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Customer satisfaction is one of the most important factors to lead the
organization to be a successful business especially for hotel and tourism industry.
However, they need to have an effective instrument and competent trainer to fulfill the
gap and create more working abilities. One of the best ways to fulfill this purpose is
“Training Program” which is mostly offered by employers whether it might be internal
training by the training department of the company or outsource from professional
training organization. As employers have recognized the potential impact of training
schemes to increase organizational productivity, this had led an expansion of
competence development programmes (Managing for training quality Journal).

This project aimed to describe how training program will be able to extend the
staff efficiency and elevate their work ability to generate more customer satisfaction in
the hotel industry especially the 2 groups that were focused on was Housekeeping and
Security department. The project will start from Planning Consideration, Training
Implementation, Evaluation Process, Result of process and lastly the counseling. The
English Language training program is used to be a major part of training topic which
covers the contents of General English Conversation for daily life that participants

would be able to utilize to the hotel customer and also more consistent matter of



specific vocabularies and topics for Housekeeping and Security Department. Several
kinds of training methods were applied such as Pre-test, Lecture, Class room,
Simulation, Role play and also Post-test by the end of the training period. Totally of 30
hours for housekeeping training and 15 hours for security department were the duration
of this project and it preceded during their working day at the hotel.

Evaluation is weight as a significant process to express how effective, valuable
and profitable to the organization. The evaluation Instrument and Activities will be
based on 4 levels of evaluation (Book 171) to cover assessment of; Level of leaning,
Acceptability and Quality , The validity of training and Whether the training corrected
the problem. Utilizing of Observation method in every procedure; before embark the
training, during the training term and end of the class is very often applied. Interview of
Director of Housekeeping, Security and Human resource department and training
manager together with staff members who were the participants are one of the principle
data to back up assessment process.

Reliability research showed satisfying result. Improvement of English
Language skill is revealed by action of the staffs once they faced the customer on their
job station or by unexpectedly in the hotel area, plus the observation from trainer and
manager. Problem and Obstacle occurred during the training period from every parts of
the process are mentioned also as one of the important factors. Consequent training
program with competent training process, efficient trainer, sufficiency of time and

consistent matter is the key of sustainable success of this project.

Program of Hotel and Tourism Management Graduate School, Silpakorn University Academic Year 2012
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THE HISTORY OF ACCOR MANAGEMENT TEAM

Accor is a French multinational corporation, operating hotel branches in 100
countries. For the headquartered is in Courcouronnes, Essonne, France. There are more
than 4,000 hotels worldwide under the management of Accor Group ranging from

economy to luxury

Upper upscale
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Member of Accor Executive Committee Vice President Thailand Cambodia
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Sofitel Worldwide Management Team

Robert Gaymer-Jones Markland Blaiklo

Chief Executive Officer Senior Vice President Sofitel
Asia/Pacific

Christophe Caron

Vice President Southeast Asia & India




SOFITEL

THE SOFITEL VISION
“Sofitel and its ambassadors link the world with French elegance across a
collection of unique addresses offering their guests and partners a personalized service

enriched with emotion, performance and a passion for excellence”

SO FITTE L

LUXURY HOTELS



THE SOFITEL VALUE
- APassion for Excellence
- The Essence of pleaser

- The Spirit of openness

SOFITEL LUXURY CONCEPT
- Creating an Ambiance
- The Art of Hospitality
- The Bread Ritual
- The Wine Ritual
- The Cheese Ritual
- The Patisserie Ritual

- The Sofitel World

SOFITEL STYLE
The Sofitel style is the combination of French elegance and freedom. We try
our best to provide the perfect service in every time to the guest while staying in our

hotel by created the luxury atmosphere, elegance and harmonious.



THE PROMISE

In the Sofitel’s world, our ambassadors are the link with an impressive
experience of the guests. Our promise is to build diversities of team members which
they have to expert in hospitality. To develop the ambassador’s skill, sincere and open
mind communication. We stimulated the good working atmosphere by reward to the
well behave ambassador in order to inspire them to provide the special experience to

our guests.

BRAND MAGNIFIERS
1. Sofitel <Bonjour> (Recognition & Welcome Committee)
2. Sofitel Look (Grooming & Uniforms)
3. Sofitel Sleep (My Bed or SoBed)
4. Sofitel Plates (Name Plate & Nametags)
5. Sofitel Words (Newspapers, Magazines & Books)
6. Sofitel Lights (Lanterns & Evening Candle Ritual)
7. Sofitel Perfume (Fragrances & Diffusion)
8. Sofitel Music (Playlists & Systems)

9. Sofitel Botanicals (Topiaries & Fresh flowers)

10. Sofitel French Rituals (Wine, Bread & Cheese)




SOFITEL BANGKOK SILOM




THE HISTORY OF SOFITEL BANGKOK SILOM

Sofitel Bangkok Silom is located on 188 Silom Road Bangrak, Bangkok. The
hotel was a high glass building situated in the heart of business area, there was
38floors. It is comprised of 469 guest rooms, all of the room furbished with modern
Thai décor style and the exclusive Sofitel's signature 'My Bed' with the luxurious
finishing touches of Hermes and L'Occitane amenities. Complimentary Wi-Fi is
available in public areas.

Formerly, it was Monarch Lee Gardens hotel which start
operated on October 20, 1985 under the management of Lee
Gardens Company; headquarter in Hong Kong and there was a
Natural-Place company to be the owner of the hotel in Thailand.

After completely operating the business for 9 years, the ownership in

Thailand had agrees to do the contact with Accor Group; French entrepreneur for
managing the hotel on June 26, 2001 under the brand of Sofitel.

The hotel had been improving according to the Accor’s standard and officially
grand opening on September 6, 2002 under the name of “Sofitel Silom Bangkok. In the
same time Natural-Place Tower Company limited sold the hotel business to Saensiri
Company (Real Estate) however, the natural-Place Tower Company still holds share by
25%. After changing the owner, it had been operated under the name of Richie Holding

Alliance Limited.



In June, 2005 Saensiri Company had
sold the hotel to LaSalle Investment
Management Company Limited which it’s

headquarter is in The United State. At the

same time Accor Asia pacific holds share
by 11%-6:1nd the hoI still operated under Accor Management in the name of Sofitel
Silom Bangkok and then the name had changed to Sofitel Bangkok Silom. In June,
2011 LaSalle Investment Management Company Limited sold the hotel business to
Gaw Capital which headquarter in Hong Kong and operated by GCP Hospitality

Management until now.

SOFITEL SILOM BANGKOK’S MISSION STATEMENT

COMMUNITY

We shall fulfill our social obligations and responsibilities in the local
communities we work in with grace and with care. We will also be protective of the
environment and act responsibly to maintain an environmentally friendly approach in
our operations.
SHAREHOLDERS

We believe that our constant drive for excellence and quality innovations will
result in providing higher product value, guest satisfaction, employee growth, and
sustainable profitability for our owners and our shareholders. We are a team of
dedicated professional committed to being market leaders in setting innovative
standards and creative trends for the up market hotel industry in Bangkok. Our energies

and our directions will be focused on.
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CUSTOMERS

We aim to understand, anticipate, and respond to our guests’ and customers’
wants and needs in an innovative manner that will help them experience fresh and
memorable emotions throughout their stays.
EMPLOYEES

We believe that our staffs are the pillars of our business and we are committed
to provide them with the necessary skills, motivation and training to perform their
duties well. We will deliver a high quality standard that is consistent with our
SOFITEL brand with unsurpassed levels of professional service, sophistication and

natural Thai charm
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Sofitel Silom Management Team

Guy Poujoulat

General Manager & Director of Operations Thailand — GCP Hospitality Management

Christian Schlegel Pan-usa D

Hotel Manager Assistant to General Manager / VP

Human Resources & Training

Sirirat P. Radklao C.

Director of Human Resources Training Manage
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ROOM INFORMATION AND SERVICE

The Sofitel Bangkok Silom hotel has 38 storeys; there are 24 guest room floors
which the guest room starts at the 12th floor — 35th floor. The hotel comprised 469
guest rooms, including 309 luxury rooms, 128 luxury club rooms and 32 suites
(Prestige Suite and Imperial Suite).

The room features new parquet flooring, marble bathrooms with separate tub
and glass enclosed shower. The French luxury bathroom amenities include Hermes and
L’Occitane amenities, remote control television, minibar, hair dryer, coffee maker,
electronic safe and key card access, pay-per-view-movie, etc.

Luxury room

A room type starts from 12th — 25th floor, there are 2 types including 308

deluxe rooms and 18 deluxe suite rooms, totally 326 rooms.

Special features:

- Prestige Suite: It is a connecting room by separate into a living room and bed
room which each room has the bath room. There is a special amenity such as

remote mobile and DVD player available in the room. These room types are the
room which follows with 05, 06 and the corner room with a number 27, starting
from 12-18 floors. ( room 1427 was setting to be Air France Crew Lounge)

- Luxury Rooms (Triple Bed) are the room 1505 and 1506, there are 3 beds setting

in the room.
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TARGET MARKET OF SOFITEL BANGKOK SILOM

The Market Group of Sofitel Bangkok Silom

M European Market

M Asian market

Source: Human Resource Department

The market group of Sofitel Bangkok Silom is comprised of European Market

51.05% and Asian Market 28.62%.

For European Market including European 51.05%, French 9.11% and English
28.62%

For Asian Market including Japanesel4.92%, Singaporen4.78% and
Chinese3.01%

For Corporate group such as Nestle, Michelin Siam Group, JFE, Shoji Trade,
Carrefour and AlA.

Inbound Agent such as LTU Asia Tour, Qantas Holidays, Australia, Sun Tour
Diethelm Travel, JTA and Asian Trails.

Embassy such as French and Belgium Embassy.

Airlines such as Air France and Lufthansa.

*** Source: Human Resource Department



Strength

Weakness
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SWOT Analysis

5 Stars hotel with a good reputation and famous brand

Very good location : located on Silom road

Manage by Accor which is the professional management organization

Close to the sky train station

Not to far from the Chaophraya river

Shiang hai Chinese Restaurant on the 37 floor and V9 bar on 38 floor are
the highest Chinese restaurant and highest bar on Silom road which very
popular and have many regular clients. Both of them are the top income of
the hotel

The business could be recovered quickly in case of economic crisis because
hotel self and together with Accor management name has a lot of regular

customers who always prefer to comeback to use the hotel.

The building is quite old because it has been used for long time

Some people misunderstand and sometime confuse for the name of hotel
because this building used to be “Monarch Lee Gardens hotel” before

So many competitor around such as Holiday inn, Shangri-la hotel, Oriental
hotel, Peninsular hotel, Holiday Inn hotel, Novotel hotel, etc.

Traffic jam
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Opportunity
- Able to get the new customer easily because of the reputation of hotel,
quality of service and good location
- “Asean Community 2015” will be able to stimulate the economy in
Thailand and Asia then it will bring more customer to the hotel
- Because a good location in the heart of city. Hotel could be easily to create

any activities to promote the hotel

Threat
- Economic crisis might bring customers to the lower star hotel in the same
location
- Political problem might effect example hotel was closed in the year 2010
because of the demonstration on Silom road

- Natural disaster such as flooding because located near the river
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Porter’s 5 forces

New Entrance

Customer bargaining Competitive Force Power of' New
power Supplier

New Substitutes

Competitive Force

Resort and Hotel Business in Thailand is always staying in a high competition
condition from both sides local investment and abroad, especially on Silom Road which
is one of the most important business street in the heart of Bangkok. Both small
business and international chain hotel are built and try to snatch the customer to their
business. There are a lot of 5 stars hotel which are in the same level of Sofitel hotel
located around such as Shangri la hotel, Oriental hotel, Sheraton hotel, Hilton hotel
even Holiday inn hotel and Novotel Silom hotel. Then the Competitive Force of Sofitel

hotel is in a very high level and will continue last for long time.

Potential New Entrances

The hotel industry is very open for new investor who ready to try and face a
competition. The Potential of new entrances in the business are quite high. Even it
need a huge capital to build the hotel on Silom road but because of many advantage
such as the amount of tourists and business man visited each year, a good support of

the government and financial institutions motivate a new investor coming to this
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market and the needs of consumer that want to see the new trend and innovation in the

hotel making the competition still continues and tend to increase all the time.

New Substitutes

Lower star hotel, Service apartment, Guest house and many small hotels around
in the same area are a scary competitor because customer might be thinking about stay
there to reduce to cost of the trip especially in this economy crisis period. In this case

the new substitutes will be able to impact Sofitel in a high level.

Buyers (Customer Bargaining Power)

In this business, the customer bargaining is quite high level same as the
competitions situation are always high too. Customers have so many choices of hotel to
stay. Most of the hotel try to attract customer by using several methods to grasp to
customer and because of these reason make a power of customer in term of bargaining

is very high.

Suppliers

For Sofitel Bangkok Silom is according to the 5 stars hotel brand name,
reputation of chain and location in the hub of Bangkok. Suppliers consider affecting the
business in the low level because there are many suppliers in the market then the hotel
is able to choose the best one who give a best benefit and has a large potential to

bargain to the lower price as well.



18

Problem Identification

Actually the hotel self is already quite professional intern of service and
operation. They have a strong management team from Accor which is the expert
multinational hotel corporation from France. They have several policies, regulations
and methodologies to train their staff to give an excellent service and performance to
the customer. The number of customer which show in the occupancy rate average 70 %
to 100% in the high season and 40 % to 60 % in the low season are the evidence to
support how the customer satisfy in their service and operation. The Sofitel Bangkok
Silom hotel was started since 1992 but their business still went on very well.

However a small detail that could be improved and might be able to increase the
quality of staff is “The increasing level of English Language skill” because most of
staffs especially in the lower levels such as Housekeeping and security are not able to
communicate with customer in English very well. Actually this is the similar problem
of almost every hotel and every business in Thailand but one thing we cannot forget
that housekeeping and security are the group of hotel staffs who also have a chance to
meet the customer very often example when the housekeeping need to clean up the
guest room or once they are working in the public area where the customer walk around
or sitting at the lobby. Security need to stand by at the public area for the security
reason. Many times they need to be in front of the hotel to assist the customer when
they need to get the taxi or even control the traffic on the Silom road for the customer
who comes by car, bus or even taxi. Those reasons notified that how frequent of these
staffs have to face and serve the customer. After the observation, most of the house
keeping and security staffs are very nice and friendly, which are likely to be the

trademark of Thai people but most of them do not talk or do any communication with
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the customers. Mostly they always smile and act very politely to the guest but no
conversation. It might be from they are not confident in their English language enough
to talk or another one possible reason is from the strict policy of the hotel that every
staff must be polite and humble. If not, if they are rude to the customer or even if they
made customer unsatisfied then they might get a punishment from their boss. This may
be one of the reasons why for some staff doing just give a nice smile without saying
anything is enough. For the normal situation is fine but sometime customer need to
know something or they need any help. For that reason every staff need to act
something to assist the customer or at least if they are able to communicate with them
is will be good too. The main customers of Sofitel are foreigners. The main language
used to communicate each other is English whether by speaking or writing.

The Director of Human Resource said that the English Language Training
Program at Sofitel Bangkok Silom actually have already been done for long time ago
and many times as well because this training is one of the missions of Accor that
mentioned in the Rule and Regulation of company as an important training for staff to
increase the knowledge and skill in the English Language but mostly they focused on
the departments that need to face the customer or give a directly service to the guest
such as Front office or Food and Beverage department. The other departments such as
Housekeeping, Security and especially back office departments for instance
Accounting, Purchasing had a schedule to train as well but depended on their job or if
they are available to join the class because sometime most of them are very busy on
their work. It was not the same as Front office and F&B department because they must
attend the English training and also other trainings that Accor and training manager

arranged for them because according to their job their contact to the customer might
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affect the hotel. If they do in the right way, they will be able create the customer
satisfaction to make a customer happy and enjoy to stay with the hotel then hotel will
get an appreciation while if something is wrong or misunderstood to which make
customer unsatisfied that might give a bad image to the hotel as well then English
Language is very important for their career and they are seriously required to join the
English Class.

