= Lightning Well-lit
= Materials = Computer, loudspeakers, headphone
=  Microphone
= Recorder program
= No dictionary or any assessable search engine
Participants The fourth-year Thai university students majoring in the
‘ tourism and hotel from Bangkok University, Dhurakit
Pundit University and Kasetsart University having
completed required English courses in the curriculum.
Time of the task Outside the class time on the appointed dates and time

= channel

* Form

= Language

= Length

= Type

= Speededness

Computer-mediated presentation with audio and images
Language & non-language (images applied in the test items)
English (Technical English)

50 minutes including instructing and rehearsing the test

An oral discourse completion test designed by computer
program called Adobe Captivate

One minute per one item approximately

Language characteristics
Organizational

characteristics
= Grammatical

= Textual

Pragmatics characteristics
=  Functional

=  Sociolinguistics
Topical characteristics

= Simple statements based on the given situations and
speech acts given in the test

=  Vocabulary and expressions related to the hotel Front
Office operation

= In-service encounter related to the hotel Front Office
operation and situations likely to happen in the Front
Office and five problematic speech acts reflected
from Thai hotel personnel

= Situations given in order to perform the speech acts
of promising, informing, requesting, handling
complaints, and apologizing.
= Politeness strategies and degrees of appropriateness
Problematic speech acts in English reflected from Thai hotel
personnel and politeness dimension in the context of hotel
Front Office Department
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Expected mponse
Format
= Channel
= Form
= Language
= Type
= speededness

Elicitation speaking test

Language (English)

Specific English used in given situations/technical English
Monologue speech

One minute/ one respond (approximately)

Language Characteristics
Organizational

characteristics
=  Grammatical

s Textual

Pragmatics characteristics
=  Functional

=  Sociolinguistics
Topical characteristics

o Relatlonshlp between “‘pllt'k‘ s

- and response
Reactnvnty

. Ndﬂ;reéiprécal '

= Select appropriate linguistic forms to realize a
certain speech act and then perform speech acts
appropriately and successfully when communicating
with the simulated hotel guest

= Related to the hotel Front Office work performances
based on situations likely to happen in Front Office
Department and given speech acts in the test

= Interpret the simulated hotel guest’s utterance and
perform the speech acts of promising, informing,
requesting, handling complaints, and apologizing
appropriately and effectively

=  Appropriateness and politeness in the hotel business
Response to the simulated hotel guest’s needs and
wants by performing the speech acts of promising,
informing, requesting, handling complaints, and
apologizing

Scope of relationship Narrow and topic based (mainly focus on responses to the
simulated hotel guest’s utterance and how the test taker
would handle the simulated guest’s needs

Directness of relationship Both direct and indirect

= Direct — response to the simulated hotel guest’s
wants

= Indirect — use the test taker’s subject knowledge
related to the hotel services
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Appendix D: The qualifications of experts related to hotel and services

Ms. Anchalee Pathan

EDUCATION
1988 — 1989

2005 — 2009

2010 — present

EXPERIENCES
1989 — 1990
1990 — 1991
1991 - 1992
1992 - 1993
1993 - 2010

Mr. Subharerk Subponghsang

EDUCATION
1988 — 1989

EXPERIENCES
1989 - 1990
1990 — 1991
1991 - 1993

1993 — 1994
1994 - 1997

1997 — 2001

2002 — 2007
2007 — present
Mr. Paul Mahoney
EDUCATION
1985 - 1988

1991

1996
EXPERIENCES
1988 — 1995
1998 — 2000

2007 — present

International Hotel & Tourist Management School
(I-TIM) :

Bachelor’s degree majoring in Child Development
from the Faculty of Home Economy,
Sukhothaithammathirat University

Bachelor’s degree majoring in English from the
Faculty of Humanities, Ramkhamhaeng University

Guest Relation Officer at Dusit Thani Hotel, Bangkok.
Catering Office at Air Lanka

Ground Staff at Northwest Airlines

Reservation Officer at Korean Air

Flight Attendant of Gulf Air

Hotel and Tourism Institute (HTTI), Front Office
Department

Information Clerk at The Landmark Bangkok

Front Receptionist at Shangri-la Hotel Bangkok

Front Receptionist at The Grand Hyatt Erawan
Bangkok

Front Receptionist at the Twin Towers Hotel

Assistant Front Office Manager at Siam City Hotel
Flight Attendant of Swiss Airlines

The Assistant Front Office Manager at The Grand
Hyatt Erawan Bangkok

Flight Attendant of Swiss Airlines

Bachelor’s degree in Mathematics (Honors) from
University College London

A fully qualified Chartered Accountant (England and
Wales)

Teaching of English (TEFL) qualification from
International House, London

Audit Manager for PricewaterhouseCoopers, London
Teaching Mathematics, Accounting, and English as a
Foreign Language in Northern Thailand

Lecturing Finance at professional level internationally,
in Central and Eastern Europe
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Appendix E: The Front Office Pragmatic-Test (FOP-Test)

This test paper, the Front Office Pragmatic-Test .(FOP-Test), is
designed to test pragmatic knowledge of Thai Hotel Management and
Tourism students. It is a test of your ability to interpret the hotel guest’s
ihientions and to produce appropriate speech in order to respond to the
Siiuétions given in the context of the hotel’'s front office department. :

~ The method of this test is an elicitation test. There is no speaker_é’
;'in‘tei"éction, but you should try your best to give appropriate speech 1o L
the situations given in the tesl. Your score will be based on four criteria:
giving the correct speech act, using appropriate expressions and
fVOéabulary, giving the appropriate amount of information and using

‘appmpriate levels of formality, directness, and politeness. The total timé

'1or',:_t'his test is approximately 20 minutes, including the reading of the :
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This test consists of 15 test situations. €ach situation, including uoui
esponse, should take about 1 minute, and the next situation will run on :
automatically. Bemember, your response will be spoken just once, so you need
& fully understand each of the situations given and try your best to respond v
effe;ﬁvelu and professionally, as the hotel's representative, in each test situation.

e

I cach test item, qbu will both hear and see the description of the
situation happening in the hotel front office department, in €nglish. When the ‘.‘ '
desription of the situation stops, you will both hear and see the saipt of the

mputer screen. Any poteatial follow up response by the hotel guest has been
tentionally left out of all the sitvations.

IR 1 {0) E3



Horo i Conple

Now, you will hear an exmple situation along with the writtea scipt. ‘

fSituation- The guest called and osked for a pbir of slippers.
You promised to have tl;em sent to the room, but yov forgot
Then, she called agam ;

The guest: [ don't know who | should ask for.
! called almost half aa hour ago.
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Now, the test will start
_are ready to listen an: ‘respg

You receive a phone call from the gquest room.
‘The guest needs extra pillows.

The quest : Hello. |'m calling fom room 902.

| Con [ have two more pillows, p/ease?
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The guest comes to the bell captain counter. He needs an airport
transfer to take him to the airport tomomow.

The guest : Good evening. I'm leaving at 10.00 am tomomow.
Can | have a limousine to the aigport? My room is 911.

¥

ki

: @ém quest : /'m pretty sure that | left it in the closet.
If you find it, please can pou send it to me?
My address is already on my registration card,
! was in room 621.