Since the first week of the internship at Sofitel Bangkok Silom, the Director of
Human Resource recommended and suggested about what kind of training they need to
train their staff which might be suitable with the period of internship. It should be any
project that would be useful for the organization to improve the quality of staff or
service of hotel. After interview for a while then the idea of English Language training
program came up because this training actually should run as much as possible but
some year they have other training instead of English. The last training was held in the
year 2010 from March — July by the teacher from Philippine. Mostly the hotel will hire
English teacher from outside. Some of them might be independent teacher or some
teachers came from English teaching company or school but sometime they did an in
house training by using the training department which might be training manager or
training officer who can speak good English to be a trainer and make an English class
training program to continue the training plan. After interview with the training
manager and the former trainer which still working in the hotel but she moved to the
other department. Both of them said almost the same opinion that for Front office and
F&B department is more serious to train because they are the representative of hotel
that needs to face the customer directly all the time. They need to get a right knowledge

in the professional level and must be good enough to work for 5 stars hotel while
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Housekeeping and Security and the other department is considered of minor serious to
contact direct to the guest then the way to train will be not so stress.

As not all the time that housekeeping and security satisfaction need to have a
direct contact with the customers, the hotel does not expect their perfection of the
English language. If they are able to do is very good but if they can not is just a simple
thing but they need to be great in their job and be politely to the customer. From this
reason, staffs from the housekeeping and security departments do not focus to greet
verbally the customers. They smile or try to avoid because they are afraid that if they
do something wrong or make customer unsatisfied they might be punished from their
boss. This is the reason why English Language Training program was created to find
out if the Housekeeping and Security are able to increase their efficiency in English

language skill in order to increase customers’ satisfaction.
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CHAPTER 2

LITERATURE REVIEW

Customer satisfaction is the leading criterion for determining the quality that is
actually delivered to customer through the product/ service and by the accompanying
servicing (Vavra, 1997). Simply stated, customer satisfaction is essential for corporate
survival. Several studies have found that it costs about five times as much in time,
money and resources to attract a new customer as it does to retain an existing customer
(Naumann, 1995). Furthermore, customer satisfaction is recognized as of great
importance to commercial firms because of its influence on repeat purchases and word
of mouth recommendations (Berkman and Gilson,1986). “Satisfaction, reinforces
positive attitudes toward the brand, leading to a great likelihood that the same brand
will be purchased again...dissatisfaction leads to negative brand attitude and lessens the
likelihood of buying the same brand again (Assael,1987,p.47).” The other people also
said: “... if consumers are satisfied with a product or brand, they will be more likely to
continue to purchase and use it and to tell their favorable experience with it ... if they
are dissatisfied, they will be more likely to switch brands and complain to
manufacturers, retailers, and other consumers about the product (Peter and Olson, 1987,
p.512).” Customer satisfaction is a psychological concept that involves the feeling of
well-being and pleasure that result from obtaining what ones hopes for and expects
from an appealing product and/or service (WTO, 1985). While there are a variety of

approaches to explanation of customer satisfaction/dissatisfaction, the most widely
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used is the one proposed by Richard Oliver who has been tested and confirmed in
several studied (Oliver,1980).

According to this theory which has been tested confirmed in several studies
(Oliver and DeSarbo, 1988; Tse and Wilton, 1988), customer purchase goods and
services with pre-purchase expectations about anticipated performance. Once the
product or service has been purchased and used, outcomes are compared against
expectation. When outcome match expectation, confirmation occurs. Disconfirmation
occurs when there are differences between expectation and outcomes. Negative
disconfirmation occurs when product/service performance is better than expected.
Satisfaction is caused by confirmation or positive disconfirmation of consumer
expectations, and dissatisfaction is caused by negative disconfirmation of consumer
expectations. A minority of researchers perceive the satisfaction process to be
subjective in expectation but objective in the perceptions of the product attributes, or
outcome. Thus, Klaus (1985, p.21) defines satisfaction as “the customer’ subjective
evaluation of a consumption experience, base on some relationship between the
customer’s perceptions and objective attribute of the product”. Satisfaction is not a
universal phenomenon and not everyone gets the same satisfaction out of the same
hospitality experience. The reason is that customers have different needs, objective, and
past experiences that influence their expectations (David and Stone, 1985, p.31).
Therefore it is important to gain a clear idea of the customer needs and objectives that
correspond to different kinds of satisfactions. This necessitates the segmentation of the
market, because no service or product can offer everyone the same degree of

satisfaction (WTO, 1985).
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Customer satisfaction is a business philosophy which tends to create of value
for customers, anticipating and managing their expectations, and demonstrating ability
and responsibility to satisfy their needs. Qualities of service and customer satisfaction
are critical factors for success of any business (Gronoos, 1990; Parasuraman et al.,
1988). As Valdani (2009) point out: enterprises exist because they have a customer
serve. The key to achieve sustainable advantage lies in delivering high quality service
that results in satisfied customers (Shemwell et al, 1998). Service quality and customer
satisfaction are key factors in the battle to obtain competitive advantage and customer
retention. Customer satisfaction Is the outcome of customer’s perception of the value
received in a transaction or relationship, where value equals perceived service quality,
compared to the value expected from tractions or relationships with competing vendors
(Blanchard & Galloway, 1994; Heskett et al., 1990; zeithaml et al., 1990).

In order to achieve customer satisfaction, it is important to recognize and to
anticipate customer’s needs and to be able to satisfy them (Barsky & Nash, 2003).
Since the cost of attracting new customers is higher than the cost of retaining the
existing ones in order to be successful, managers must concentrate on retaining existing
customer implementing effective policies of customer satisfaction and royalty. This is
especially true in the hotel industry. Nowadays one of the biggest challenges for
managers in the hotel industry is to provide and sustain customer satisfaction. Customer
requirement for quality product and service in the tourism industry has become
increasingly evident to professionals (Lam & Zhang, 1999; Yen & Su, 2004). Guest
relationship is a strategic asset of the organization (Gruen et al., 2000) and customer
satisfaction is the starting point to define business objectives. In this context, positive

relationships can create customer’s higher commitment and increase their return rate.
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Long-term and reciprocally advantageous relationships between customers and the
hotel is becoming progressively important because of the highly positive correlation
between guest’s overall satisfaction levels and the probability of their return to the
same hotel (Choi & Chu, 2001). Hotels are increasing their investments to improve
service quality and the perceived value for guests so as to achieve better customer
satisfaction and loyalty has resulting in better relationships in each customer (Jones et
al., 2007). Relationship quality has a remarkable positive effect on hotel guest’s
behavior: it creates positive word of mouth (WOM) and increment repeated guest rates
(Kim et al., 2001).

Customer satisfaction initially involves customer focus. According to Evans and
Lindsay (2001), Customer focus addresses how an organization determines customer
satisfaction. The authors also pointed out that, in order to satisfy customers, achieve
higher customer satisfaction than the competitors, retain customers in the long run and
gain market share, the business must deliver ever-improving value to its customer.
As a result of Spring et al. (1988), in order to satisfy the customer, a company must
identify customer needs to design the appropriate product or service. One of the most
forceful processes to generate the customer satisfaction and increase work effective,
also assist to fulfill these purposes is “Training”.

Training is the process used for the development of knowledge and skills
needed to perform the jobs, duties, and task found in an organization (Jaszay, C. &
Dunk, P 2003). Deming (1986), who recognized that money spent on training, retaining
and education does not show on the balance-sheet it does not increase the tangible net
worth of the company. Only 35 % of UK companies have measured the effectiveness of

their education, training and development programs. Training, “the acquisition of skills,
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concepts, or attitudes that result in improved performance in an on the job
environment,” (Golgstein, 1980, p.230) comprises a massive enterprise and a powerful
instrument for change. American companies alone spend and estimated $200 billion
annually on employee training (Wiley, 1993), generally believing that it (1) improves
employee attitude, job satisfaction, productivity, and work quality, (2) improves overall
perception of and organization by customer, and (3) increase profit levels by reducing
labor turnover and associated costs (Conrade, Woods, and Ninemeier, 1994). Over the
last 20 years, as employers have begun to realize the impact on organizational
productivity of inappropriate or inadequate staff competences, there has been a
significant rise in the level of resources being allocated to support the wide range of
employee development methodologies now being utilized by training department. In
theory, it would be reasonable to expect that, as expenditure on training provision has
increased, this would be accompanied by the installation of more sophisticated program

evaluation procedures. (Lan Chaston, (1994).

2.1 Historical Development of Training

Training was born early in the journey of civilization. As tools, weapons,
clothing, shelter, and language developed in the Stone Age, so did man’s need to pass
on knowledge and skills. Through signs and words, man was able to administer
training. “When the message was received by another person successfully, we are able
to say that learning took place and knowledge or skill was transferred” (Steinmetz,
1976, 1-3). The following chronology of important events traces the evolution of

training:
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The architecture and masonry of unearthed palaces in Mesopotamia
provided evidence of training artisans.

The Code of Hammurabi included rules for governing apprenticeship:
the system whereby an experienced person passed along knowledge and
skills to a novice.

Guilds, or associations of masters, apprentices, and journeymen who
shared a common interest or pursuit flourished.

Craft training began in Bethlehem, Pennsylvania.

Vocational education began on New York.

Manual schools, a form of vocational education, provided discipline and
training to turn “bad boys” into productive citizens.

Abraham Lincoln signed the Land Grant Act which gave average men’s
children access to higher education.

The Industrial Era created such a high demand for goods that companies
(Westinghouse, General Electric) began establishing their own factory
school to teach needed skills to their employees.

The YMCA began offering trade courses.

National society for the promotion of Industrial Education (Which later
merged with the Vocational Association of the Midwest in 1925 to form
the American vocational association) was formed.

Cooperative education was introduced at the University of Cincinnati,

College of engineering.
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The National association of corporation schools was formed; the
organization eventually changed its name in 1923 to the American
Management Association.

The Smith — Hughes act appropriated approximately $7 million annually
for vocational education; the first of several acts to support vocationa
training efforts.

an education and training section was set — up as a part of the
Emergency Fleet Corporation of the United States in a massive effort to
meet the needs created by Word War |

The federal Board of vocational education created training program for
specific trades; correspondence schools were initiated.

Training consciousness flourished during the Depression as people
attended afternoon and evening classes in handicrafts, to occupy their
time and provide some income.

National apprenticeship Act authorized secretary of Labor to establish
labor standards for apprentices.

World became a necessity for companies that had to train supervisors to
be trainers.

The Engineering, Science, and Management War Training program
(ESMWT) was facilitated by colleges and universities to upgrade
workers in college level type subjects. This was the forerunner of junior/
community colleges, and centers for continuing education and

management training.
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1940 The first training director society was formed, the Nation society of
sales Training Executives.
1945 The American Society of training directors (ASTD) was formed and

publication of the Training and Development Journal ensured.

1950s Self-directed programmed instruction became popular.

1970s system approach to training stressed assessment.

1971 Campbell did the first comprehensive review of training research/
literature.

1990s Computer-aided training becomes possible with the proliferation of

personal computers.

2.2 Training Design Model

Referred to as course characteristics, this input to transfer has commanded the
least attention from researcher in recent years. Prior to 1970 the research on transfer
was focused on the area of training design and learning principle: identical elements,
general principles, stimulus variability, and conditions of practice (Baldwin & Ford,
1988). Training is job specific rather than generic, so the end results will not look the
same for every job or operation. However, a model is useful as a means of organization
efforts to result in a desire outcome for particular situation. This model is made up of
seven interrelated components within Human Resource Model. It is a process that
meets with employees in the fifth step (with implementation of the training program)
and follows through with ongoing coaching and counseling (Jaszay, C. & Dunk, P

2003)
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Step 1: Needs Assessment

Step 2: Training Plan

Step 3: Lesson Plan

Step 4; Trainer Training

Step 5: Training Implementation
Step 6: Training Evaluation

Step 7: Coaching and Counseling

2.3Training Methods

Many of us experienced primarily the “lecture” method in school and the
“follow around” methods on the job. Grade school teachers are generally trained to use
a variety of methods and keep lessons fairly short and user-involved. College students
are better served by similar teaching methods. Employees can learn the job by
following another employee around for a few shifts. However, it is not the most
efficient and effective method for learning duties required for specific job. We will be
using a variety of methods in training because certain methods work better for
particular information. Following a needs assessment to determine the objectives of
training and the learning necessary to achieve the goals, an instructional designer
selects media and techniques most appropriate behaviors (Campbell 1971). These are 6
training methods which were used to achieve the objective of the project.

1. Classroom Method

2. Lecture Method

3. Role Plays Method

4. Prepared Training Materials
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5. On the job Training

6. Brain Storming Method

Beyond the theory, this project also utilized extra methods to fulfill the most
effectiveness of training program. Inviting some foreigner staffs in the hotel to the class
to be a guest speaker, Per-test & Post-test examination was also used to collect data of
create the best training and evaluate the learning after the project finished. Result
showed that theses extra methods could produce a good support of learning help to
perceived more over the back ground or basic knowledge of participants which help to
create the proper learning process, generated good atmosphere in the class and reveal

the effectiveness of project at the end of period.

2.4 Evaluation of Training

“The reason for evaluating training is to determine the effectiveness of a
training program”(Kirkpatrick, 1998, p.3). A popular topic of discussion for academics
and practitioners, most agree on the importance of training evaluation as well as its
under-utilization in practice. In a 1996 study conducted by the American Society for
Training and Development, the need to measure performance improvement (associated
with training) was identified as a key issue for the new millennium. Evaluation enables
top management to understand the result of their huge financial investments in training
while assisting instructors and course designers to know how their programs are
impacting the organization. Trainees and supervisors also benefit since evaluation
allows them to know that the time spent in training is productive and cost effective
(Parry, 1997). If we ask our employees, “Do you understand how to do this?”” They

may say, “Oh yes,” but still not really comprehend. We must ensure that they can do
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what we want them to do before they leave the training. We also must ensure that they
can meet the objectives. We should not allow trainee to do something incorrectly as it
encourages similar behavior in the future and is in general a waste of time. The
objective is to be able to do the procedure upon completion of the training. The test to
see if the objective has been met is to have them to do the procedure themselves. If they
can, they go to job. If they cannot, we provide them with more training until they can

perform their duties correctly (Jaszay, C. & Dunk, P. 2003).

2.4.1The Four Levels of Evaluation
Level 1: Whether or not the trainees mastered the session’s material
Level 2: Whether the training to employees’ liked.
Level 3: Whether the presentation’s subject matter was right subject matter.

Level 4: Whether the training actually corrected the problem for which it was designed

2.4.2 Evaluation Instruments or activities

We evaluated 4 directions

1. Level of learning from the training

2. Acceptability and quality of the training delivery

3. The validity of training (was it the right information needed to do the job?)

4. Whether the training corrected the problem for which it was designed.

The whole point of evaluation is to see what our employees have learned from
the training...and to make any adjustments, modifications, or improvements necessary

to meet the original desire, objective, or need. Evaluation enables us to know exactly
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what happened in training and make any corrections that will make it better next time.
If we do not conduct an evaluation, we will be merely guessing at how things are and
what we might like to change. Or, we might not even know that we need to make a
change. That is very scary once we are trying to communicate with professionals who
have done a needs assessment and evaluation and know exactly where they arte and
what they need to do (Jaszay, C. & Dunk, P. ,2003, p.171- 175).
2.5 Problem Situation

Any experienced trainer might be able to tell you anecdotes about difficult
moment with training groups or with individual participants. The unfortunate truth is
that a trainer is an easy target for hostile participant’s frustrations. Dealing with those
feeling of hostility and a lack of interest can be the most difficult aspects of delivering a
training program. The hostility may have nothing to do with you personally but instead
may stem from irritation at having to attend your program or anxiety about learning
new skills. Additionally, the participants may make an “us-versus-you” distinction in
which will perceive you as the natural opposition. Acknowledging class resistance is
the first step to overcoming it and breaking through the us-versus-you barrier.
Following is a list of some common behaviors we might be able to face within the
training environment:
1. Monopolizing; constantly trying to provide all of the answer
2. One-upping; trying to appear more skilled and knowledgeable than the other in

the group, including the trainer.

3. Complaining: continually finding fault with the procedures of the trainer.
4. Intellectualizing; excessively rationalizing and justifying one’s ideas and belies.

5. Withdrawing; not participating (and sometimes distracting the group).
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6. Arguing; taking vocal exception to any comment with which on disagrees.
7. Questioning; stopping the flow of presentations by frequently asking question.
8. Clowning; joking at inappropriate times.

9. Distracting; using cell phones and electronic devices during class.

The key to handling such behaviors is to not take them personally. There are
several reasons for problem behavior by participant that have nothing to do with.
Coping effectively with participant’s problem is an extremely important training skill.

According to the theory, 9 problems always happen during the training period.
This project was also faced to the similar trouble but during the training period of this
project more problems were occurred as well. “Unfit”;”Tired” and sleeping in the class
because of the class begin too early at 7 am. Moreover, some staffs worked the whole
night as a night shift staff before going to participate in the early class. Staff absent by
sickness and take a long holiday leave decreased the efficiency of learning; Staff

resigned was not able to evaluate the result

2.6 Research Question

English Language now becomes the international language used to
communicate with people in both daily life and business. The initiative purpose of this
project is to create the English Language Training Program to increase the competency
of staff in term of English Language skill. The questions that we would like to prove
will follow 3 objectives of the project.

1. To identify appropriate method or discover most efficient method to teach

English Language to Housekeeping and Security Department.
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2. To modify and create the English Language training program that will be
able to apply for the next class or next generation of training.
3. To prove the hypothesis whether the increasing of English Language skill

can improve the customer satisfaction.

2.7 Research Methodology and Result

Based on Christine Jaszay and Paul Dunk theory, this project has utilized almost
the full theory (which is mentioned at the training design models, training methods and
will produce full content by the end of research) to complete the most effectiveness of
training and other more related theories were applied to assist more completion of
project. Additional extra theory or situations that accidental occurred during the
training were the great opportunities to generate the new processes and methods of
training for the next generation of training in these specific groups.

Result of project showed satisfied positive outcomes in both tangible ways
which are the average post-test score which increased appreciation letters from the
customer, which have been sent to the hotel to show their satisfaction towards one
housekeeper who displays her hospitality. Or even intangible result which was
perceived from the interview and observation of positive results such as many staffs
have increased self-confidence to communicate to the customer and expand the
possibility to be promoted to the higher position or even for their working life in the

future.
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CHAPTER 3

RESEARCH METHODOLOGY

The project entitled “Increasing Customer Satisfaction through English
Language Training Program” has been done at Sofitel Bangkok Silom Hotel during 5
months of internship which started from June to October 2011. To complete the project,
3 methods were implemented to collect the data to reach the objective of the project
which was set before the project started

1. Observation (non- participation)

2. Action research (Participate with respondents)

3. Interview

3.1 Research Instrument

3.3.1 Observation

As we perceive that most of the customer and tourists which came to Sofitel
Bangkok silom are foreigners who used English language to communicate with the
other one. House keeping and Security are the staffs that have to face the entire
customer very often. They could be a very good representative of the hotel if they are
able to show a good performance to the customer. Most of the people might think the
receptionists and Front office department are the face of the hotel which actually is
correct and true because they are the first staff of the hotel to welcome, greeting and

give information to the customer once they check in. But Housekeeping and security
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are not less important too because the can be a face of the hotel as well. According to
their job they need to see the customer almost everyday in almost everywhere of the
hotel not only at the lobby as a receptionist. A couple day of observation at the lobby,
guest room, swimming pool, restaurant and many public areas in the hotel. The result
shows that Housekeeping and Security staffs were mostly very nice persons and they
are very polite to the customers. They always transfer a very nice smile to all customers
whenever they meet each other but most of them don’t very often to say anything with
customer. Sometime customers were asking for something such as restaurant, toilet or
elevator. They mostly prefer to use body language to answer instead of saying the
word. The reaction of customer could imply that they mostly understand what
housekeeping and security would like to express and almost no one acted like angry or
unsatisfied then finally customer will gone if they clearly understand or they might go
to ask the other people. It seem like okay from general aspect but in the other answer
question by body language is also don’t give a very appreciate feeling to the customer

too especially with the 5 stars hotel customer.

3.3.2 Action Research

After the observation without any participation have been done for a couple of
days on the job of housekeeping and security, action research was used as a method to
collect the data to prove the hypothesis whether the English language skill helps to
increase the customer satisfaction. Other 2 more days were applied to join with
housekeeping and security staffs in their job area. Take action and make the
demonstration to talk and converse with the customers in English was a manner to

show them how to greet the customers and how to answer some of the regular questions
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from customer in the right way such as where is the restaurant, where is the elevator or
how can go to sky train station. Then later on, let them do by themselves by watching,
noticing the reaction of staff and also the reaction of customer, coaching and giving
advice to make it better. The result showed a very good reaction from the customers.
Most of customers smiled and were surprised once they heard the house keeping and
security greet them in longer words and able to talk in a longer sentence than the day

before.

3.3.3 Interview

For part of interview have done twice which are “Before the project start”. The
reason was to gather interesting data and information to create the project and
secondary interview “After project finished” as one of the evaluation process to

perceive that whether the project are success.

Preliminary Interview
The preliminary interview has been done with 4 Heads of department one by
one which are the Director of Human Resource, Housekeeping and Security and the
last one the Training Manager. Also some of housekeeping and security staffs were
chosen to be interviewed to ask their opinion about creating English language training
program for them and to collect pertinent data. In this research the alphabet of
respondent A ,B,C,D will be used to represent each of the head of department interview

by following
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Director of Human resource will be “Respondent A”
Director of Housekeeping is “Respondent B”
Director of Security is “Respondent C”

Training Manager will be represented by ~ “Respondent D”.

The housekeeping and security staff respondent will be represented by their
position which is “some of Housekeeping and security”

Each person spent about 20 to 30 minutes in the interview to give their opinion
and also advice to create English Training program. After interview the result showed
that all of them agreed and appreciated for the English Training Program especially for
their department staff. Everyone especially each head of department promised to give a
support as much as they can to facilitate this project.

Respondent A mentioned “Very good for English language training. I totally
agree and | will help to cooperate with the other department too because the English
language is very important especially for our hotel. Most of our customers are
foreigners. They use English as a main language to communicate with us. It will be
very good if our staffs are able to speak English to them”.

Respondent B said “I am very happy to hear that the English training will be
trained again because it is very useful for our staff. They should know at least some
basic of English because there are a lot of foreigners in our hotel and they cannot
speak Thai then how we can understand them if we cannot speak English?”’

Respondent C expressed “Very good to do this training because the English
Language is very important for our staff because all of our clients are foreigners. You

can see at the lobby. You will see only foreigners and almost no Thai people. May be
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we have some but there are a few when compared with the foreigners. | agree with this
project and I will give any help as much as I can”.

Respondent D addressed “It is always good to arrange the English Language
training program for our staff. This is one of the most important training that our
management team aims to produce to our staff because English language is very
important for our hotel. As you see everywhere in our hotel is full with foreigner. They
cannot speak Thai then how we can give them a good or superior service if we cannot
speak English. You know, actually we try to make this training very often and continue
it for long time but in the real situation we were still not be able to do it. For this
project I am very like it and will try as much as I can to help to make it successful ”.
Some of housekeeping said “I think it is very good because most of our customers are
foreigners and they speak only English because they can not to speak Thai, right?? And
if I can speak English with them it will be very good”.

Some of security mentioned “I think it is very good idea. I like to study English
too because I can use in my job. Our customers are mostly foreigners and they speak
only English. Sometime I really want to talk to them but I don’t know how to say or
sometime when they ask me about something but I do not understand or understand but
not everything. If we have this training again and again and again it will be very
good”.

Other housekeeping said “I like to study English because now a day when I go
to the guest room and they talk to me or they ask me something but I do not know what
they want or sometime | know a bit but not all. I want to learn more and then 1 think 1

will be able to talk to them more”



41

All of head of the departments helped to choose and assigned the staffs who
should attend the class to increase their English Language skill, and also assist to create
the class schedule date and the most suitable time that will not affect to their normal
work.

Furthermore at the end of interview, all of them gave almost the same advice
that the English Language program should teach them in the subject or topic that could
be used in the real life or in their daily working at the hotel because many times they
have learn many knowledge but it was not related to their work or focus to a lot of
Grammar then after the classes most of them can not remember it and then never use it
anymore.

One of security said “I have learned English language at Sofitel already 2
times. First time 3 years ago in 2008 and second time was last year 2010 but now it
was difficult and I forget almost everything already because I do not use it anymore”
Some housekeeping addressed “I have been working here almost 2 years and | joined
the English training program of the hotel once, last year. It was very good to but
sometime | do not understand especially Grammar and Tense was very difficult for me
and also I am now very busy because of too much working then I think | almost forget
everything right now”.

Finally 58 housekeepers and 6 securities were chosen to participate in this
project within 4 months (32 hours for housekeeping and 17 hours for security) with the
expectation that they will be able to increase their English Language skill and
communicate more effectively to the customers to generate the higher level of customer

satisfaction.
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Posterior Interview
The posterior interview will be performed after the project have been done to
perceive that the training whether effective by interviewing the same group of
respondent and also could be able to apply as one of the evaluation method to measure

the result of project
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CHAPTER 4

DATA ANALYSIS & IMPLEMENTATION

4.1  Group of participant

In total, 64 participants will join the project and housekeeping and security will
be separated. There are 58 housekeepers and 6 security staff members.

The housekeeping department is a majority group of participants because they
have the huge number of people. It was very difficult to gather everybody in the same
time then they will be divided into 2 groups which will be “Morning group” and
“Afternoon group”. Each group will be trained twice a week. Each time of training will
last an hour. The training will be held only on Monday and Tuesday by each day will
have 2 classes’ morning class start from 7 am to 8 am and afternoon class from 2 pm
until 3 pm. Morning group of participant will train on Monday morning and Tuesday
morning while Afternoon group will be done on Monday and Tuesday afternoon. The
amount of participants in the morning group will be 35 people and 23 participants will
exist in the afternoon team. The reason why morning group is bigger than afternoon
group because in the morning will blend 2 shifts together between a night shift and
morning shift. The night shift will start working from 11 pm. to 7 am. For morning shift
will start from 7 am. to 3 pm. then the best time to train is 7 am. to 8 am. because there
is a chance to mix 2 shifts together in the same time.

The afternoon group will be only staffs of the afternoon shift in the class.
Normally they will start working from 3 pm. to 11 pm. then 1 hour before start working

should be the best time to learn. From this schedule even both groups of participant will
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study in the different time but they will learn the same lesson and topics even the same
training methods.

The security department will attend only one class and will be trained once a
week on Wednesday afternoon from 2 pm. to 3 pm. due to the limit of time and a very
few amount of participants with 6 people. However, they will be trained in a fully

method as mentioned in the course outline.

4.2  Course outline

4.2.1 Reason of English Training

According to the research methodologies which mentioned before have been
done by Observation, Research Action and Preliminary Interview. It showed the
obvious result that English Language Program is very important training for the staff of
the hotel and hotel aimed to create this training as much as they can.

Director of Human resource said “English was the language training that has
been trained at Sofitel Bangkok Silom before. We try to make for our staff as much as
we can. Actually GM always said he always wanted to create English Training
program for the whole year or at least a couple months a year but it should be trained
every year”.

The hotel tried to arrange this training as much as they can accorded to the time,
budget and other reasons. For this year (2011) they still don’t have any plan to do
English training because of many reasons but we still look forward to start this training
again whenever we are ready. That is why this research have been created because it

could be the right answer and right time for both between hotel and researcher to create
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some project that could help to improve their business and English language training

program to increase staff competency will be one reason to develop their business too.

4.2.2 Length of Training Program

Timing is one of the very important factors that will directly effect to the quality
of training and also level of attention of participant. 3 respondents gave a very
beneficial information as below

The former teacher said “once I taught the last English training class, | had
done the training last for 5 months from March to July 2010. The class was 1 hour per
week per group. That means | had done about 20 hours per group. My students came
from 5 different groups and each group will study in the different day or time. They
were from different department which are Front office, F&B, Housekeeping, Security
and the last group was any staff who available to study which | did this class on Friday
because | worked Monday to Friday. For my subject, I mostly created the main
structure by using 40% is grammatical, 30% is vocabulary and 30% is conversation
but for detail and level of difficulty might be different depended on the department and
will be made for specific group”.

Respondent D expressed “Normally when we made a Improving Staff Skill
Training program for increase staff efficiency, we will run the training continually
within about 10 to 20 hours or it took around 2 to 3 months per one training because if
we do it shorter then our staff will not be able to understand the content very well but if
we do it very long then it might be effect to their job too. But actually it depended on
what kind of training because some training we need to last the training for all year

because it was a yearly training from the head office”
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Some housekeeping told “I think it does not matter how long or how many
hours we need to be trained but | am just thinking that each time of training should not

last more than 1 hour because it made me feel very tired”.

4.2.3 Contents

After all relevant research data have been done and got enough reasonable
supported information then the project was ready to start. At the beginning the course
outline was set up by choosing the most interesting topic which received from
interview

Respondent A advised “I think the best topic to learn for housekeeping and
security should be anything that they can use in the daily life and not too difficult to
learn such as general conversation or some vocabulary about hotel because they will
be able to understand easily than difficult topic like Grammar”.

Respondent B said “Most of my staff they very like to learns English because
they know that if they can increase their skill it will be very useful for their work and
their future too. For the best topic | think the conversation is will be the most important
because they can use it every day and sometime when customer need something then
they can understand and give them a right thing they want. But job vocabulary such as
room amenity, room furniture or hotel facility are also interesting because sometime
some staff they do not perceive that what they need to call this thing in English then
when the customer need it sometime they do not understand or even sometime they will
bring something else to customer”.

Respondent C also expressed “My staff is security, they were very often to meet

the customer because during their work they need to stand at the public area such as
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lobby, parking, in front of the hotel something like that. And many time that customer
come to talk and ask some question. | think the most interesting topic you should teach
them is conversation because they can use a right word to speak and talk to the
customer”.

Respondent D gave more opinion “I think the best topic for them should be
vocabulary about their job because if they do not know what they have to call the thing
in their job area example towel, sandal, bath tub, glass, soap something like these or
for security if they do not know what is emergency exit or elevator then how can they
work in a full efficiency. Also conversation is another topic they need to learn because
in the normal situation | think they do not have to use a lot of skill for do not have to
help any customer but if they meet the customer and they are able to greet them
especially call customer by name then follow by a lit bit conversation like Good
morning sir/madam. How are today? Something like this it can make customer happy
as well”.

One of housekeeping mentioned “I think | love to learn how to talk to the
customer such as ask them how they feel today? Are they Ok? Or anything else is very
good because sometime | meet the customer in the room or somewhere then customer
gave a smile and say hello to me but normally | just say Thank you or OK or even
sometime | just smile without saying anything because | do not sure what | should say
or if I talk it out then it will be wrong or not then I think I better do nothing”.