This pictute is a hotel brochure. B
Scan the hotel facilities below.

Situotion’ 4

The double room offers .
large king size bed. ... High
Speed wireless Internet, ...

and mach more

Slmatlon 5 i
- The guest is settling the bill upon checking out.
The expenses will be paid by aedit card. Unfortunately,

§ her aedit card has not been approved for the transaction.
You hand the aedit card to the guest.

[ The guest : Anything wrong?

176
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‘ Situoﬁqn 6

late check out, beyond 6.00 pm., will normally be
charged an additional 50% of the daily rate.
‘The amiving quest asks for a late check out due to
‘having a late night flight on her departure date.

(after the gquest finishes registering)

The guest : Is it possible to keep the room until 8 p.m.?

Sltuotlon ‘7: ‘One guest, who does not have a reservation, comes to you at the
. counter and asks for a double room. During this time, the hotel has
ooms available, and the guest is also satisfied with the price.

However, it is hotel policy to ask for a aedit card whea checking in
walk-in guests.

§

(atter finishing negotiation)

| The guest : That’s fine. One double room for

two nights. Can | have a room now?




Situation 8 B Due to the high season, the hotel has o high occupancy rate.
e ' You have to ensure that the guest who is checking in will leave
* ot the check out time, 12 pm. on the departure date, so that vois
i can assign or block the room for the amival guest appropriately.

time gien by the gue?t.}

The guest : Here you are.

Have | missed anything out?

Some hotels provide the price list of room supplies or ameaities in the
guest rooms. So if the guests want to keep an item as a souvenis

intentionally, or by mistake, or damage it, they have to pay for it.

While a departing guest is settling the bill at the cashier counter, i
housekeeping calls you to inform you that the guest has taken two hotel § -
bathrobes with them. So you raise this matter with the guest. -

The quest : What's the matter?
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The guest calls you fom the room to inform you that there is no hot water in
_the bathroom even though she has let the water rua for about fifteea minutes.

The quest : This is a wonderful room, but it has no hot water.
What's the problem? | need a relaxing bath. b

You receive a phone call from a guest room. The guest informs you
that it is very difficult for her to sleep during the day because of :
fv noise from the TV next door, and from the foom maid's vacvum cleaner
oa that floor. .

{The hotel guest : Can you imagine if you few 12 hours like me
: and dida't have enough sleep? What a day!
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Situation 12

s The quest made a request for an airport transfer.

Oa the day of amival, the airport represeatative did not show up.
Her family was kept waiting for almost an howr.

Thea they had to pay for a taxi at the airport which seemed to be
i overpriced.

: {upon checking-in)
The guest : This is our first trip to Thailond and this hotel is

a place we looked forward to visiting. We were
expecting to be met at the airport, but we sow nobody.
Besides, the taxi at the airport was

outrageously expensive!

§ The quests are often upset by things you do not have authority to handle.
One guest asks for some sort of discount due to ineffective services.

. You need to call the manager.

The quest : /s hardly worth it. Should we pay for a o0
that was so hot for our first night? '

! want to tolk to someone.
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Situation 14 '

The quests ask for a double bed upon their amival.
They did not meantion this requirement when booking.
gUnloftumtelv the double rooms are all occupied on their amival.

The guest : UWhat a pity! We real,
. Any possibility?

Situation 15

' There afe five parties of amival guests checking in at the same
time. Unfortunately the hotel is short of front desk receptionists
t the time of check in. The new amival guests are kept
_waiting around 20 miautes. Finally, the koat desk is ready to
{ heck in the new amival guests.

e

o ol e el e giE

The ‘quest : / can't believe it. This big hotel has only
three receptionists. We 've been kept waiting for

oges and nobody has token core of us at alll'-
Fo Ehaen T mE ; s : .
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Appendix F: Pragmatic questionnaire

P s Yo v s a wua 4 .
nmuaaummﬂmnummgm'hlnmnmlguﬂmam (Pragmatics)

3 d’ S

Myuesaly

swuaevemiithuvvaevnnfetuamdiinlimeindnnlfiiimans (Pragmatics) n38

B o ay S0 S AN e ;)
maasfesnems@enlizianvesilimuunelinsdearsiiu q dugnina wwuaeuauiiiinimua
2 Aoy lnsuAazAeulinwazPaanide 1
i
uyvyaevuaIunoUn 1
a yc'.l [ a o d o 2 a
suvaevemaeui 1ihuuaeuewaimdnm lldndnalfimanivenindnunuims
o NS el o, =
MslsasuuaznIeuiien Felinavua 15 Yo etlawuvasveniidanuiluamnine uaduvesum
aumnuazlszlsanldlussaeuaweilunnsangu Nitiel¥Anuemnvesgaumauaznsleia
=) ° é & % } A
HN33U (speech acts) HivteemuNedolvnU TS Ingy Idethamanzan
>

uyyaeyunIuAdUN 2

uuuaeumuABUi 2 iMIUUaEUA1 Meta-pragmatic knowledge Fa3iNanaa 5 o lagfionauma

k7 k3 = v Y v o = . A =I;
5 fYeazlFanunsathumunnuSanauminvealsusuihimuauSumvesiaunssu Fadinanua
5 Jaunssu 1Aun JaunssumMsdeyan (promising) JAUATINNTINIINHANT I (informing)
Jounssunsvelmaladanily (requesting) IIUNTINNTIIANTIVE30358U  (handling complaints)
uazTounIsuMsvelny (apologizing) AW@WY  Faluudazaounisalveurasdevziinsneundy
L v I d vy a é = a a
NINUA 5 UV (a, b, ¢, d, ¢) uazluudazuuvaziinaEminmnzauliimaden 5 namaniidssaniam
ieeiiga (Very ineffective) Tlfadilsz@nSnmanniiga (Very effective ) (3990 1-5) Jaamuansald
¢ 9y ’ o ¢ o a "o

inarainrsmeunavluunazuyy ldinaunaviife uaz s ufsan iy

khkkkkdkkkkkkhkhkkkhhkkhkhdkkkkik

HUVABUAINABUN 1

> I ¥ k4 k4
MIUY:  LuVTRUNWABUN 1 UiManua 15 Yo vo RN anudas denmmazasudeniuniu 9

Tavldinsesrue v luvesfidmua

1) : doram e s g e

. — : — 5
1. | asdemslasmsyaiidugnina Aemshiguasalefissdenmnvesnulifou

va 4 < 4 das &
N3 10 uazdouFmanedgauniuazyanady q AtiduTlumsaunumiug

wdsudhlusmnanniudesntsvesdnanie

: | e T -
2. | msdeas lasmayandugninalunmndingumiviusgiuauansaves

' o o o
geumnlunisidnnndinguligndesanmantnseliaue

o

3. | sffemslaemanaiuiiudesldfesdiilizlnmuasammunondam

j aneaaunegHee: ldms Tuemuiuiessvesdne
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Tisafinsanumaumnszrnainsuazgaiivaaneimmaines melineuteninai 4 uaz 5

gl . i
Vi RECOMMEND OUR PIT'S SLOW-COOKED . SORRN—] DON'T %
SMOKED BRISKET T FOR EIGHT LOURS! § HAVE THAT LONG. '
OF BEEF... N ;
sy 5
Al ¢
§ g
N 3
¥ :
Yo | - Yona : 15 | hily

4 a ' Y o T | a v ¥y 99y 9
4. umm'lumiﬁamwawsﬂimagﬂﬂﬂum‘sguvammme ﬂﬂQﬂ'lill‘ll\ﬂﬂQﬂﬂ'l

< a [ 3 3 1] :
nswdwamdlumslguuydinaraminiu

q - L ’ L4 Q’
5. | msfemssznegadwazySns luanunselmudiite i hidugninamsz

g hifinanese misiilfnanlyauuds 8 $alue

- - . -
Tilsanasanaamsaiazunaunindaa tihensudenna 6 uaz 7

é Y] ) 1 A a 9 o o o 9 @ a 1 o P @
aounsal: gnAfidinseIniiisamadioundmin InsdminndesinAademinim deusy

(Receptionist) NNIT Vaanzidion

Receptionist ' Good morning. How can I help you?