Another housekeeping staff said “7 can learn everything because I know it will be very
useful but at the beginning I think I would like to learn easy conversation because | will
be able to talk to the customer everyday even just a little bit but it can be improved in

the future”.
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One of security expressed “Conversation is the most important. Now | can speak a
little bit English because | practiced almost every day when | stand at the lobby but I
feel like it is still not good enough or not yet fluent then if I can get more practice with
teacher | think I can do it better. But another thing | very want to learn is how to write
the daily report correctly because many times that my boss told me | used the wrong
word and bad Grammar”.

According to all respondent interview then the content was created by mostly it
will be focused to increase the English language knowledge and skill of in term of
communications and services especially any knowledge that they are able to use in their
real job or daily work in the hotel. The content was separated into 2 main parts which
are General Conversation and Job Vocabulary. For the rest of the time will attempt to
add Grammatical and more interesting topic of that period.

For the conversation part, housekeeping and security will learn how to
communicate to the customer in the correct and suitable ways of talking. It might be
very simple topic that almost everyone has learned since we were young but how to use
it correctly suitable with staff of 5 stars hotel is the point of this learning. To complete
the content housekeeping and security will study through many interesting topics such
as How to introduce themselves, How to greet the customer in the properly time with
suitable words, Making a first impression, Asking for permission before giving a
service, How to response the customer requirement or even How to apologize the
customer once something wrong happen.

The part of Job Vocabulary is not even less important because to be a good staff
of every position in every kind of business, the first priority behavior which everyone

should do is to show a great performance in their job responsibility. Housekeeping and
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security need to have an accurate knowledge of all items in their job area such as
Things in the room, Amenities, Hotel Facilities, Public area, some of Emergency word
or even some of sickness vocabulary once the customer might have an accident in the
hotel. They must know how to call every things of their job station in English and able
to communicate or respond to the customer at the beginning. Besides in this part of
training try will find more new and interesting words that related to the topic as much
as possible to extend knowledge and experience of participants.

Last part of content or they will learn about an extra subject which is grammar
and other interesting topic (if it has something occur during the training period). For
this part is will be depended on the time and situation. If in the class have done the
normal subject quick and still have time left then it might be a chance to add more
interesting subject which are Grammar and other topics that popular, hot issue or new
trend of hotel business that every hotel staff should know or update. For these topics
the trainer will try to find out for participant may be from the news in TV, Internet,

newspaper or Magazine.

4.2.4 Create course outline

This project will last 32 hours for Housekeeping and 17 hours for Security in
the class. Housekeeping will start the training program from July 5 until October 18
while security will be trained from July 6 to October 26. Both groups will use the first
hour to do the Pre - test and the last hour to do the Post — test. That means actually the
class room time will be 30 hours for Housekeeping and 15 Hours for Security. The

course outline (see appendix B) will also indicate more detail of program such as Topic
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of learning, Methodology of training, Date & Duration of each topics, Media or tool

which will be utilized.

4.2.5 Training Methodology

According to the Course outline, many topics will be taught to participants
within 32 and 17 hours of training period. Several methods will be utilized by aim to
achieve the objective of program to create the good, interesting and exciting
atmosphere of training and also stimulate the desire of learning.

Former teacher recommended “Actually I have done last class with several
training method but mostly | prefer to use classroom, lecture and role play to be the
main method. It was good and many students pay a lot of attention” and she also
giving more advices “But if you have enough time the other methods such as play the
game, on the job training, prepared some training material or brain storming are also
very useful as well but it should be depended on the time and situation”.

Some housekeeping addressed “If' I can should I like role play because I think it
is fun and not boring. Only sitting in the classroom or lecture makes me very sleepy”.

Other housekeeping mentioned “If it possible I want to have a real foreigner
come to the class to talk to us then | can have a chance to practice my English with
them because sometime | understand when Thai people speak English but when the real
foreigner speak I do not understand”.

Some security advised “It might be my personal opinion but I think I like to
learn in the classroom and lecture because I think that is the study. Study means you
have to learn something and pay attention. It should not study for fun because if you

want to have fun you should go to play something, not come to school just for fun”.
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Another security added “But I like role play because it is very fun. I like to join the
activity and | very like to see when my friends or my college came to show something in
front of the class. For me lecture is good but if you do it too much it will be very
boring”.

Respondent D mentioned “Once | need to train the staff mostly | prefer to use
class room and Lecture as a main method to give a general information. It might be
very boring for someone but if you do not give them a good basic at the beginning then
further step will be difficult too. But after they were serious from a lot of study in the
class then | always refresh them by some activity and for this part role play is the best
to make them relax and fun”.

According to the interview results and advised from many participants then the
main methods that will use in almost every topic are:

Class room

This is the main training methods of this project which will be implemented
with every topic to give a basic knowledge and skill that all participant need to receive.
Participant will study in the private classroom with sufficient essential facilitative
instruments such as air condition, whiteboard, and lecture table. Many activities will be
created for elevate the level of training by aiming to achieve the most effective
outcome of the project.

Lecture

Lectures are a common training method in classrooms, and the format is quite
simple for lectures, a trainer presents information to participant while the participant

take notes and absorb the information. This style of training is actually very typically
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found at the high school and college levels and is more effective with adult learners but
it must have done to give a basic knowledge and prepare participant for the next step or
next method of training.

Role play

Generally Role play is always giving a most effective method of training in
almost every kinds of business. This will be one of the main methods of this project as
well because it’s considered as a training activity to general basic skill of learner in
almost every topic. Especially Role play is giving a chance for participant to join
together through the activities. Participant will have fun together and they will also
have an opportunity to practice their knowledge and skill once they join the activity.

These 3 methods will be used as a basic with every topic because it’s suitable
with the limitation of project in term of location and time. For the rest of topics many
more methods will be used as well such as

Guest speaker

Using for the conversation topic. The foreigner in the hotel which might be
some of our foreigner staff will be invited to join in the class to talk and participate
with the participant to show the real accent and participant are able to experience how

much are they able to understand English Language from mother tongue person.

Prepared Training Material
It is used for topic of vocabulary that could bring in the class room to show how
we can call it in English such as room amenity, newspaper, towel, sandal, ring,

necklace, bracelet, etc.
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On the job training

Topic of room facilities will be very suitable and effective to bring participants
to the real guest room and show them how to call things in the room or how to explain
to the customer when they ask for something or require getting some thing extra in the
room.

Brain storming

To stimulate the feeling of unity and fun in the group of participants. This
method will be applied in the vocabulary subject. Trainer will separate the participant
in the group and let each group brain storming as a game to create the new word or find
the related words of the topic such as Find out the vocabulary which we are able to see

at the parking lot, swimming pool or in the restaurant.

4.3 Conducting Training Program

4.3.1 Pre-Test

The Pre-test examination paper contains 6 different parts of question to verify 4
different English Language Learning Skills which are Listening Skill, Speaking Skill,
Reading Skill and Writing Skill. Also it has plus another 2 parts of “Important
Vocabulary” for Housekeeping/ Security and the last extra part is “fill in the blank” that
asking about the daily life activity or similar as a daily life conversation. Before start
the training program all participants have 1 hour to do the Pre-Test in the class room.

At Sofitel Bangkok Silom has in total 100 housekeeping and 6 security staffs
but for Housekeeping department not everyone could participate the training because of

the limit of working. Finally 58 housekeeping have done the Pre-Test and joined the
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project. For Security department is no problem because 6 of securities are available to
join the whole program.

After finished Pre - test the understanding level and comprehensive in English
Language Skill of every participant will show out and it will be very important
information and significant data to generate the most effective training program and
perceive that the topics that have been setting in the course outline whether suitable for
this group of participant. Besides the data could help to find the most suitable training
method of learning after the end of the project in next 4 months

The result of score revealed that most of the housekeeping was in the good level
becausel8 people (or 31% of participants) got score in the range from 70 to 80 points
while housekeeping who fell or got score lower than 50 points was 10 people (or
17.24% of participant). That means in total more than 80 % of housekeeping could be
able to pass the Pre — Test. Listening and Speaking skill of housekeeping is in the high
rankings which are 81.90 % for listening test and 76.21 % for speaking test while 52.07
% of reading and 53.02 % for vocabulary skill is the lowest point of skill they acquired.
For Security average score is quite already high because after the Pre — test have done.
All of them could be able to pass the test nobody of are felt. The lowest score was 58
point by only one person and 3 of them or 50% of participant got more than 80% score.
Listening, Speaking and Writing skills are in the high average score while the lowest
one is Reading skill by 51.67 %.

Those results could be explained that most of the housekeeping and security are
likely to use Listening and Speaking skill better than other skill. But for Security, the
writing skill is quite very good because everyday after finish working shift they need to

write the daily report to present the Security Director. These reasons force them to



55

practice their writing skill all the time while housekeeping staff do not require to write
the full daily report that why they score for writing was not so high. As it showed from
the high score of Speaking and Listening skill are quite contrast with the observation
result at the beginning before started the project because on that date most of the
housekeeping and security did not say anything a lot with the customer and sometimes
they were just smile and acted very politely or used the body language with friendly
smile to answer the customer but their score for Speaking is very good. From these
sources implied housekeeping and security could be able to present a basic general
communication by speaking and listening but they do not want to perform it a lot
because of some reasons. It‘s considered to be a gap and can be a question that how it
happen or how can we encourage them to talk to the customer more or what is the best
method to inspire? And lastly it will be whether to increase the customer satisfaction if
they could speak more and better English.

Most of participants could speak and understand some Basic English
conversation but they do not want to say anything because of some reasons is the main
point of Pre — Test. It gave a great benefit for the next step of this project which is
“Implement ting process” because now the all topic was already set in the course
outline including the training methods. The competency level of each participant was
already recognized as well. Finally, according to every information which has been
collected so far it could be concluded that “Educating, Practicing and Encouraging”
should be the 3 most important subjects which have to be emphasized in the
implementing step. Trainer need to focus these 3 things by using the course outline as a

direction control of this training.
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4.3.2 Executing the Training course

According to the course outline that have mentioned and set before the project
started together with the outcome of Pre —Test that all participant have done. When the
training was running all the training methods which are Classroom, Lecture, Role play,
Guest speaker, prepared the training material; on the job training and Brain storming
were implemented completely in the period of project by focusing to respond 3 most

important subject s “Educating, Practicing and Encouraging”

4.3.2.1 Educating Process

Educating or in this project could be compared as a “knowledge and
skill in English Language” It was a mainly process of training because education or
knowledge is considered as the fundamental skill of every process. If participant do not
have a correct basic skill they will be very difficult to go to the next step whereas if
they have an efficient fundamental knowledge they will be able to proceed to the next
level easier. Educating process has been done more than 50% of the total period of the
project. Educating process has been done mostly by Class room and Lecture methods
by using Explanation and Paper sheet. Housekeeping has been trained 2 hours a week
on Monday an hour and another hour was on Tuesday. First hour on Monday was only
Educating process has been done by Classroom and Lecture methods. For security
which had only 1 hour per week in the class on Wednesday afternoon but all the class
was always started by Educating process as well. Other more training methods such as
Prepared training material, On the job training were implemented as well to boost up

the interesting level of participant.
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4.3.2.2 Practicing Process

The main problem was has been founded by research before started the
project was many of participants could understand some basic English conversation but
they prefer to keep quiet and did not communicate to the customer. One of the possible
reason was they were not confident to talk or they were afraid to make a mistake.
Practicing is the best way to create expertise and self confidence. The principle method
of this process was “Role play” which involved with every topic. Only Classroom and
Lecture was great for giving a basic knowledge but it was tended to generate feeling of
tired and boring. Learning via activity was the very effective route of training. Every
topic or lesson that the participants have learned from Lecture will be a matter in the
Role play methods. All participants will join activity by trainer made some situation or
create some script to play which related with that subject and invited each participant in
front of the class to play. Sometimes it might have done individual such as Introduce
themselves to the class while sometimes could have done by couple or group as well.

2

The most important “Role play” of this project was name “5 Rules
Remember”. It was a 5 basic conversation that participant were able to use every daily
working with customer. There are

1. Good morning, afternoon, evening Sir/Madam

2. How are you today?

3. How may I help you?

4. Sorry (Sir, Madam), I don’t understand

4.1 Could you speak again, please?

4.2 Could you speak slowly, please?

5. Have a nice day! Have a good trip!
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Participants have got the paper with contain 5 rules and it was a standard
that before start every class participant have to recite one by one to the trainer or to the
class. It took just a few minute per person to complete but later on after a few week
passed every participant seem to be more fluent then this role play was not done
individual but it was performed by group or random. It was very fun and created the
very good atmosphere in the class. The development of participant has shown by speed
of talking because at the first couple week most of the participant spent a couple minute
to complete 5 sentence or even some people forgot and could not complete. After a few
week and frequently practice most of the participant could remember everything and
most of them could be complete 5 rules in shorter time.

Other method which was Guest Speaker by foreigner staff in the hotel
came to the class and talked to the participant also played some easy games or sang a
song together generated a very enjoyable time in the class. Brain storming method by
participant were separate into the group and help each other to do an activity were very
helpful to drew an attention of participant to concentrated and participated with the

training

4.3.2.3 Encouraging Process

This is one of the very important processes to achieve the objective of
project. It does not matter how much participant have got a knowledge and practicing
but if they do not use it or they still prefer to avoid to talk to the customer as they did
before then 4 months of training will be nothing. For this process the best training
method was “Self-Instructional activities” because if participant practice their skill by

themselves with the real situation it will rather than perform only in the class. But the
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most difficult question was how can the trainer encourage them to practice was a main
point of this process.

Good enough knowledge and regularly practice could help a lot in term
of self confidential of each participant because once they got more knowledge and have
been practicing several times. Their expertise and self confidence will be created by
nature. Besides that another component that trainer needs to emphasize is
“Psychology”. In every class of training or activity trainer should try to tell, to add or to
encourage participant to practice by themselves. Explaining how important of
practicing, what they will earn from practicing or find the way to push them to do it but
it must be not in the way of Forcing or Pressure otherwise they will feel not
comfortable and participant will mostly tend to ignore with the training.

The outcome of using several methodologies in the training was
exceptional. It generated a good atmosphere and diversity of learning rather than used
only one or few methods because some topics might be suitable with one method while
another one topics may good with another method too or even some subject could be
able to implement several methods together to the lesson is more interesting and avoid

from boring situation.

4.3.3 Post-Test

Post-Test was the last process of this training. It was considered to use as one of
the appraisal methods to testify the objective of project and perceive how improve and
develop of Housekeeping/ Security staffs in term of English Language knowledge and
skill. Post-Test Question is used the same copy as the Pre-Test which all participants

have done before the training started. The reason why used the same test to evaluated
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because the same test will give the most accurate result whether the participant are
improve and if they improve then it could be easily to see how much they are improve
which could be seen in the higher level of score.

The result of Post — Test showed very appreciates consequence because every
participants were able to increase their testing score. Total score of 58 housekeeping
staffs moved up from 3853 to 4533 or from 66.41 % to 78.16 % while security also
could raise their average total score of 6 staffs from 454.5 to 483 or 75.75 % to 80.50
%.

Housekeeping boosted their average group level from majority participants by
18 people were in the “Good level” which range of score between 71% — 80% but by
the Post —test the level was up to be a “Very good level” range from 81% to 90% by 20
people. For the staff that fell or got score less than 50 points remained just 1 person
whereas by the Pre —test before started the project had 10 people fell. The lowest score
was 39% but highest point was 98. Listening and Speaking Skill is still being the most
score they earn with more than 80% for both skills.