Hotel Guest  : ... Ithink this room smells very strange.

W donam I | Ny
6. | waunlumsitemsvesgnindminlifousaunfios fie Avansudsiiminau

v o [ J Py s : A A o - a - 4
ABUIUNINUINNINAUNNUUUNAUDY 'Hiﬂﬂﬂu'hlﬂillﬂ’,ﬂiﬂ

. . . —
7. | msdemsvesgnimdmimividugninaninminaudeuiusumsdi

p 4 b4 L] [ 9 .9y Y [
ﬁﬂﬂ’lllﬂ\Tllﬂﬂllaz“ﬂ‘lJ'IJ‘VIfﬁ'IfN'I'LlfNI"llﬂuﬂllﬂﬂmiﬂ'ﬂi’lﬂﬂﬂ'lﬂ

Tsaiansanaaumsaiazunaunindiaas iensudennui 8 tag 9

< o v [ § . o o o 4 9 o a o
ADIUMI: WUNIUABUIY (Receptionist) mem«mamnﬁmwmﬂuTsmiuﬂmfm'nm%m

Woafn
Receptionist  : Reception. Can I help you?
Hotel Guest - Oh, hello, this is Mrs. Rogers from room 718. I'm afraid I've lost

my watch — it’s a Rolex, and very expensive. I think I may have
left it in the sauna changing room — or maybe in the pool area




185

1) Yonu W | hily
4 o a a a 9 Y 99 o
8 | tvaunlumsdea15ue Mrs. Rogers Tifisaiauufsdfie assnisudsminemu
a ¥ - — e A
aousumswhauldaeauin Buazauy e vsnalauSnamitslulswsy
o q A o 9 a A o A
9 | waumanlunsfen1sues Mrs. Rogers N1521jHouMNFBAI 31AWNA 1D
b d
#eans IminansudeusunswdgusnSeaounmnudinuvesauyiniu
Tilsafiasanaaumsaiuazilszlontheans iensudenind 10
aownsel: minau Tsasuiiliusnisi q 1 (Concierge) uanusmnldmdaygifugnd
a9 o ' a 1 v A A Y d’ A o @
adminlulswsuinzianindewazvedavesigniyeuuierindu lulszimsvoau
(1) I promise todo it.
(2) I guarantee that I'll have it finished tomorrow.
Wo Yonm : ; ¥ | iy
10. | Uszlon 2 sz Teadsnanlinaunnandidyan uailss loande 1dasmunemn
uazde Idiusssur@nniigane sz o (1) ms1z3iM 301 promise (Fayan)
Mfueg
Yo  Yea W | iy
o 9 2 o O] 9 o o -
11. | MR “NlP (face) MaNoDInMaNYaIMNNAUABINISH ludenu nSeam
v Ed . .
aesns Iidlufisensuludnu aniulumsdemsssuihimedessnuming
o Y v v
wansedadoTunu
Tilsafiarsanszlangdneais inensudenindi 12
o/ s 4 o o 3 4 =
aomnsal: minnudeusuve ligndiimdsameidiouwdwinasmeiieveluluainziiion
(1) Sign your name?
(2) Would you mind signing your name?
W0 S Lo e s s e g e L Mgllg

- 4 v : T
o o ' o o
12. | mnfSeuiieuns 2 dszlon viu @ imlss TeafimineuTswsuSaymigndmi

Masezdminaeilszlen (1)

Tsafiasanaeunisaiuazibzlangdsdrs ivel¥neudeninii 13-14

< LY Y 9 9 4 o w ' b4 =
aomumsal : Winauduies (Butler) udaligninudiia (VIP guest) nsimundeuiee
VInseMIsIEUNAY

(1) Would like to eat, sir?

(2) Dinner is served, sir.
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1) Yonu ¥ | iy

13. | ms19MuSonvu (Address terms) Tun 11189y 19 Sir, Madam M358 Mr.

ﬂ 9 ' a 24
I uﬂ'ﬁi‘ﬁfn'ﬂ'laﬂ‘quﬂ’l“ﬂﬂlluuﬂuq

14. | Uszloandenldnmnlfedngamedauilumansuazmnzmsiiga fie

Uszlon (2)

Tilsafiasanasmunsaisazilszlanmneuasalszlundiaa e 1¥neudoniani 15

d o/ s o ' 4 o { { o/
aounsal : wiinsudeuSuduevietesin Iungndfidminlulsausuiidesmsalasudesin

Receptionist :  Would you like one of our Executive rooms, Mr. Lewis, on the top
floors with some wonderful views?

Hotel Guest (1) :  Well, actually, no, I wouldn’t. My wife doesn’t really like using
the lift and also she’s got a bad leg, so I was hoping we could have a

room near the ground floor.

Hotel Guest (2) :  No, thank you. The lower floor is good for us.

¥0 Yon U : W | Naily

= o 3 A 4 J
15. | mnfSeuisudmeuvesgniauiniliazauiaes v ldimls: leaney

- d‘ d J o 1 A
rasninymihdonannniifesmeuvesgniauiiniia

5
uUUaIUMNABUN 2
-1 A i gy & ' ) ﬂ o a ' ¥
MUY UUVETRUNWABUN 2 TINerua 5 98 A luurazdeitluaniunisal luumunuSmsdauntinves
4 qu a a A Y o A4 ° @ Y 1
Tsausy Fa 1 uuTunvesTounssu (speech acts) n3edoedmdemsnszimmaeaun 5 Jaunssu 18un 3o
Y @ @ o A A P
unssuNsdan  (promising) J3unssunudlMI 1w  (informing)Iaunssunisve Imidsladanile
(requesting) Janssumsdansvedeasou (handling with complaints) o Junssunsve Iny
(apologizing)  AwAwWy  Tuudazaoumsalszumaununneasuszniegndmdminlulswsuuas
winauusmsdumiiveslsasy  feliviufinsananuminsauveinsasunduvesminauuing
1 v o Sl o - a a ¥ A . . 2 a
AWUNTME 5 WU (a, b, ¢, d, ¢) ANINUANTMUANALsTANEANIBENGA (Very ineffective) Dall
dsz@nSamuniiqa (Very effective) (583910 1-5) Tasvinuagunse Winasiunnsasundu luudazuuy

) « & o A e
14 msanamiBauazasud mmiu Tasviuasemine X lussandmua

@ @ ) ) Q®

Very ineffective Ineffective Somewhat effective Effective Very effective
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¢ a3
Tulswsurhnnauadesilaminesiess sightseeing $19u0n uaz 1duen

winaudsusudumihssudwwunuitmeihaNuazeaes e

Hotel Guest

Receptionist

I'm going out. Please tell the housekeeping to makeup my room,
615.

a. Don'’t worry, madam. It's housekeeping job.

b. OK. OK.

c. Certainly madam. We will inform the housekeeping to
have your room clean immediately, madam.

d. 6157 Don’t worry.

ele| eele
o® ©olee
o@| ¢
o6 oo

e. Certainly madam. We will take care for that.