Security is also elevated their competency by raising their average group score
from 454.5 points to be 483 points. 2 of them reached the “Excellent Level” by got
more than 90% of test while in the Pre — test had just only one person in this level and
still no body of security team fell in the test. The lowest score was 65% and highest

score was 94%
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4.4 Evaluation of Training Program
After the training program was finished in October, to perceive whether the
training could improve the staff efficiency and whether it helped to create more
customer satisfaction, the evaluation process was used by 4 methods. Following
4.4.1 Post — Test
According t o the Post — Test score (see Appendix C) it showed a
satisfaction result because the average score of almost every participant was increased
by a higher percentage of score. It was one of the tangible consequence to indicate that
the training was be able to improve the competency of English language for

housekeeping and security

4.4.2 Posterior Observation

After the program finished and no more English class then all
participants need to go back to the normal daily work in the same working station. The
observation method was used again to follow and evaluate the staff after training how
they improved their English Language competency and Are they able to communicate
to the customer more than before? From the observation at their job station the result
showed that many of participants attempted to communicate to the customer. Everyone
greeted the customer in English same as they were practiced in the class such as Good
morning Sir/Madam. How are today? Did you sleep well? Further more some
participant tried to converse more and longer with customer by asking more question.
Reaction of customer almost everyone was in the positive way. They were smile and

look enjoys talking to participant. Some of customer especially the elder tourist even
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spent their time to teach more new word or correct some mistake wording to
participant.

4.4. 3 Appreciate letter

This letter is one of the most tangible results to show the satisfaction of
customer which has sent to the hotel to show how they appreciated to one housekeeper
who was one of participants of this project to gave them a very professional service
skill and fully ability in detail of the room but it was possible that because of her
enthusiasm to greeted and conversed to the customer that why they decided to gave her
an appreciated feeling through this letter.

During the interview this housekeeping told the story of that day as
below “It happened once I went to the guest room to clean the room as a normal job
that | have done everyday. But on that day a couple were in the room then | knocked
the door and asking for permission to get in. | said same as we learned in the class that
“Excuse me Sir, May I clean the room please?” Customer allowed me to get inside and
watched me make up their room. During the making room time I asked them “How are
you today?” and made some a little bit more conversation to them. After | finished
cleaning I went out from the room and I said to them “Nice to meet you sir/madam and
Have a nice day” I did not very know that they were satisfied talking with me. After
check out they sent this letter to the hotel .

This result could be one more reason to imply that if housekeeping,
security or every staff member of the hotel could be able to increase their English
language skill and could be able to communicate with the customer in English it might

be a great chance to create the customer satisfaction.
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4.4.4 Posterior Interview

After the project finished interview was used again to evaluate the
performance of project whether it could help the Housekeeping and Security increasing
there English knowledge or how did they feel with the class and especially to appraise
that the project whether achieve the objective. The same respondent groups were
interviewed again.

Respondent A said I feel like most of the housekeeping and security
are very happy with the training as | noticed from their participation in the class and
also from our observation. | think most of them have more self confident and they are
able to communicate with the customer better. They could talk longer and do not avoid
from the customer as we had seen few months ago. For customer, of course they feel
very happy. You can see from their face and their smile. I think if we could encourage
our staff to greet the customer like this everyone and every time then it will help to
boost up our hotel reputation a lot. I think I like it so much and I hope that this training
will be created again in the future”.

Respondent B expressed “I’'m very happy with this training. Most of my
staff told me a very good feedback that they were very much enjoyed and they got a lot
of new knowledge in English language and they were very happy with the trainer too. |
ask my staff everyday to practice their conversation with the customer and encourage
them to do when 1 visited them at their job station. Many times they did very well and |
saw customer very surprise to see our housekeeping greeted them in English. Many of
customers respond and talked to them more even sometimes it became a problem
because housekeeping getting do not understand what customer talked because it was

too long. But for me it does not matter because | am already very happy to see
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improvement of my staff and | want to continue this training or it should be created
again in the near future”.

Respondent C gave his opinion “Firstly my staffs were very happy with
the training. They gave me a very good feed back and they even said the training had
finished very fast and they want to learn it more. I think all of them used better English
language writing in the daily report and when they talked to the customer they look
more confident. | sometime saw them at the lobby when they conversed to the customer
and customer made their face like they were surprised to hear security talk to them in
English. If you ask me the training could help to improve the efficiency of my staff or
not I can say “Yes” and if you ask me that it can help to increase customer satisfaction
or not . I am absolutely sure to say “Yes” too because as you see how customer acted
once they saw our staff greeted them and help them when the need. This is a very good
training and I want to continue it again and again”.

Respondent D also mentioned “ From the feedback of participant I think
you have done a very good job because most of them very happy with your training and
they very want to continue it in the future. | did observed also how the result was and
how they can improve their language skill. I think many housekeeping and security
could be able to communicate to the tourist more then before but some one is still do
not alert or still look like tried to avoid the customer. But anyways | am very
appreciated with this training and | think it should be done again in the near future to
keeping their standard. And | am very sure that if our staff have a good enough English
Skill or at least if the housekeeping and security could talk to them a little bit or even

just greet them in English something like this they will very happy and satisfy”.
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Some housekeeping said “I like this training it was very fun and I want
to join again if you will do it. | tried to practice very often with customer same as we
did in the class every time and now | think I can speak English better than before.
Mostly customers were very happy and smile a lot but just sometime when | spoke to
them and they talked to me back in the long and difficult sentence and | did not
understand then I just smiled again but I think in the future is will be better”.

One of security mentioned “This training was very useful. I have
learned much new knowledge in the class and now I can write my report better and
also I can talk to the customer better too. | feel more confident to talk to foreigner and
customer. Even sometime | did not understand everything but customer never looked
angry or unhappy. But instead many times they helped to correct my word as well. And
| think that at least if | keep practice a lot then in the future I will be able to speak
better”.

The result of interview showed a very positive consequence of both
interviewee groups and it was another criterion to back up that this training was
improved their English language skill. 1t was also created a self confident and
encouraged them to speak more English to the customer and most of the customers

were satisfied with them as well.

4.5 Problem Situation during Implementation
4.5.1 Participant is not ready to study
- Tried from working especially the night shift staff who worked for all
night and need to join the morning class at 7 am. Most of the time they were sleepy and

even almost slept in the class.
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- Worry about work and need to hurry in the class especially if some day
at the hotel has high occupancy rate then housekeeping need to make up the room more
and faster. Sometime some participants need to absent because they can not finish
working in time.

- Some participants were forced to join the class and did not pay

attention a lot during the training.

4.5.2 Personal problem cause learning decrease effective
- Some participant took a long holiday leave and when they can not
follow the lesson after came back then they start to pay less attention or sometime
absent without a reasonable reason.
- Absent because of sickness
- Some personal behavior of some participants but once they were in the
same class it could disturbed the atmosphere of training such as
1. Monopolizing; constantly trying to provide all of the answer
2. One-upping; trying to appear more skilled and knowledgeable

than the other in the group, including the trainer.

3. Complaining: continually finding fault with the procedures of the
trainer.

4. Intellectualizing; excessively rationalizing and justifying one’s ideas
and belies.

5. Withdrawing; not participating (and sometimes distracting the

group).
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6. Arguing; taking vocal exception to any comments with which
on disagrees.
7. Questioning; stopping the flow of presentations by frequently

asking question.

8. Clowning; joking at inappropriate times.
9. Distracting; using cell phones and electronic devices during
class.

4.6 Recommendation

After the project has been done of objective but it still has something that could be
improved to make the project more effective for the next researcher who would like to
continue or create the similar project in the future. it showed several satisfaction

results and quite successful in term of the achievement

4.6.1 Course outline

Length of the course, duration of 30 hours was enough to generate English
language skill to housekeeping and security at the beginning but it should not less than
30 hours because by observation of the trainer, when comparing the housekeeping
which was trained for 3o hours with 6 security members who were trained only 15
hour. The result in term of learning capability and development of learning showed that
housekeeping had increased their skill and level of understanding more than security
especially from practicing process such as Role play during the class period. It showed
obviously that housekeeping could be able to speak more fluently and play more

systematically in any roles than security. However, for more effective quality it needs a
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longer time around 10 to 20 hours more to cover more topics and to more practice in
the class.

- Emphasize to the conversation and vocabulary is the right way of
training for housekeeping and security because during the training period and after

training they are able to implement their knowledge with customer in their real work.

- For conversation topic trainer should create the pattern or dialogue to be
a minimum standard that at least everyone need to be able to remember and fluent to

perform then urge participant to repeat very often or in every class

- Grammar is also important but it need more and longer time to
understanding especially most of the participant came from different basic of English
that’s why it make even more difficult to teach and understand. The best way to teach is
make one or more classes only for Grammar topic then for the rest trainer should try to
add Grammar in the other topic such as conversation, vocabulary or whenever have a
chance. Focusing a lot to Grammar with housekeeping and security within 30 hours is

not the efficient manner.

4.6.2 Training Methodology
- Role play is one of the most effective methods to learn and stimulate
great atmosphere of learning. Trainer should apply this method in every topic of
training because participant will earn both benefits between Practicing and Pleasuring
- Classroom and Lecture method were the right way to give a basic of

learning but it need to apply with the other method because if trainer use both methods
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a lot it might generate the serious atmosphere then participant will give a lower
attention or feel boring

- On the job training is very good method for any practical topic that able
to perform in the hotel location such as vocabulary in the room, hotel facilities

- Guest speaker is very useful and should apply as most as possible
according to the time and situation because it made an exciting atmosphere in the class
an stimulate interesting feeling of participant. But this method might be alit bit more
difficult method than the other because sometime it’s not so easy to find some good and
suitable guest speaker.

- Brain Storming is very good to create the new idea and unity but
sometime it takes quite long time and mostly not every participant will join or present
their idea. In many groups will have just one or couple people always thinking whereas
for the person who quiet or don’t participate will always not attention then this method
should be used only sometime but not often

- Prepared training material is a very realistic and tangible method of
learning. Good and effective especially for any topics that able to find the material such
as hotel amenity or some accessory. It help to facilitate the class and must better than
only speaking, explaining or watch the picture. But the weak point is it needs a time to

prepare and not suitable with every topic

4.7 Participant
5.3.1 Should always review the lesson again after finished each class
and prepare for the next class before train. It could help to understand anything easily

and more productive.
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5.3.2 After the class many participant may be would like to practice
their new skill which is very good but one thing they should concern about is trying to
make a balance of conversation if they would like to converse to the customer and
should do in the right or proper time.

- Don’t talk a lot until disturb customer or make them boring.

- Should be a good practical before talking to avoid mistake

- Focusing first priority to the job then practicing is come later

5.3.3 In the big department such as housekeeping or engineer which has
a lot of staffs and the department itself need to be divided into several sub department
example housekeeping were separated into Room attendant, Public area, Laundry
service, Flower, Mini bar, etc. The interest or focusing learning of participant will be
different as well. For general knowledge such as Basic English Conversation is does
not cause any more problems for training because everyone could join together. But if
some training would like to train in the specific topic such as room amenity, hotel
facility or any particular topic that tend to emphasize for only some sub department. It
should be trained by individual or in the special class only that related sub department
will be more effective. Otherwise the participant from another department will
suddenly give less attention for that topic and if the trainer has inexperienced,
unconscious or does not keep a good enough balance of attention for everyone then it
will become unfair or even it can cause some participant do not want to join training

again.

4.8 Trainer or Teacher
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Thai teacher or trainer likely to be more motivate to learn especially for
housekeeping and security that in average have not so high level of English basic skill
because of the comfortable feeling in term of personal communication and also relation
between teacher and student. Sometime foreigner English trainer who can’t speak or
communicate in Thai language could be unconscious to make a difficult time for most
of participants to understand what the trainer would like them to perform or even they
are not able to ask the question once they don’t understand or need to know anything
more.

But another great way to solve this problem is to use the foreigner teacher but
they should have the background of the Thai Culture in order to understand the
characteristics of the Thai learners. Student will then have an opportunity to learn

English from the real owner of the language too.

4.9 Need for Head of Department participation in creating Course group
5.5.1 Education background Differences
The lowest education of the whole class is Primary school and the
highest level is bachelor’s degree while in average most of the participant graduated in

the secondary school level.

5.5.2 Dissimilarity of age and sex

Housekeeping has 58 participants. They are 31 women and 27 mans.
The youngest one in the class for housekeeping is a young lady new staff 20 years old
while the eldest one is lady 60 years old who have been working at the hotel more than

18 years. For 6 securities are all men with the youngest one is young man 26 years old
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who just came to the hotel only 1 year while the eldest one is 50 years old and he has

worked with Sofitel for 12 years .

5.5.3 Time schedule arrangement

It was very difficult to find the most proper time to execute the training
with 2 department staff and 64 participants because everyone look very busy and
don’t have a lot of time to come to the class or many staff feel tired after a hard
working for whole day then they prefer to go straight home. Even if the class will be
started before their working time such as the afternoon class from 2 pm. to 3 pm. some
people still unhappy because they need to come to the hotel earlier because normally
they start working at 3 pm.

Finally all of these problems have been solved perfectly by the great
support and assist from all head of department which are the Director of Human

Resource, Director of Housekeeping and Director of Security Department

4.9.1 Implication

From this research can be improved and developed for anyone who would like
create English language training program in the future. It could be applied for every
kind of business. The content of the course for housekeeping and security should be
emphasized to conversation & job vocabulary because it can be utilized in their daily
work and also could be used in the other situation while in case of teaching Grammar
or any academic topic. Participant should be in the same or similar English basic level.
Using of diverse training methods will increase the participation, absorption of
knowledge and interest of participant by obviously appreciated result showed that one

of the most effective training methods is “Role Play. The length of training time 30
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hours actually is enough and it should be at least done 2 classes per week by the first
class for academic learning and another class for practicing. But for the better result
and additional effective of training it should be done between 40 to 50 hours.

Finally The English language Training is important training for housekeeping
and security to improve their English Language skill. If every process has been done
correctly, English Language Training will be able to improve staff efficiency and the

increased staff efficiency could be then lead to increase customer satisfaction.



Appendix A:

Pre & Post Test Exam and Course Lesson
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Name
1D no.
Position

Department

PRE — TEST & POST - TEST

MInagoUNdUMISaY

“Basic English Course”

Sofitel Bangkok Silom

2011
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Pre-Test

MInAaEUNOUNITIS oY

1 .Introduce yourself and tell about your job. . (20 Points )

yuzihdueaazesneunumuazinnveanululsausy laima wodawil
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2. Fill in the blank to answer the questions. (Please try to write the full sentence or give
an explain) (20 points)

1. What is your name?

3. What time is it?




3. Vocabulary Test: Please answer what are these things call in THAI

(20 points)

- Comb e
- Pillow T e
- Juice e
- Drinking water e
- Detergent T s
- Bathroom e
- Conditioner T
- Sun block T
- Medicine e
- Can opener P,
- Emergency S,
- Immediately T e
- Free of charge T e
- Toothpaste T i
- Shower cap T e
- Necklace e
- Bracelet e
- Sandal T
- Disturb T

- Bathrobe S
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4. Listening Comprehension

79

Listen the CD and write the meaning of each word in THAI (20 points)

1.

2.

3.

8.