2. itesnannanui lulswsudhuvadasam’ snduinsduiimalsusudaldiduiigums wu

a o o a o " o a o Y 49 o ' A o o
Ust’)mﬁ’luuﬂﬂﬂgﬂ”lﬂ’ﬁ WUﬂQ'IU'UanSYl'JT]J (Concierge) uﬁlﬂﬂjl‘"“@ﬂﬁmu‘T"ﬂiuii‘uﬁuvnuﬁu\‘ﬂ]ﬁq

waymiquludidugqu
Hotel guest  : (the hotel guest is about to lit the cigarette)
Concierge D el o R
® @ @ @ O a Sorrysir. Can you smoke outside?
® @ ® @ (O b Excuseme, sir. Our hotel provides smoking area outside
if you wish. We're terribly sorry for this inconvenience, sir.
We hope you don’t mind smoking outside, sir.
® @ @ @ O c Sir, nosmoking here. Sorry.
® @ @ @® O d Excuseme, sir. We're so sorry sir. Smoking is not
allowed here. It'’s hotel regulations, sir. Would you mind
smoking outside?
® @ ® @ O e Excuseme, sir. You can smoke outside if you wish, sir.

3. lushei Tsausufigndudinann (High season) minamdeusunivamedioudwin

y v
$uihudesn1uian Check-out Migndfidmingiolmildiniven Msiinnlswsuez 1Ams oo aindiy

X . v
gnfves Tsausuvindunszamdninluduiu ldiunm

Hotel guest (completed the registration card and handed to the receptionist)
Receptionist (checked the check out time and found out that check-out time has
not been mentioned) ..........coeeeeeeeeeeeenaieeeeeaeiaaeannn.

® @ ® @ O a Sorrymadam. What time will you be leaving?

® @ ® @ O b Excuse me madam. Could you possibly give me your
check- out time? We are quite fully booked at this moment.

® @ ® @ O c Sorrymadam. Please give me your check-out time. We need

- to check for sure because we’re very busy now.

® @ ® @ O d Couldyougive me your check- out time? I need to make
sure for that

® @ ® @ @ e Excuse me madam. We are really fully booked at this period

of time. Do you mind telling us what time you will be leaving,
madam? :
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= ¥ 4 @ o 9 o Y 49 o ' 4 o
4. fiyaeameuenudhndeanunarumsianineldiugadndinluTswsuviumiedy
L% a o . { o . . . ' : [ o 24 o
winam3nsn il (Concierge) vhamiluseni udilsing hgadminniuhildsudenmisaiiunmia
[l 9 a o P " (] ar . 9 b4 =) [ o = o a °
nnelusrudnvesdniunilausedisla gniaudaindanldindesSsuduminausmsm lilinhaulusey
191 sz lawanariavanoid gy la)

Hotel guest  :You know how this meeting means to me!
Gopcierge ™ il RN . ooois s S . ooos o on o o0 RS o Mg + o P
® @ O a I'msorytoo, si. What should I suppose to do?

b. We are terribly sorry, sir. We understand that how this
meeting is important to you. Please accept our apology and
let us see how we could make this up for you.

®
® ¢ I'msosorrysir. Let me find out how this thing happened
®
®

and I will let you know sir.

d. We're so sorry for this. Please accept my apology and let
me talk to the manager and see what we should you.

e. I'm sorry too, sir. Let me find out who got the message
yesterday.

e e el e |©
® O © & |©
| © Q e

@
@
@
O]

. bl v
5. gaddidminaolmildnandunslanesesiiunmunlszana 18 $2Tue suihidesnsominau

9
' 9 o 9/ a £ e'l o = o 4' . -
withuhawazewiesdnilszainunssi s ndwnamadoudninSsudeouds dissnniiugiei
o o 1 ' 1 3
Tsasuligndudninmamun hifidesihundesguludieufion
Hotel guest  : We flew for 18 hours and do I need to wait for half an hour again?
Receptionist

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

a. We're terribly sorry, madam, for keep you waiting. We do
understand how tried after having a long flight, but we really
fully booked now. By the way, the housekeeping is urgently

© e 0 ® 0 taking care of your room. It’ll probably be finished not more
than half an hour. Would you mind waiting in the lobby and
refreshing with our welcome drink? We do apologize for this
inconvenience.

b. The room will be OK in 30 minutes. I'm sorry.

CS)
SIS
e
®®
SIS

c. I'm so sorry madam. We're quite busy now. Anyway,
your room will be ready for a half an hour. We do apologize
madam.

® @ ® @ O d Sorry for keep you waiting, madam. Can you wait for 30
minutes?

e. I'm terribly sorry, madam. We don't really have room

D ® ® @ @ avaiablenow. I'vealready informed the housekeeping to
finishing your room as soon as possible. Would you mind
waiting in the lobby and refreshing with our welcome drink?
I'm so sorry for that.

************g“wuaﬁua"u************t*
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Appendix G: The consent form

-1 s v
uuum'nm'lumsmuiaqa

Frwudr weam assws Adut TaaSaauen e inamndnguihin NG (English as
vy
an International Language) BWE19139% yWasnsaiuvimonds  vaziidmihmasivinoiinuglude
A L% @ a ea ¢ o <2 a J a a
Fo  mydaanuannsamaiavjinmanivesiniinsimsysmamslsausumazmsneaiieiluuiun
VOUNUNYIMITIUMIN (Assessing Pragmatic Ability of Thai Hotel and Tourism Students in the Context
‘& 4 4 Qo Y = wa
of Hotel Front Office Departmeny) ¥un303iion14Tuns3is Ae uuumaaeuauamsamesiauljia
1 - 4 4 ﬂ’l o Q‘
mans (naasneduomsiden1dgnvesdldnmue nsdeasiiu q dugning)
ao o’: 4’ (] ' ay Yo r'd a
- m3delunssisz licunsogarldnind s uaueyas e anmaTn. ...
a o 4 o [ an o
BOIT ...t il L. UHVINGIY oo nldeyaalididelainudeyanintidanindnu
A - o G’I ,ﬂl 1 _a ar d' -
FawaanuIdoluadaiisndhulss Tonidetidanindny G oudndnms Iswsaz
v a a o [ 2 d' o a 13 a a <
nmsvipuisaiiuihuninnnsyanaiid et lugaamassumseano luewnn sz lamswds
@ a oa o a - 9 4 «: s = 0 a
amvansaniwlfianaas lunwdinquineldmsdeasiiu - q  dugninauazithilledail
tszdniamluandunslinmins  wazduthalss TenidensSoumsaeun WdGouldasemin
fennudidgvens lamndinguludndnalfidenans  Huenuenmile llnnanumunsalums ¥
o 9 A
auBangy lududu 9
& ) o’l’ :l’d ﬂ o = ' = as o &2 .
atwwaveuumadey luaisiifeiluanudunas hifinadensiSouvesiidaninfouuailszas
an o ° Y. oa 3 'Y ° 4 a
TavelWiidaninfinyniwuunadeuiiedrufuanuannse ivedisoe: Idihdeyan 18l Sins 2w uaz

wauwammauiueseludduse la

Hq 9 v oA d v o & A
veveuguh awswiie lumsinudeyaluadiithiedts

anw
(@33N3 A3TUT)
9 o/
Avy
(@miuiansinfine)
9 aa ar o,: P a
S Hdaninfinuduiin ... _awdn
ML .. UHTINAY Sunswingiszasnvesnsive uay

. o o A o 4 o 1
tutianwswie lunminudeyavesdise ineriwan 18 hiAinswvuazssanmaluddude )

o d
(Mneve: INSANN ... 130 email ..........o.oeeeeee. Tunsdivniing

ARABNAL)
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Appendix H: Instructions for the test administration

ﬁ1§!!ﬁlﬂ1uﬂ15ﬁ1tlﬂﬂﬂﬂﬁﬁﬂ

i d
meﬂaauﬁtﬁuuwmﬂau‘iﬂmmmmmﬁ'mawﬂgummﬂm%’maqunﬁnymﬁu:m1sms
Tswsuuaznisieuion lunmsdanumaunveuminlulsausy wazms1sSaunssy (Speech acts) ¥i3®
o A4 , o ax i a
desfindensnszvimanauuiiunnsangy 'Jmmuvumﬂeumﬂumsmaammuunmqmm Taoae
hitins Waeuszniegoumn  Taovinee 18 uumymauy@liiihminanmumishusnnysmsgay

v ° v o 1 res ¢ o 4 o =t
HHIY93 if\ﬂl N Tﬂﬂﬂ MWHUINNIUUUDS Vusgﬂlla' 07uﬂ7fﬂlﬂﬂ7ﬂuﬂ1uﬂﬂﬂﬂﬂa (:)1} QNlﬂu ADIUNITUN

- ‘! a 1 Y ll’ll o ~ o . 4’
mﬂ‘uuiuuwunmmimunuwaﬂmﬁu 'll‘llﬂBuluﬂ'ﬁ‘ﬂ'lll‘lJ‘lJ‘Vlﬂﬁﬂ‘Ullﬂiﬂﬂ“le

1. vhm:‘lé’{ﬂmnmnﬁn‘fw"’inﬁﬂi:iﬂuuwuﬂu?n1sdauwﬁ1tﬁuﬂ1yﬁaﬂqy Tuvas izl
unusTnEvesra Ny 9 Yrngiunmndingyuna i@

2. dlefswazimussnovewiazanumsaauag Tisafaunyausneuvesgndiidninly
Tsuswiiideaammsshiu 9 Foumyadsndnezlngndeniuumussens

3 Lﬂauwvgmwwnﬁ'ﬂ‘luTﬂum%uaiua“lﬁvhumﬂﬁauluﬁmuﬂﬁaﬁfu q Tagvmsiiuinides
voavituaalulilsunsy Sound Recorder ‘lwﬂ‘s"mﬂauﬁmas’ﬁvhumé”qﬁmuumaauag'i’: Tasvinuioang
1fuiuiin (Record) ifevmsthudinidos uaziilerimmasyluusazaniunsel Winatfimya (Stop) e
mngasavae eRsdommseilunumadeudelmidely TaovinsgiBemsinfuiihumagey

‘Y!ﬂ‘i’l‘ﬂ IWIVUVUNATDY

'S, Sound - Sound Recorder

B3

4. dlevimshmnmaneuaiaieudoouds ve sy (Filo) Wefniuiindeyaduthudos

Ameuvewring lasvhimadutiuiindoya (Save as) uazﬁmuﬂé‘fa?}a‘Mﬁaﬁu’fauazmuaqammvﬁu Tny

wundudeyavesiniWiimineneuiianes (Desk top) thi

mmageviiinamun 15 4o (15 aounsal) Taoszoznaiios BiRetuiindosvesriniuudas

dommssiiusznanlssna 45 Suii uazilomnmeaceuusazdery umaneudelmiszduii
dolilTaosaluia dafu vemwngavinflaudazdaunseidasnudh lswasdeasnsunduly
dommseiiu q Wminzamiiga Tﬁtjﬂ::uuuﬂmuuunnaaviﬁuaq'ﬁmnmiuﬁn 41lszms 1aun
s 19 5aunssufigndes mslifdminiednoulfeiumnzauazgndes  mslSinadneud
mnzay uazszAuamInzalums 1nmn #918ud nsldnmedigam nsl¥nmediudhumaens

wazns lnmuuuas msedey 1@etamunzay
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Appendix I: Transcription conventions

The transcriptions conversions were used for detailed transcription of the test
takers’ responses. The actual responses from 90 test takers from all level language

ability groups were transcribed with the transcriptions notions as follows:

- A hyphen indicates short pause.

e+ A plus marker indicates long pause.

++ A double of plus marker indicates extended pause.

XXXX A quadruple of “x” marker indicates unintelligible word.

1 A double stork marker indicates reformulation of the speech.

o < “More than” and “less than” signs indicate the speaker noticeably

produced his/her speech quicker than normal speech.

L. “Less than” and “more than” signs indicate that the speaker noticeably
produces his/her speech slower than normal speech.

) A period within parentheses indicates silent, incomplete, or no answer.
Colon indicates that the speaker has lengthened sound or syllable.
The more colons, the greater extend of the stretching.

() Empty parentheses indicate the presence of uncertainty, doubt, or an

unclear fragment on the tape.




Mr. Rodney Hermsmeier

EDUCATION
1971 - 1974
1974

1979

1985 — 1987

EXPERIENCES
1987 - 1989

1989 - 2000

2000 — present
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Appendix J: The rater’s qualifications

Bachelor’s degree in School of Education from Quincy
University, the United Stated

Illinois Teaching Certificate for secondary school
British Columbia Teacher Certification, Canada

Master’s degree in Library and Information Science
from University of Hawaii, the United Stated

School librarian at Junior College, Quincy, Illinois

School librarian and teacher of History at St. Nichols
Secondary School, Texas

Teaching at Assumption Samutprakarn School
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Appendix K: The rater reminder and sample of grading form

My name is Ms. Sonporn Sirikhan, a Ph.D. candidate in the English as an International
Language Program at Chulalongkorn University. I am currently working on my
dissertation entitled, “Assessing Pragmatic Ability of Thai Hotel Management and
Tourism Students in the Context of Hotel Front Office Department”.

My research instrument named the Front Office Pragmatic Test (FOP-Test) is an
oral completion test which the test takers were asked to respond to the given situations
in the context of hotel Front Office Department.