9.

go to score
beat your teeth

dry your hair

. take a bat

pick up

meat breakfast

. study

get rest

wash your face

10.get home

go to school
brush your teeth
dry your head
take a bag
make up

eat breakfast
smoothly

get red

wash your head

get him

go to ski

brush your tooth
try your best
take a bath
wake up

need breakfast
salary

get dress

what your name

get her



3. Vocabulary Test: Please answer what are these things call in THAI

(20 points)
- Fire alarm e
- Parking lot T
- Wallet e
- Injury T
- Steal T
- Thief T i
- Loss T i
- Emergency S
- Stair T
- Turn left T
- Elevator e
- Exit T
- Identification Card T
- Safety box T i
- Police station e
- Electricity T i
- Knife e
- Ambulance T
- Signal e

- Accident S



4. Listening Comprehension
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Listen the CD and write the meaning of each word in THAI (20 points)

1. gotoscore

2. beat your teeth
3. dry your hair
4. take a bat

5. pick up

6. meat breakfast
7. study

8. get rest

9. wash your face

10.get home

go to school
brush your teeth
dry your head
take a bag

make up

eat breakfast
smoothly

get red

wash your head

get him

go to ski

brush your tooth
try your best
take a bath
wake up

need breakfast
salary

get dress

what your name

get her



5. Reading Comprehension: After reading the passage, Please answer the

comprehension question that follow (10 points)

On Saturday morning Bill goes to the market with
his mother. Bill’s mother buys many things. She has a
kilo of pork , a bag of rice , a box of eggs and a bottle of
fish sauce. They get home at 10 a.m. and go to the
kitchen.

5.1) Why do Bill and his mother go to the market?
a. To sell fish.
b. To buy some fruit.
c. To buy some food.

d. To have some food.

Green Papaya Som-Tum

1. Put in fish sauce, lime juice and palm sugar.
2. Put on a dish and serve.
3. Add green papaya and peanuts.

4. Crush dried shrimp and chilli in a mortar.

5.2) What is the process to make Som-Tum?
a. 4-1-3-2
b. 4-3-2-1
c. 4-2-1-3

d 4-3-1-2
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English Camp
07.00  Meet at school.
Depart Bangkok.
10.00  Arrive at Hua-Hin.
12.00  Collect your lunch box.
18.00 Dinner time.
5.3) Where do they go?

a. To bus-station.
b. To Hua-Hin.
c. To Bangkok.

d. To the market.

5.4) What time do they have dinner?

a. At seven o’clock.

b. Atten o’clock.

c. At twelve o’clock.

d. Atsix o’clock.

83




The Big Cats
Tigers are big cats. There were 8 kinds of tigers.
Today there are only 5 kinds of tigers. Most of them
live in Asia, India, Indonesia, Russia, Cambodia and

China. Tigers can live in the cool, snowy forests and

5.5) How many kinds of tigers are there now?
a. 5kinds.
b. 6 kinds.
c. 7 kinds.

d. 8 kinds.

5.6) Where are most tigers living?
a. Malaysia.
b. Australia.
c. India.

d. Laos.
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Noi was playing in the garden. She saw a little bird lying
on the ground. It could not fly. She took the bird home and put it
in a box. Everyday, she fed it with some worms. When the bird

became stronger, she let it go.

5.7) What is the girl like?
a. Kind.
b. Naughty.
c. Sad.

d. Strong.

5.8) What does the story want to teach us?
a. A bird is a lovely animal.
b. Worms are good for birds.
c. Be nice to animals.

d. Do not play in the garden.

5.9) Which sentence is not correct?
a. The bird could finally fly.
b. The bird was hurt.
c. There was no food for the bird.

d. Noi was playing with the bird.
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5.10)

Everyday the laundry department of Sofitel hotel is able
to make money 500 Baht. That’s mean in one month,

how much money this department is able to make?

10,000
157000
207000

257000

6. Speaking Test (10 points)

Please translate these sentences in English

6.1)

6.2)

6.3)

6.4)

6.5)

(score)

86
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English Skill

Score

1. Writing (Introduce)

2. Question and Answer

3. Vocabulary

4. Listening

5. Reading Comprehensive

6. Speaking

Total




Greeting

(Bonjour & Bonsoir)

( Sawasdee Krup/Ka)

A: Good morning, afternoon, evening
.
How are you today? -
B: I’m fine thank you, and you. -

A:  I'm fine thank you. v 4‘ 3

88



Remember

. Good morning, afternoon, evening

. How are you today?

. How may I help you (sir, madam)?

. Sorry (Sir, Madam), I don’t understand
. Could you speak again, please?

. Could you speak slowly, please?

. Have a nice day! Have a good trip!

Greeting People
Hello. / Hi.
Good morning. (before 12 o'clock)
Good afternoon.(after 12 o'clock)

Good evening (after 5 pm.)

Introducing People
What's your name?
Who are you?

My name is ... lam ...

89



My friends call me ... You can call me ...

Haven't we met (before)?
Yes, | think we have.

No, | don't think we have.
| think we've already met.

| don't think we've met (before).

This is ...
Have you met ...?
Yes, | have. Yes, | think | have.

No, | haven't. No, | don't think I have.

Hello, ... (name)

Nice to meet you. (informal)
Pleased to meet you.

How do you do? (formal)
Nice to see you.

Nice to see you again.
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Ask for permission- msweaynyn

May T ...ooooiiii ? FUTBDUTU I+« e eveeeeeeenneenneeenneenneens
CouldT& Canl ... ’ 2RIHEU e Tlun?
Come in!
wdian!
please sit down Tdsariana
Could I have your attention, please? ngnialattamias
Let’s go! Tiunes!
Hurry up! Funen!
calm down lauiu
hang on a second sadnAg
hang on a minute sadnAg
one moment, please ngonsednag
just a minute s0dnAg

take your time ANALNE
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don't worry pEiiIn
don't forget BENAN

help yourself daeaesiLes
go ahead Tadanii
Let me know! vangu!

Requirement questions - gnwsia

Where are you? Aruatil?
What's this? flazls?

What’s that? tiuezls?
What’s this called? fizundnesls?

Is anything wrong? HalsRinndilua?
What’s the matter? Anezlstu?

Is everything OK? ynethaeniulu?

Have you got a minute? Aruinardnuniilun?



Have you got a pen | could borrow?

Really?

Are you sure?

Why?

Why not?

What happened?

What’s going on?

What’s happening?

At nn Iddutindnsinalun?

q3amsa?

wiilaviFailan?

mlu?

mludelliiduecraiuaz?

Anaylsluay?

Aaanneslstuviza?

Winaylsau?
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Lost and Found
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Belt(s)

=

Rucksack

handbag(s)

{d

Headscarf (headscarves)

scarf (scarves)

="y o
Y

glasses

\
|

o e ) m
sunglasses watch(es) glove(s)
Purse Wal Iet

hat(s)



http://www.google.co.th/imgres?imgurl=http://www.comparestoreprices.co.uk/images/ni/nike-brazil-rucksack--black.gif&imgrefurl=http://www.comparestoreprices.co.uk/backpacks/nike-brazil-rucksack--black.asp&usg=__3i5C-6dA9hsOJUOwuF2sN4OX4j8=&h=300&w=300&sz=40&hl=th&start=1&zoom=1&tbnid=-XTP6lWKgbHjpM:&tbnh=116&tbnw=116&ei=hfOgTsPHE9GJrAexgtT4Ag&prev=/search?q=ruck+sack&um=1&hl=th&sa=N&tbm=isch&um=1&itbs
http://www.google.co.th/imgres?imgurl=http://webboard.sanook.com/forum/?action=dlattach;topic=3123529.0;attach=795618;image&imgrefurl=http://webboard.sanook.com/forum/search/index.php?q=%E0%B8%81%E0%B8%A3%E0%B8%B0%E0%B9%80%E0%B8%9B%E0%B9%8B%E0%B8%B2%E0%B8%95%E0%B8%B1%E0%B8%87%E0%B8%84%E0%B9%8C&sort=most_view&sub_sort=&usg=__BbngMgmahFKLsPEe6IQ5_r2oU8I=&h=293&w=288&sz=22&hl=th&start=2&zoom=1&tbnid=03ELoBTv5BEpLM:&tbnh=115&tbnw=113&ei=hfWgTv_4HISnrAfM_a39Ag&prev=/search?q=wallet&um=1&hl=th&sa=N&tbm=isch&um=1&itbs
http://www.google.co.th/imgres?imgurl=http://www.filofax.co.uk/images/products/business/large_new/finsbury-small-zipped-purse-red.jpg&imgrefurl=http://www.filofax.co.uk/store/businessdetails.asp?catId=6&productId=323&usg=__1DltvrYZBTtUTD_PW_1RkY6eJII=&h=312&w=408&sz=39&hl=th&start=57&zoom=1&tbnid=Whsp6dQJF8KxOM:&tbnh=96&tbnw=125&ei=BfWgTrXQN8nLrQewrtnpAg&prev=/search?q=purse&start=42&um=1&hl=th&sa=N&tbm=isch&um=1&itbs

95

Jewelry
A
“~ T
bracelet(s) necklace(s) ring(s)
earring(s)
Clothes
(R
suit(s) shirt(s) tie(s)
dress(es) blouse(s)

=n

glove(s)

tanktop(s)

mitten(s)
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)

coat(s) Jacket(s) t-shirt(s)
trouser(s) iean(s) short(s)

3

jumper(s) pullover(s)

cardigan(s)

sweatshirt(s) with hood

Baby Clothes

romper suit(s)

nappy (nappies)
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Holiday/Leisure Clothes

swimsuit(s)

swimming trunk(s) bikini(s) swimming costume(s)

bathing costume(s)

Nightwear

nightdress(es)
pyjamag(s) dressing gown(s)
nightie(s)

Underwear

Boxers y-front bra(s)




Footwear
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EY

shoe(s)

sandal(s)

boot(s)

-~

wellington(s) slipper(s) sock(s)
High heel(s) Sneaker(s)



http://www.google.co.th/imgres?imgurl=http://fashi83.synthasite.com/resources/high-heels-2.jpg&imgrefurl=http://fashi83.synthasite.com/hight-heel-shoes.php&usg=__18k6e5ZhWkMjg3c4dOADhJoVYr0=&h=317&w=400&sz=18&hl=th&start=20&zoom=1&tbnid=riaicgYX1xzcXM:&tbnh=98&tbnw=124&ei=--6gTr7UL4m3rAegmOXaAg&prev=/search?q=high+heel&um=1&hl=th&sa=N&tbm=isch&um=1&itbs
http://www.google.co.th/imgres?imgurl=http://hypebeast.com/image/2008/04/cause-lame-sneaker-ss08-4.jpg&imgrefurl=http://jackgers.blogspot.com/2010/12/sneaker-sneaker-sneaker.html&usg=__5rujhejOMfm2It_qB7H-5A11RDI=&h=530&w=500&sz=49&hl=th&start=6&zoom=1&tbnid=0GfQmUTXIFxldM:&tbnh=132&tbnw=125&ei=oe-gTtCED5CsrAeQhcWJAw&prev=/search?q=sneaker&um=1&hl=th&sa=N&tbm=isch&um=1&itbs
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Parts of clothes

fly

waistbhand
collar pocket

Armis)

Frame

Lense(s)

leqgis)
sedm

bottom(s)
Strap
Flap
Fasténer
strap ial(s)
buckle
face
atk

krim
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Apologizing

M3valny
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U

Excuse, Sorry, Pardon, Apologize, Forgive

M
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Excuse me, Pardon me mumuﬂ@umzmﬂﬂsﬂﬂﬂau 1BU
Excuse me . Can you tell me the time? (ledpansniuainingon )
. - 9 1 =4 ]
Pardon me. Where is the post office? (Apsnisnuin lilsuaidod 1nu )
d‘ 914' Y o Y < U
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I’m sorry for being late. ( maiﬂyﬁm%ﬁ )
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Sorry to keep you waiting ( ve Inunvilvnudesio)
I must apologize for losing your book . ( vo Inufifimiadone )

4‘ o 9/914' v S A A Yy v
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U

I’m terribly sorry. I beg your pardon for hurting your feelings.

=

(§anidelvedrannii Inauian

[

4, hldnaudennuidn )
Sorry. Will you please forgive me for the things I did (veInvus qaazen

Ty Wauld v

Saying Farewell

Good bye.

Bye. / See you.

See you later.

See you soon. Sir / Madam

See you tomorrow.
See you next week.

Good night.
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Nice to meet you
Hope to see you again
Have a nice day

Have a nice stay at our hotel

Enjoy the tour

Enjoy eating, dinner, swimming, shopping, movie

Would you like anything more?

Please let me know if you need anything more
You can contact me at number ...............
My officeison the .......... floor

Thank you very much

You’re welcome

Safety Control
Helping Tourists

Questions tourists ask police

. I'm lost. Can you help me find the Pacific Hotel?

. I'm looking for the America Consulate/Embassy.

. My luggage/suitcase was stolen. What should I do?
. Who can we trust to exchange our money?

. Where is the bad part of town?

. Please help us. Our child is missing.


http://www.google.co.th/imgres?imgurl=http://www.german-business-etiquette.com/img/25-farewell.jpg&imgrefurl=http://www.german-business-etiquette.com/25-farewell.html&usg=__PXPyiNq2LeGEiQqvNaDoMRI7sSM=&h=534&w=700&sz=67&hl=th&start=2&zoom=1&tbnid=ummAFr5eqWwsTM:&tbnh=107&tbnw=140&ei=KYKOT9GVNc3jrAft6fWaCQ&prev=/search?q=farewell&um=1&hl=th&sa=N&gbv=2&tbm=isch&um=1&itbs=1
http://www.google.co.th/imgres?imgurl=http://hcavolunteers.files.wordpress.com/2011/01/kidswewillmissyou.gif&imgrefurl=http://hcavolunteers.wordpress.com/2011/01/10/farewell-lunch/&usg=__YwAEh-M7YfmFh8hJeezCej02CDU=&h=231&w=177&sz=15&hl=th&start=85&zoom=1&tbnid=2_KN5bfxPYXdYM:&tbnh=108&tbnw=83&ei=W4KOT7D8CcPorAfxo8yUCQ&prev=/search?q=farewell&start=84&um=1&hl=th&sa=N&gbv=2&tbm=isch&um=1&itbs=1
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Questions police ask tourists

. Which hotel are you staying at?
. When did you lose your wallet?
. How much money was in your purse?

. What did the thief look like?
. What was the man wearing?

. Did he have a weapon?

. Where/When did you last see your child? SA FETY
|

. How old is your child? FI R' T
:\‘-“'_ﬁv’

. What was your child wearing? 2300 1 nf

Comforting a tourist in distress

. Please stay calm. | am going to help you.

. We will do everything we can.

. I'll give you a map of the city.

. Try not to panic.

. | can give you a ride to the hospital.

. The ambulance is on its way.

. Don't worry, everything is going to be okay.

Questions from law breakers or suspected criminals
. Why did you pull me over?

. Have | done something wrong?

. Is this illegal?

. What are my rights?

. Can I call a lawyer?


http://www.google.co.th/imgres?imgurl=http://api.ning.com/files/K-kVGENF-L-ZnMNuCxL6iazecq3BhNeq*PkRGKrZXZTrSHzbGrHYx9uMxe3Xlj34GAyyM7YRHAUth10wRsj8qgovB3noe2kv/safety_first.jpg&imgrefurl=http://www.safetysocialnetwork.com/profile/K4DISCOVER&usg=__vV1PSWEQ4IqBoGyvIj9nlTD1Ogc=&h=300&w=423&sz=34&hl=th&start=2&zoom=1&tbnid=ezkrZ08h36bB2M:&tbnh=89&tbnw=126&ei=THmOT7TrJc-xrAfCg8jJCQ&prev=/search?q=safety&um=1&hl=th&sa=N&gbv=2&tbm=isch&um=1&itbs=1

Where are you taking me?

Can | make a phone call?

Questions police may ask a suspected criminal

Are you carrying any illegal drugs?
Do you have a weapon?

Does this belong to you?

Whose car is this?

Where were you at eight last night?

Informing someone of laws and police procedures

You are under arrest.

Put your hands on your head.

| am taking you to the police station.
Please get in the police car.

You will have to pay a fine for this.
| will give you a warning this time.
I'm going to write you a ticket.

We'll tow your car to the station.

Smoking in restaurants is illegal in this country.

It is against the law to do drugs in public.
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http://www.google.co.th/imgres?imgurl=http://www.imageenvision.com/450/22640-clip-art-graphic-of-a-construction-road-safety-barrel-cartoon-character-holding-a-stop-sign-by-toons4biz.jpg&imgrefurl=http://www.imageenvision.com/clipart/22640-clip-art-graphic-of-a-construction-road-safety-barrel-cartoon-character-holding-a-stop-sign-by-toons4biz&usg=__7CswUG0wk4i90TW218j4dAX6UCQ=&h=450&w=450&sz=178&hl=th&start=85&zoom=1&tbnid=FQhGfcAjpko0HM:&tbnh=127&tbnw=127&ei=JHmOT7X4OoXnrAenqu2nCQ&prev=/search?q=safety&start=84&um=1&hl=th&sa=N&gbv=2&tbm=isch&um=1&itbs=1

Q1

Al:

Q2

A2 :

Q3

A3:

Q4

A4 :

Q5

A5 :

Q6 : Where do you live ? pueduaitluu

Ab:

Q7:

: What's your address ? fleguasnmieiiv
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Question for general conversation

Personal Information (usnadayagausa(

: What's your name ? pnideszls

Peter. Twmaf

: Where are you from ? / Where do you come from ? gausnannitluu

I'm from ... / | come from ... $usnann ..

: What's your surname ? / What's your family name ? qounuanaezls

Smith. afis

What's your first name ? paseesls

Tom. nau

7865 NW Sweet Street 7865 wassinas auuain

I live in San Diego. susndtegiisn fialn

What's your telephone number ? nsdnwsiaesqnmaneiaaezls


http://www.google.co.th/imgres?imgurl=http://1.bp.blogspot.com/-XpqTykfggWI/TcvSTQceiqI/AAAAAAAAA2Y/ghgdzWOTLHY/s1600/talk.jpg&imgrefurl=http://arjarnbomb.blogspot.com/2011/05/say-speak-talk-chat.html&usg=__5Mk7Xu6wvmIZmIVzfSy048qu2JI=&h=320&w=320&sz=86&hl=th&start=19&zoom=1&tbnid=o2RSr3iRwOFIuM:&tbnh=118&tbnw=118&ei=l7RyTvvaA8XOrQf2yazXCg&prev=/search?q=talk&um=1&hl=th&sa=N&tbm=isch&um=1&itbs=1

AT :

Q8:

A8

Q9

A9 :

Q10
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209-786-9845

How old are you ? anenguinls

: Twenty-five. / I'm twenty-five years old. 25 / sueng 25 #

: When were you born ? / Where were you born ? aaufinisielus anuiadili

| was born in 1961 / | was born in Seattle. swinlufl a.7.1961 / swiniiduania

: Are you married ? / What's your marital status ? anusissdeds aniuninn /sausaass

Aouluatingls

Al10

Q11

All:

Q12

Al2:

Q13

Al3

: I'm single. susslan

: What do you do ? / What's your job ? aasinendwaesls

I'm a librarian. sufluussaningg

: Where did you go ? aa:luiiluuan

| went to a friend's house. sulifitiwiieusn

: What did you do ? anlévinesls1

: We played video games. saudalemnsd



Q14

Al4:

Q15:

Al5

Q16

Al6:
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: Where were you ? anuatagfitlsmditinumn

I was in New York for the weekend. suagjiifanefnmeugadilan

Have you got a car / job / house / etc.? anilsn e thuiseld

: Yes, I've got a good job. 14 suilewdiai

Have you got any children / friends / books / etc. ? anilyns thavs wisda / e /

Yes, I've got three children - two boys and a daughter. 14 suilyns 3 aw 1w 218 2 Au

nede 1 Au

Q17:

Al7:

Q18:

1
lovizaly

Al8:

Q19:

Can you play tennis / golf / football / etc.? prusumuiia Wlwiseld «av / Wauea / nedw

Yes, | can play golf. 14 susunadnls

Can you speak English / French / Japanese / etc. ? anuyanisndanas sa filu / diuaa /

No, | can't speak Japanese. s suyndijulalls

Could you speak English / French / Japanese / etc. ? when you were five / two /

fifteen / etc. years old ? prumanmsanne denaunmeny 18vselal waq giju / diuma /5 /2 1 15/ «ae

2}
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A19 : Yes, | could speak English when | was five years old. 14 suynnnsnaeifisleary 5

(Uu)

Saying Hello (ssnaniswasinms)

Q20 : How do you do ? aauneiilus

A20 : How do you do. Pleased to meet you. fusldnunn

Q21 : How are you ? pruaunsaluw

A21 : Fine, thanks. And you ? aunes seunms udnamuas

Shopping (Mmﬂmﬁ‘%aﬂﬁq)

Q22 : How can | help you ? / May | help you ? auane : flezls\sdusgaeluu

A22 : Yes, I'm looking for a sweater. eute: 15 fuinduemnidensinmesed &

Q23 : Can | try it on ? auie: zeduaedliins

A23 : Sure, the changing rooms are over there. auane: & Az/ A%y fesaesidentiu
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Q24 : How much does it cost ? / How much is it ? aude siawinlvs

A24 : It's $45. aurne -45 nessnf

Q25 : How would you like to pay ? rusnannisiesnisdissRuuoylum

A25 : By credit card. auiesnadaeiinsiasin

Q26 : Can | pay by credit card / check / debit card ? uge fuausndnszitugaatinsiasin vin vise
tnsnin izl

A26 : Certainly, We accept all major cards. auans yniitie insuiinsesin uiveunniveiiduias

wsRnnanlutiue

Q27 : Have you got something bigger / smaller / lighter / etc. ? avie in / ansdifaitluajndn -
(viaalai 48+ / wndn / nan

A27 : Certainly, we've got a smaller sizes as well. aung ifisnafidnndriifaouiuen -

Asking Something Specific (#aunfasatzadluunegia)

Q28 : What's that ? wuesls

A28 : It's a cat. sufauug

Q29 : What time is it ? newiinawinls

A29 : It's three o'clock. 3 w#nn
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Q30 : Can/ May | open the window ? susailausisinslsisels

A30 : Certainly, It's hot in here. 1&uiueu o

Q31 : Is there a bank / supermarket / pharmacy / etc. near here ? fswieans ¥ / gulefuniin /
(unaiithavidelsi ag/lnde a2 / 11een)
A31: Yes, There is a bank on the next corner next to the post office. & surasegmsasuauu

fald Aarunnannsllsweied

Q32 : Where is the nearest bank / supermarket / pharmacy / etc.? suians 5w / gulefunifin /
ﬁiﬂﬂ”%mﬁiﬂu sa / aneen

A32 : The nearest pharmacy is on 15th street. fwanaenitlndfigaegiinuumaneias 15

Q33 : Who wrote / invented / painted / etc. the ...? lashedidiau a4/ aa / dsshug /

A33 : Hemingway wrote "The Sun Also Rises". afanidaunisda "The Sun Also Rises"

Q34 : Is there any water / sugar / rice / etc. ? shir/ihanaling thalus

A34 : Yes, there's a lot of sugar left. i vhmaiivdesgamuauunn

Q35 : Are there any apples / sandwiches / books / etc. ? fluarlitla tha o+ / wilsile / uausse /

i3l
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A35 : No, there aren't any apples left. i sifualidamdeagias

Q36 : Is this your / his / her / etc. book / ball / house / etc. ? ilfewiida “a+ / fu / gnuea /
vzl “a% / 2991 / 189A04

A36 : No, I think it's his ball. 4 suAndduiugnueasesian

Q37 : Whose is this / that ? sl iua Auiu /edles

A37 : It's Jack's. sruduresuda

Questions with ‘Like’ (fouiifisan ‘like’)

Q38 : What do you like ? anuseuels
A38 : | like playing tennis, reading and listening to music. suseuiswnuila, sunilide uazis

[NA1AN

Q39 : What does he look like ? unifidnusuziiuatingls

A39 : He's tall and slim. wungauaznes

Q40 : What would you like ? qaeuerls

A40 : I'd like a steak and chips. suzseuaifinuazfudsmen


http://www.google.co.th/imgres?imgurl=http://3.bp.blogspot.com/-_-TCTbELQUU/TkD3I-TxOrI/AAAAAAAAABQ/KMh8zzKvMPI/s1600/facebook-like-buton[1].jpg&imgrefurl=http://thmv.blogspot.com/2011/08/sanpei-fisher-boyvcd-master.html&usg=__o9Vt3SmMY7azmOo_s6Rdso-sjtY=&h=316&w=318&sz=42&hl=th&start=6&zoom=1&tbnid=1LPgNhDgF84yqM:&tbnh=117&tbnw=118&ei=Y7lyTrLCFoXTrQf_gLWuCg&prev=/search?q=like&um=1&hl=th&sa=N&tbm=isch&um=1&itbs=1

Q41

A4l :

Q42

A42:

Q43

A43:

Q44

Ad4
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: What is it like ? suidnwounifuatingls

It's an interesting country. sudludssmeitnaladsznsuiia

: What's the weather like ? safiaanefluasingls

It's raining at the moment. meuildusaann

: Would you like some coffee / tea / food ? ansiesnisaziuniun a1 813 videls

Yes, thank you. I'd like some coffee. 14 vaunn susesnisniuw

: Would you like something to drink / eat ? amusasnisasiuiaiosin wioems tha'luw

Thank you. Could I have a cup of tea ? sesunns Susemandaelévsals

Asking for an Opinion (uaan1saaanudaiu)

Q45 :

A4S

Q46 :

What's it about ? suReaaruesls

It's about a young boy who encounters adventures. sfudeafuinmaauniinanse

What do you think about your job / that book / Tim / etc. ? anianeslafeniunuses

Aoy misdewdsiy/ i/ g

A46 :

| thought the book was very interesting. suaniwddaisaifninaulasn



Q47 .

A47

Q48

A48

Q49 :

A49 :

Q50 :
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How big / far / difficult / easy is it ? slug)/ Ina/ a1n awaluu

: The test was very difficult. fagauannuin
: How big / far / difficult / easy are they ? wanswluai/lina/ ean/ $1e awnaluu

: The questions were very easy. aaudnaunn

How was it ? sufluatglstinag

It was very interesting. sfuaulasnn

What are you going to do tomorrow / this evening / next week / etc. ? anazinezlslu

v v
Fungeil Ldudi/ dlaninih [aaq

A50 :

I'm going to visit some friends next weekend. suaglfuuileunaugadilaiuii

Suggestions (wuasaadiwusii)

Q51 :

A51:

Q52

What shall we do this evening ? sazineslsiuanemudi

Let's go see a film. lgmisiune:

: Why don't we go out / play tennis / visit friends / etc. this evening ? #luislieanl

14 ' a = A < dy
dnauan / wumuiia /geuiwou/ aau Uil

A52

. Yes, that sounds like a good idea. 14 Wsguivinaviien
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Numbers
Cardinal Ordinal
Words Words
Numbers Numbers
1 One 1st First
2 Two 2nd. Second
3 Three 3rd. Third
4 Four 4th. Forth
5 Five 5th. Fifth
6 Six 6th Sixth
7 Seven 7th Seventh
8 Eight 8th. Eighth
9 Nine 9th. Ninth
10 Ten 10th. Tenth
11 Eleven 11th. Eleventh
12 Twelve 12th. Twelfth
13 Thirteen 13th. Thirteenth
14 fourteen 14th. Fourteenth
15 Fifteen 15th. Fifteenth
16 Sixteen 16th. Sixteenth
17 seventeen 17th. Seventeenth
18 eighteen 18th. Eighteenth
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19

20

21

22

23

30

40

50

60

70

80

90

100

101

1,000

10,000

100,000

1,000,000

10,000,000

1,000,000,000

nineteen

Twenty

twenty-one
twenty-two
twenty-three

Thirty

Forty

Fifty

Sixty

seventy

eighty

ninety

one hundred

one hundred and one
one thousand

ten thousand

one hundred thousand
one million

ten million

one billion

19th.

20th.

21st.

22nd.

23rd.

30th.

40th.

50th.

60th.

70th.

80th.

90th.

100th.
101st.
1,000th.
10,000th.
100,000th.
1,000,000th.
10,000,000th.

1,000,000,000th.

Nineteenth

Twentieth

twenty-first
twenty-second
twenty-third

Thirtieth

Fortieth

Fiftieth

Sixtieth

Seventieth

Eightieth

Ninetieth

one hundredth

one hundred (and) first
one thousandth

ten thousandth

one hundred thousandth
Millionth

Ten millionth

Billionth

Time
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Asking the time - msanumn

what's the time? pevilinanerls?

what time is it? pevilinanerls?

could you tell me the time, please? nqaUenaN i HuiEu?

do you happen to have the time? vinupena s gl ?

do you know what time it is? v mdnanizifinanesls?

How to tell the time?

8.05 eight O five [ five past eight

8.10 Eight ten [ ten past eight

8.15 eight fifteen | aquarter past eight
8.30 eight thirty / half past eight
8.45 eight forty five / a quarter to nine
8.50 eight fifty / ten to nine

9.00 nine o'clock

quarter #e 1/4 vesialuanso 15 wifirfuing
o'clock 1¥funar .00 i Aenawmss 10.00/6.00
AM = aint meridian Aenamsuissdudaiioaiu

PM = post meridian Aenawduiissfuiuiissiu




Jobs and Work Vocabulary

barber(s)

a

barman (barmen)

butcher(s)

carpenter(s)

chambermaid(s)

cleaner(s)

doctor(s)

electrician(s)

engineer(s)
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i
&

l|II

-

fishmonger(s)

flight attendant(s)

<7

lawyer(s)

optician(s)

painter(s)

2 'e

W
T

N,

photographer(s)

plumber(s)

policeman (policemen)

porter(s)

post[wo]man

(post[wo]men)

receptionist(s)
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scientist(s)

tailor(s)

technician(s)

waiter(s)

welder(s)

119



Common Sports

Sports Vocabulary

120

K
/

Archery

Badminton

Cricket

Darts

Football

Golf

Horse Racing

e

Snooker

Squash

Table Tennis



http://www.learnenglish.de/newsounds/sport/badminton.m
http://www.learnenglish.de/newsounds/sport/cricket.m
http://www.learnenglish.de/newsounds/sport/cycling.m
http://www.learnenglish.de/newsounds/sport/darts.m
http://www.learnenglish.de/newsounds/sport/football.m
http://www.learnenglish.de/newsounds/sport/golf.m
http://www.learnenglish.de/newsounds/sport/horseracing.m
http://www.learnenglish.de/newsounds/sport/snooker.m
http://www.learnenglish.de/newsounds/sport/squash.m
http://www.learnenglish.de/newsounds/sport/tabletennis.m
http://www.learnenglish.de/newsounds/sport/tennis.m

Contact Sports

Boxing

Judo Rugby

Wrestling

&

Angling Canoeing Kayaking
’ 'S
/ |
e~
Sailing Water Skiing

Winter Sports

121

/

Ice Skating

Skiing



http://www.learnenglish.de/newsounds/sport/boxing.m
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http://www.learnenglish.de/newsounds/sport/skiing.m

1. Hair

2. Forehead
3. Eyebrow
4. Eye

5. Eyelid

6. Eyelash
7.Nose

8. Mouth
9. Ear

10. Cheek
11. Chin
12. Jaw

13. Teeth
14. Lip

15. Gums
16. Tongue
17. Uvula
18. Palate

19. Molar

v ERTIRR
duusn Face wse luni NG h eI A

Body parts

W

v
UUINN

m
nlaenm -

VU

e

v
LNy

AN

VINT5 N3

u

St

A
(YR

wmauin

NIy
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20.