From the voice data and the transcripts attached, I would like to ask for your
cooperation to listen to and rate them according to the attached rating scales and
descriptors which are adapted by the researcher. I also provide the training manual in
case you may find difficulty in rating.

As having a professional degree in English teaching and experiencing Thai students
communication in English for a number of years, your qualification is essentially
needed for the accountable rater. I also realize that your schedule is a busy one and
that your time is valuable, but I am sure that you want to improve the quality of
assessment of English for specific or occupational purposes particularly in hotel Front
Office context as much as I do.

Thank you in advance for your kind cooperation.

Yours sincerely,

Sonporn Sirikhan
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Note for the rater

The instrument of my study named The Front Office Pragmatic Test (FOP-Test) is an
oral discourse completion test which the test taker was asked to listen to a brief situational
description with the written script and give a response by saying aloud what they would say in
the given situation. The test includes 15 situations which were constructed systematically and
used to study under the five speech acts of promising, giving information, requesting, handling
with complaints, and apologizing orderly.

The data transcription you have in hand will be rated based on the analytic scale

adapted from Hudson et al. (1995) comprising of four major descriptors, namely, the correct
speech acts, expressions and vocabulary, amount of information given, and degree of
appropriateness (levels of formality, directness, and politeness) as given in the table below.
In order to facilitate your grading, it is important to note that this given criteria is a simplified
one (the one for the main study is also attached). The speech from each situation will be
graded according to these four descriptors. There is also a note for you in case you have
questions in grading each descriptor.

1. The correct speech acts

5 - Recognize the hotel guest’s intentions immediately.
(Very Effective) - Can speak in response correctly and effortlessly.

4 - Has only occasional problems understanding the hotel guest’s
(Effective) intentions.
- Can effortlessly respond to the interlocutor’s intention.

3 ; - May understand the hotel guest’s intentions, but hesitate due to
(Somewhat effective) | lack of ability/confidence.
- Can give a fair response to the interlocutor’s intentions.

2 - Has difficulty understanding the hotel guest’s intentions.
(Ineffective) - Generally responses are irrelevant.
1 - Has great difficulty understanding the hotel guest’s intentions.
(Very ineffective) - Cannot respond to the hotel guest’s intentions.

Since each situation is designed to elicit a particular speech act and problems might
occur in grading. For grading in this category, you should answer the question of “how
appropriate is this speech act for this situation?”. It is suggested that as long as the response
includes the speech act intended to elicit in a given situation, it should be considered that the
test taker gives appropriate and correct speech act. For example, a request might begin with
an apology: “I'm sorry, ...”, this is still the correct speech act expected in a situation given.

Besides, it is important to remind you that the fluency and intonation are not
considered in this rating. You will also experience non-verbal behavior such as pause, tone of
voice, pitch, intonation, and volume or non lexical intonation signal such as uh-oh, er, hm, and
so on. These feathers will not be rated; however, the researcher marked these features in the
transcriptions in order to recommend for further study. Even the fluency and the discourse
intonation are not issues in this stud; however, if you feel the absence of his/her speech could
cause misunderstanding or bring uncomfortable to the hearer (the simulated hotel guest), it can
be graded correspondingly to your intuition.

2. Expressions and vocabulary
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il __ Expressionsand vocabulary =
5 - Uses a wide range of vocabulary and expressions with
(Very Effective) precision.
- Has a good command of idioms.
4 - Has an adequate (good) range of expressions and
(Effective) vocabulary.
- Use formulaic phrases and expressions effectively.
3 - Has a limited (fair) use of expressions and vocabulary.
(Somewhat effective) | - Most depend largely on formulaic expressions, little
generative capacity.
2 ‘| - Expressions and vocabulary are often inaccurate and
(Ineffective) awkward.
- Formulaic phrases and expressions are ill-used and sound
chunky.
_ 1 - Poorly expresses the information needed to respond to the
(Very ineffective) interlocutor.
- Can only use words in isolation or poor expressions that are
ineffective.

This category focuses on how the test taker uses the expressions and vocabulary in
his/her response to a given situation. Please grade based on the criteria given, but if you are in
doubt, your intuition of a native English speaker can be taken into consideration. However, it
is also important to note that ungrammaticality is not an issue of the study, so please do not let
the ungrammatical response you may find in the test taker’s response influences your rating.
It is suggested to judge the acceptability of the response as a whole. Nonetheless, it might be
difficult to distinguish between ungrammatical wording and non-typical wording. If you are
in doubt, your native speaker intuitions can be used in rating.

3. The amount of information

 Th information given
5 - Proficiently and effectively provides that correct amount of

(Very Effective) information.
- Can expand on the hotel guest’s intentions.

- Can add explanations as required.
4 - Provides relevant information.
(Effective) - Fair response to situations.
- Fairly well expands explanations as required.
3 - Provides relevant information although sometimes abrupt or

(Somewhat effective) | unnecessary.
- Simplistically interprets the hotel guest’s intentions.
- Can expand explanations somewhat understood.

2 - Can communicate only essential information.
(Ineffective) - Provides fairly incomplete information.
- Cannot expand explanations when required.
1 - Cannot give information required.
(Very ineffective) | - Information given is incomplete and/or irrelevant.

- Cannot expand an explanation.

The amount of information required for the situations in this test are varied. The
consideration that how much the test taker should say will depend on a particular situation.
However, the response should be clear and importantly satisfy the simulated guest in the test.
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You may experience the response that is very short and direct without any elaboration because
of the test taker’s English proficiency; it is suggested to use your native speaker intuition to
Judge whether a response seems to be abrupt or too much information. Importantly, the
amount of information provided to the simulated guest should be satisfy his/her wants.

4. Degree of appropriateness

oF ppropna

5 - Excellent choice of words, phrases, verbs, or terms of address.

(Very Effective) - High awareness of the hotel guest’s needs/concerns.
- Responds in highly effectively ways.
4 - Good choice of words, phrases, verbs, or terms of address.
(Effective) - Good awareness of the hotel guest’s needs/concerns.
- Responds fairly well.
3 - Fair choice of words, phrases, verbs, or terms of address.

(Somewhat effective) | - Fair awareness of the hotel guest’s needs/concerns.
- Some difficulty responding and helping the hotel guest’s to

save face.
2 - Cannot enhance the relationship or communicative process.
(Ineffective) - Very limited awareness of the listener’s needs/concerns.

- Cannot, in some situations, respond politely or help the hotel
guest to save face.

1 - Uses incorrect or inappropriate words, phrases, verbs or terms
(Very ineffective) of address.
- Is not aware of the hotel guest’s needs/concerns.
- Cannot respond appropriately or save face of the hotel guest.

Due to many dimensions or elements of politeness, it is virtually impossible to define
a definite politeness formula to any situation given, So please consider the utterance as a
whole and grade how it is appropriately polite. Therefore, focus on what you notice and use
your native speaker intuitions. It is highly suggested you should rate them as you feel most
appropriate ,but do not use what you think you might say in that particular situation.

While rating, to the best of your ability, judge each response independently from the
others. Try not to let the other responses influence your decision of the response in question.
In a difficulty, you are allowed to use your native speaker intuition to interact with each
response without bias from the last one.
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Appendix L: Sample of responses

Three samples of the test takers’ responses from each language ability group

are presented in this appendix. They were actual responses so no corrections have

been made. All transcripts were analyzed and reanalyzed into the major categories

of linguistic features found from the data collected. Highlighting was used for

counting. The colors marked relevant observed phenomena are as follows:

Linguistic feature Color code
Routine patterns Olive green
Formulaic expression of regret Orange
Politeness markers Blue
Adverbials Purple
Affirmation markers Tan
Address form Green

The use of “we” form Yellow

Minor features

.




199

Transcript High 1
Situation 1 wwill manage the pillow for you for two at room 902
Promising We will manage the limousine for you to the airport
: Situation 2 | tomorrow at 10 am, Anything else, .?
1 will check it for you and
Situation 3 after the address that you: registration card,
Um. We 're ready have the speed wireless inter in the room so you
Situation 4 | can access the internet by yourself'in the room - -
Informing o Your credit card is: ah: not been approved . So
Situation 5 . g
give me another card? Orpayitina + cash?
. W will keep the room until 8 pm and after that: er:
Situation 6 eave the room certainly, ?

Situation 7

One double room for two mghmnd er - you can + you can
use the room

Requesting This is the high reason, s_‘
Situation 8 0 telling your leaving time so we will sure that we have
to make sure that: um:: the room is ready for the next
customer.
orry Bl the housekeeping just called me that you are taking
two hotel bathrobes with you — so: er: i ‘er: return it
Situation 9 | 0 us, ! that: er: may be you not intend to
pick it up. -
Uhm y I will call the maintenance to help you
Situation 10 | certainly at the room. -
Handling 'm s Er: I'will - I'will call the next door to si::
Complaints Situation 11 | 10 be silent Willand do Yyou want anything else, [}

Hm. um: can I do anything for
Yyou to and make up for you and make Yyou feel better? An:d I will -
have some deduction for the room price for you .you don’t mind.

Situation 12
Uhmm:
Situation 13
Apologizing
Situation 14
Situation 15

i 1 - that you have very terrible
room. So I'll have a dzscount Jor you for 20% lyou don’t mind.
- do that for you .?

Uhmm- I will check it for you again + Oh:h ,

uh: we don’t have a double room available now. So can you
wait a minute: er: for some guest — some guest will be check out .
it in the lobby? Or I will manage the single room for

. er: this is a very high season time. So: er: everyone
BERRREBNBH - . 5075 /o - 11 g

very busy 50
so long.
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Transcript High 2
Situation 1 ‘ I will send you two extra pillows to your room number
I'will inform the limousine department to send you
Promising Situation 2 | a limousine to the airport at 10 am
i I will inform the housekeeper to - check it in
Situation 3 | your room and ifwe found it, I will- I promise you to send it to your
address according 1o the- registration card.
Er: you can access to the internet: er: in your room
Situation 4 | because we provide a Wi-Fi high speed wireless internet. It’s very
convenience.
your credit card is not improved. Er:
: ?
Talorakt Situation 5 .ZZ ;II(: Yyou have any other credit card: Or Yyou can contact to your
Er: well:- in that camou have: er: the necessary —
Situation 6 | situation, we can keep your room till 8 p,
, One double room for two nights for you +
Situation 7 The room is avazlable and we guarantee our service. Please have
a - nice holida
Er: can you give me // er: ——meyT
Requesting Situation 8 depar:ture tlmibecause we re- fully booked now.
to inform you that: er: the housekeeping - said to me —
Situation9 | Y%¥ have: er: take a bathrobe with you: er: and it is a policy to +
calculate on your- bill also. So do you want // ﬂ the
bathrobes with you?
Situation 10
Handling .
Complnints Situation 11
Situation 12 | Jet you know how was it that happened.
/ { ' er: wait our
Situation 13 | manager. Iwill contact her i You can talk to her I"you
want a discount or - let me know - what could we do for you.
Er: our room is ful:ly book and ﬁou
i like a double room, ca:n it have extra
APSSRNg | Situation 14 bed instead? - I will let the housekeeper do that i l'you
want.
ﬁ Ca:n yo:u wait in the lobby and relax
Situation 15 | with the refresh welcome drink and I: will send someone to invite
you to the reception desk - lwe are ready.
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High 3

I will send two pillows to your room ¥

' 1 will prepare limousine for you at
10.00 am. Your room number is 911.

I will send it to you at the address

that iou have recorded the xxxx card. -

You can access the internet from your bed room. In the bed
room has a lot of facilities such as king size bed room,
American breakfast and: all of them you can see from the
brochure.

our credit card has not been approved.
pay us by cash or you have another credit

. but it have//it will be normally charged 50%
daily rate.

give us your credit card
number? It’s a policy of that hotel that lyou walk-in first
time, you must//you need to give us your credit card

you would // you have to check out - and leave the hotel
before 12.00 pm. on the xxxx time.

" ; it housekeeping called us and tell us
be you have taken two bathrobes by mistake.
check it out

I will let the
d se d some.

maintenance depariment know rig ‘
people to check it out for you.

/ situation like this. 1 will
Iet the housekeeper know that about your problem and 1
the g 1 room and see what else I can do.

and I will find the problem and
tell you that what happened exactly. May be we can ask
you// we can give you more// we can give you extra benefit
for the apologize.

I'll call the manger
follow me this way?

— to another room? May be king size bed

Transcript
Situation 1
Promising
Situation 2
Situation 3
Situation 4
Informing
Situation 5 P
Situation 6
Situation 7
number.
Requesting )
Situation 8
Situation 9 | that ma
Situation 10
Handling
Complaints Situation 11 11 talk
Situation 12
Situation 13 | for you.
Apologizing
Situation 14

room or queen size bed room or may be you 're looking to
the other facilities.

Situation 15

some extra gift to your room.
sorry.
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Transcript Average 1
o We will inform to housekeeping to take two
Situation 1 « ;
more pillows to your room is 902.
Promising / We promise you to contact you to the
Situation 2 | limousine to go to the airport tomorrow,
: your name madam and-_
Situation 3 you: room number also - and we promise to send your
— your: belt into our addres
We already have set all Hi-speed wireless internet in every
Situation 4 | room in my hotel,
Informing Your credit card has been not acceptin
Situation 5 | - change to be the new one for us, ﬁ%
but you have to pay charge an
Situation 6 | extra 50% Wflyou leaving after check out time - i
paying for - the rate to me + er: + credit
Situation 7 | card . We accept just credit card —
R i : in: ti ] ?
equesting Sin e your check in: time // check out tzm_
You have to pay charge for - item
Situation 9 | souvenir - it's not including in your room rate —
/4 We will inform the mechanic to
Situation 10 | - check in our bathroom madam. May be it’s 10 minutes.
Handling We will inform to housekeeping
Complaints | Sitvation 11 | as we inform to another customer to be — please calm down
for you.
‘ om.  We will solve xxxx
Situation 12 this problem and we will - mform you - to this manager to
solve this proble
Ve're terribly sorry We: will u  to inform this
Situation 13 | problem to the manager,
Apologizing We're very sorry about that We will find the way to
Situation 14 | - 10 :: to find the new room for you.
We will +
Situation 15 we will urgently contact to: to: ( )
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Average 2

1 promise - I promise send it to your .

“_-+ + we will have a limousine to airport.

/J course, I promise send - it to you @s S0
ossible, I will take care for that.

- You can access the internet in this here.

_ Your credit card has not been approved.

—- It’s possible to keep the room until 8.00
pm.

—- the hotel policy - for a credit card for

walk- in guest. One guest (.)

-— You can assign or block the room for the

arrival guest appropriately.

ir. We hope you

't mind.

B o [ will check it - ow.

. Iwill // 1 promise + to ++ ()

8.ard let me talk to the manage

Transcript

Situation 1
. ing Situation 2
Situation 3
Situation 4
Ttoreiog Situation 5
Situation 6
Situation 7
o | Situation 8
. | Situation 9
| Situation 10
Comp‘ ints Situation 11
Situation 12
Situation 13

Apologizing
Situation 14
Situation 15

We —we - pr:

we - will take care - of us.
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Transcript Average 3

Situation 1 I promise - the two pillows will - I will take two

‘ pillows to your room
Promising A The limousine will arrive - at the airport - for
Situation 2
ou at - before 10 am. tomorrow.

sl 3 ri _ﬁsend our leather belt to - you - to you
- as soon as possible. /h -

Situation 4 Um you - can access the internet by the Hl speed wireless

‘ { izn your room + >in your room. <
Informing Situation S Your f:redzt card has not been approved.
to - <pay by cash?>

Situation 6 - it is + impossible to keep the room until
8.00 pm + um: you can + ()

one double room for two nights. Um: —
Situation 7 and: you buy - you pay by credit card or cash?<
Requesting give me your check
7 - g j -

Situation g | @ time: Um: you will check out - about 12 pm on
departure date.

- um: the housekeeping report me that you've

Situation 9 | taken hotel bathrobe + i:n //at your room: um: + and you will

so sorry 1 will - I will call to the engineer to -
repair it and - 1 will change your: ah: //* to

Situation 10 | change your room. I will change your room to the — to the
better room.

Handling I will - call to the next room to - to turn off —
Complain
omplaints Situation 11 to turn off the volume of TV - and the our
inconvenience for you.
y and - let me
Situation 12 |- ind out how this thmg happened and 1 will let you know
:um: ()
- about your room and: um:

Situation 13 and let me talk to the manager and - see what we
should you - and I: I will — and 1 will told about the problem
to my manager.

Apologizing S Ume: this is our mistake. I will change your
_ room to: um: <suite room> or - double room. ﬂ
Situation 14 9
for - keep you waiting. Um: + . -—

Situation 15 in the lobby and r.eﬁ.'eshmg u.uth - our welcome

for this inconvenience.
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Transcript Low 1
Situation 1 I will take it for you. Just a moment.
Promising Situation 2 I will take it for you. I organize it. -—
Situation 3 I'm finding it and send to you as soon
as ()
You can use internet from wireless of hotel. I service you
Situation 4 | everywhere in hotel - I you have a problem, you can + can
tell me.
Informing Situation 5 the credit card is wrong, it's not approving is um: - my
: account.
"y because it's the room of hotel. I can’t do like that. l
Situation 6 | you want to check out late. I can help you to // to find some
where to keeps your pack // your bag.
but you have to - you have to has a credit card for
Situation 7 | reservation this xxxx yes, all right.
Requesting "ou Xxxx miss anything. m_
Situation 8 | anything, I will take it // send it for you.
% I will — I will extra. You should have extra pay for
. W service that a xxxx you buy it from the room because the room
Situatggy of hotel — before you check out.
I will — I will manage
Situation 10  Please wait Just a moment, please.
Handling . 1 will - I will try to stop the sound — the sound like
Complaints | Siarion 11 OHgdiice f or you h OK, it will be OK
Um: y, but I will pay you
for your // Twill give you // I will pay you for — for taxi
Situation 12 | expensive that you pay and give you some — some trip for free
to tour in Thailand // in Bangkok. )
; Please calm down. I will — I will
Situation 13 | inform my manager and organize this problem. Please just
wait a moment, please.
Apologizing Now I don’t have a double room for you xxxx for
You because when you regis, you don’t inform me // you didn’t
_— inform me about the double bed, but I will
fvation 8 organize//manage it for you, . [ will organize ¢
Just a moment.
I'will — I will take you to the sofa for relax and |
Rituation 18 | 2 ik 4 o ome juice. Please wait just a moment.
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Low 2

Situation 1

wait in a room.

Promising Situation 2 We're: er: we're preparing now.

Situation 3 .. Er: if we find er: I just — I just take I just take.
Er: I just take it/ give it for you.

Situation 4 er: we have — we have a speed — speed internet er:
in // we have hi speed interent er: in: in er: in hotel: in the
room.

Informing Situation 5 Your credit card has not been approved for the
er: transaction.

Situation 6 Er. W8, we keep the room until beyond 6.00 er: 6.00 pm.
we 're now really be charged an additional 50% of the daily
rate.

Situation 7 Er: ) er: we: we: we: we have a — we have a — we
have a room available.

Requesting | Situation 8 Er: yes. Er: it’s time to check out at er: 12.00 pm.

Situation 9 Er: no problem ()

Situation 10

Handling Situation 11 | Oh, [ er: we will to check now.
Complaints

Situation 12 | Er: yes. Er: this is — this has problem (.)

Situation 13 | Yes, er: we will call the manager. Let’s call the manager
er: to talk to you.

Apologizing | Situation 14 | Er: . er: xxxx when booking (.)
Situation 15 Er: we: we: we: we: we have a fast work
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Transcript Low 3

Situation 1 ust a moment please. [ will um: send to your room

Promising Situation 2 Just a moment please. Er: 1 will check a car: to um: to check
time for you.

Situation 3 I will check em: your number romm is er: 621 ?- I will
send to you.

Situation 4 The double room xxxx king size bed and Hi-seed wireless
internet. You can enjoy er: intenet in the double room.

Informing Situation 5 Um: your credit car has not been

' approved for the tran:saction.

Situation 6 Um::: . Your late check out — late check out um: is
6.00 pm. but xxx check out is 8.00 pm, I will normally to be
charged and additional 50% of the daily rate.

Situation 7 Just a moment please. I will check one double room

Requesting | Situation 8

Situation 9 Um: + housekeeping department call me to
inform you that you have taken two bathrobes with um: xxxx

so you— (.)

Situation 10 . — I will call to the engineering department to
check. Um: the — hot water in your room. Just a moment,
pleas

Handling Situation 11 I will -1 will check it for you now. Um: can

Complaints me what your room//what your number room?

Situation 12 1 will give free//give you for free

Situation 13 5, Just a moment please. Um: | — everything. 1 will
call my manager. Just a moment please.

Apologizing | Situation 14 but my room is full um: I will check a
nearby hotel — for//and check double room for you and —um:
hotel transfer for you, .?

Situation 15 y Wait for a minute, please. You can wait for
- you can wait for at the lobby. I will server you some drink?

Wait a minute, please.
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