21.

22.

23.

24,

25.

26.

27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

37.

38.

Brain

Head

Chest

Breast

Neck

Shoulder

Hand

Elbow

Abdomen/ Belly

Arm
Back
Hip
Waist
Knee
Thigh
Calf
Foot
Leg

Buttocks/ass

[3$YN

= =) g
ATHY 130 N1

drmnien

) v
HnuImwn MUY

o

Tvia

Yofen

U]
NUINBN

LU

azlnn

Y3}

Wt

V19U

1ol

U1
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1. Finger e
2. Wrist foile
3. Palm thile
4. Fingernail By

5. Thumb i1, St
6. Index finger fig
7. Middle finger fianan
8. Ring finger fiun
9. Little finger, pinkie fiafen
*11andaldizon number 1-5

g

1. Ankle doui
2. Heel i
3. Toe T

4. Toenail Ao



Family member

Uncle  [64 ]

Aunt [8wn]

Parents [uw 1sun]
Father-in-law [+ ige3 8 as]
Mother-in-law [u1 193 8 as]
Cousin [#a au]

Brother [u$a 1903]

Sister [3a mos]

Brother-in-law [v$a 1go3 5u as]
Sister-in-law [#q mes 8u as]
Niece [ia]

Nephew [iiw ]

Son [4u]

Daughter [ae mes]
Son-in-law [¢u 8u ae]
Daughter-in-law [ae 105 du as]
Grandson [unsua #u]

Granddaughter [unsua o mos)

L RITGEAEY

e insenenssen

[l s A [l
HUTIUNTDUNNTTYN

~ 9 a
gniigniios,nA
= b
e, o
= b
g, dosan
~ 9
e, foaue
wazld Yoaazld

nawmanm
NAUBY
qnIne
gnam
qnive
gnazld

9
NAUB 0L

naue e
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10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

Colors

. Blue

. Red

. Pink

. Orange
. Yellow
. Black

. Green

. Brown

. White

Silver
Golden
Turquoise
Grey
Purple
Cream
Bronze
Khaki
Indigo
Light blue

Dark Blue
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2o a
auUIU

=
auag

= A
ariaey

e
ad
Fiea

U1

=
aney

Y
A o A a
AUINUBUVYD
=
am

s
aUN

ad a g
AUUIULVY



IlInesses
ache

ear ache
headache
stomach ache
toothache
cancer

cold

cough

flu

heart attack
heart disease

infection

infectious disease

pain

Virus

Health and Healthcare

People

dentist

doctor

general practitioner
midwife

nurse

patient

specialist

surgeon

Minor Injuries
bruise

cut

graze

wound

Place

hospital
operating theatre
surgery

waiting room

ward
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Treatments
Bandage

check-up

dose (of medicine)
Drugs

Injection

give some an injection
Medicine

take medicine
Operation
pain-Kkiller

Pill

Plaster

Tablet

Tranquilizer

128

Verbs
feel sick
be sick
Vomit
Healthy
Unhealthy

Painful
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Appendix B

Course Outline of Housekeeping and Security




Course Outline For Housekeeping
From July 5, 2011 to October 18, 2011 Total 32 hours

130

service.

- Role play

No. Topic Details Duratio | Media/Tool | Method Date
n S

1. Course Introduction | * Welcome / Orientation 2 hrs. | Paper sheet | - Class room -July 5, 2011
* Introduction/ Course Outline - Explaining -July 6, 2011
* Objective of course - Test
* Pre-test

2. Sofitel Greeting Style/ | * How to greet guest in the right 2 hrs. | Paper sheet | - Class room -July 12, 2001

Standard way? - Lecture - July 13, 2001

* Appropriate greeting time. - Role play
* Create first impression.

3. Ask for permission * Make an accurate understanding 2 hrs. | Paper sheet | - Class room - July 19, 2011
to the customer before give - Lecture -July 20, 2011
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Guest Requirement * Respond to request of the guest. 2 hrs. | Paper sheet | - Class room - July 26, 2011
* Give a good service to the right - Lecture -July 27, 2011
requirement. - Role play
Return asset * How do you do/ ask/ verify 2 hrs. | Paper sheet | - Class room - August 1, 2011
when - Material - August 2, 2011
you found any assets in your - Role play
responsible area.
Appologize / Sorry * Do politely apologize to the 2 hrs. | Paper sheet | - Class room - August 8, 2011
guests - Lecture - August 9, 2011
when any mistakes occurred.. - Role play

* Use the proper word to
apologize.

* Explain the reason of the error.
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Farewell / Good bye * What should you inform to the 2 hrs. | Paper sheet | - Class room - August 15, 2011
guest when the service is - Lecture - August 16, 2011
finished. - Role play
* What can the guest do if the
problem happen again.
* Formal style before leave the
guest.
Room Facilities/ * Kind of roons 4 hrs. | Paper sheet | - Class room - August 22, 2011
Public area * Room amenities - Material - August 23, 2011
* How to use the facility in the - On the job - August 29, 2011

room.

- Role play

- August 30, 2011
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9. Communication / * Basic English conversation.. 6 hrs. | Paper sheet | - Class room -Sep 5 & 6, 2011
Conversation - Lecture - Sepl2 & 3,2011
- Guest - Sep19 &20,2011
speaker
- Role play
10. Vocabulary Important and interesting words 6 hrs. | Paper sheet | - Class room -Sep26& 27, 2011
that often use in a daily work. - Material -Oct3 &4, 2011
- Role play -Oct10 & 11,2011
- Brain
Storming
11. Course conclusion Conclude all topics/ Post-Test/ 2 hrs. | Paper sheet | - Class room - Oct 17, 2011
Questions and Answers/ Good - Explaining - Oct 18, 2011
Bye - Test




Course Outline For Security

From July 6, 2011 to October 26, 2011 Total 17 hours
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No. Topic Details Duration | Media/Tools | Method Date

1. Course Introduction * Welcome / Orientation 1 hrs. | Paper sheet | - Class room July 6, 2011
* Introduction/ Course Outline - Explaining
* Objective of course - Test
* Pre-test

2. Sofitel Greeting Style/ | * How to greet guest in the right 1hrs. | Papersheet |- Classroom July 13, 2011

Standard way? - Lecture

* Appropriate greeting time. - Role play
* Create first impression.

3. Ask for permission Make an accurate understanding 1hrs. | Papersheet |- Classroom July 20, 2011
to the customer before give - Lecture

service.

- Role play
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Guest Requirement * Respond to request of the guest. | 1 hrs. | Paper sheet | - Class room July 27, 2011
* Give a good service to the right - Lecture
requirement. - Role play

Return asset * How do you do/ ask/ verify 1 hrs. | Paper sheet | - Class room August 3, 2011
when you found any assets in - Material
your responsible area. - Role play

Appologize / Sorry * Do politely apologize to the 1 hrs. | Paper sheet | - Class room August 10, 2011
guests when any mistakes - Lecture
occurred.. - Role play

* Use the proper word to
apologize.

* Explain the reason of the error.
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Farewell / Good bye * What should you inform to the 1 hrs. | Paper sheet | - Class room August 17, 2011
guest when the service is finished. - Lecture
* What can the guest do if the - Role play
problem happen again.
* Formal style before leave the
guest.

Room Facilities * Kind of roons 2 hrs. | Paper sheet | - Class room August 24, 2011
* Room amenities - Material August 31, 2011
* How to use the facility in the - On the job
room. - Role play

Safety Control * How to inform or remind the 2 hrs. | Paper sheet | - Class room Sept 7, 2011

guest if an accident or any - Lecture Sep 14, 2011

emergency cases happened

- Role play
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10. Communication / * Basic English conversation.. 3hrs. | Paper sheet | - Class room Sep 21, 2011
Conversation - Lecture Sep 28, 2011
Oct 5, 2011
- Guest
speaker
- Role play
11. Vocabulary Important and interesting words 2 hrs. | Paper sheet | - Class room Oct 12, 2011
that often use in a daily work. - Material Oct 19, 2011
- Role play
- Brain
Storming
12 Course conclusion Conclude all topics/ Post-Test/ 1 hrs. | Paper sheet | - Class room Oct 26, 2011
Questions and Answers/ Good - Explaining
Bye - Test
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Appendix C:

Pretest & Posttest Score



SOFITEL BANGKOK SILOM

English Pre-Test Registration - Housekeeping Department
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ListeningJ Reading

No. Name Position Writing QA Vocab kil Total Level

1 |Tiemchan Kampan Floor Supenvisor 15 17 17 20 4 10 83 |Very Good

2 |Yothin Jai-iam Floor Supenvisor 18 13 12 20 6 10 79 |Good

3 |Suthee Chuenboomrung  |Floor Supenvisor 18.5 17 13 20 7 10 85.5 |Very Good

4 |Jamjuree Wisetsombat Floor Supenvisor 10 5 5 12 4 8 44 |Need to improve]
5 |Sahavaj Walthong Floor Supervisor 11 12 8 10 3 Z5 51.5 |Intermidiate

6 |Udomporn Singhame Floor Supenvisor 20 18 18 20 8 9.5 93.5 |Excellent

7 |Janpen Treerum Floor Supenvisor 17 17 11 16 6 9 76 _|Good

8 [Seksun Suphan Floor Supervisor 10 18 13 18 4 10 73 |Good

9 |Arthit Yanlaha Floor Supervisor 16 15 10 14 3 8 66 |Fair

10 |Suriya Tawon Floor Supervisor 14 20 9 20 3 9.5 75.5 |Good

11 |Nittaya Jamnong Club Floor Attendant 17 20 14 20 10 9 90 |Excellent

12 |Visut Saemoua Club Floor Attendant 11 12 8 14 4 9 58 |Intermidiate

13 [Wiroj Sinchaisri Room Attendant 11 14 12 20 6 9. 72 |Good

14 [Janram Prasanrut Room Attendant 16 12 12 16 5 8 69 [Fair

15 |Chanidapa Inna Club Floor Attendant 12 15 9 14 6 9 65 |Fair

16 |Tumtim Jeenwong Room Attendant 17 13.5 9 20 5 6.5 71 |Good

17 [Ratree Upatcha Club Floor Attendant 18 20 18 14 8 10 88 |Very Good

18 |Payao Najaikhong Club Floor Attendant 14 16 12 20 6 9.5 77.5 |Good

19 |Pranee Hongthaisong Club Floor Attendant 13 13 11.5 20 5 8 70.5 [Good

20 [Sakda Pholraksa Club Floor Attendant 14 16 11 16 6 9 72 [Good

21 |Sungkom Bubphamala Club Floor Attendant 18 18 13 18 8 9 84 |Very Good

22 |Mayuree Onto Room Attendant 10 10 14 6 8.5 57.5 [Intermidiate

23 |Thanet Saeyang Room Attendant 10 4 3 16 0 35 36.5 [Need to improve
24 |Rungroj Phaengpa Room Attendant 13 14 13 18 5 8.5 71.5 |Good

25 |Wattana Inkeaw Room Attendant 14 13 11 20 3 6.5 67.5 |Fair

26 |Suwanna Thaveepornkul |Room Attendant 19 18 19 20 8 9.5 93.5 |Excellent

27 |Boy Sangsai Room Attendant 12 8 10.5 14 2 5.5 52 |Intermidiate

28 [Wantana Suntonnin Room Attendant 12 10 11 18 3 9.5 63.5 |Fair

29 |Nittaya Ponlun Room Attendant 10 0 2 2 3 17 |Need to improve|
30 |Rungarun Jaipromma Room Attendant 11 4 12 4 3.5 42.5 |Need to improve]
31 |Somsa - ang Jaihan Room Attendant 11 6 5 6 4 85 37.5 [Need to improve
32 |Somboon Srichao Room Attendant 15 15 15 18 5 6 74 [Good

33 |Kanya Maharot Club Floor Attendant 11 9 13 18 7 7.5 65.5 |Fair

34 [Duen Pomhin Club Floor Attendant 17 20 12.5 16 5 9 79.5 |Good

35 |Somporn Saowpakvean Club Floor Attendant 11 10 13 20 8 9 71 |Good

36 |Amarin Suwannasan Room Attendant 18 14 16 20 7 9 84 |Very Good

37 |Toy Somsuk Sr. PA Sup. 14 8 13 20 7z 9 71 |Good

38 |Chat Tankura PA Sup 18 18 18 18 5 9.5 86.5 |Very Good

39 [Phumirin Sahanonchaiyakul |PA Sup 17 16 8.5 18 2 8.5 70 |Good

40 |Piamjit Bangthong P/A Attendant 15 2 7 8 4 4.5 40.5 |Need to improve
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41 |Ratchanee Sukmongsa P/A Attendant 17 18 9 20 6 8.5 78.5 |Good
42 |Krisana Bantadjan P/A Attendant 13 14 9 18 6 9.5 69.5 [Fair
43 |Prasit Chuaychoo P/A Attendant 10 8 7 18 6 6.5 55.5 |Intermidiate
44 |Chan Jermjan P/A Attendant 10 4 6 6 2 2 30 |Need to improve|
45 |Sanchai Kongrakkwamdee |P/A Attendant 10 0 2 4 0 6.5 22.5 |Need to improve|
46 |Woottichai Kitacha P/A Attendant 11 11 0 16 4 3:5 45.5 [Need to improve
47 |Ulaipron Tansala P/A Attendant 10 9 9 20 6 8.5 62.5 |Fair
48 |Panich Saema P/A Attendant 11 13 Z5 18 0 4 53.5 [Intermidiate
49 |Terawoot Samngmya P/A Attendant 11 18 12.5 18 8 9 76.5 |Good
50 |Wittaya Chaisang Minibar Supervisor 18.5 18 15 20 9 8 88.5 [Very Good
51 |Nimitr Nuppol Minibar Attendant 15 20 15 20 9 8.5 87.5 [Very Good
52 [Sanchai Sawangmakarat  |Minibar Attendant 17 16 16 20 7 10 86 |Very Good
53 |Pat Pantong Minibar Attendant 18.5 16 8 18 6 6 72.5 |Good
54 |Vasana So-itikul Florist Supervisor 18 17 13 16 7 9 80 |Very Good
55 |Kamolwan Chaimonkong  |Florist 12 13 15 12 5 3.5 60.5 |Fair
56 |Jasada Sopa P/A 10 6 5 16 6 5 48 [Need to improve|
57 |Piyanat Kongsakul P/A 0 0 0 12 3 1.5 16.5 [Need to improve
58 |Sumaree Rattanasriviroj Room Attendant 20 19 18 20 8 9.5 94.5 |Excellent
Total score 800.5 743.5 615 950 302 442 3853




English Post-Test Registration - Housekeeping Department

141

Listening| R

ol Tota

No. Name Position Writing Q&A Vocab P Level
1 |Tiemchan Kampan Floor Supervisor 16 18 17 20 7 10 88 Very Good
2 |Yothin Jai-iam Floor Supervisor 18 15 13 20 D: 10 81 Very Good
3 [Suthee Chuenboomrung Floor Supervisor 18.5 18 14 20 8 10 88.5 Very Good
4 jul I Floor Supervisor 14 8 7 15 7 8 59 Intermidiate
5 |Sahavaj Walthong Floor Supervisor 15 15 11 12 6 8 67 Fair
6 |Udomporn Singhame Floor Supervisor 20 19 20 20 9 10 98 Excellent
7 |Janpen Treerum Floor Supervisor 18 17 14 18 7 9 83 Very Good
8 |Seksun Suphan Floor Supervisor 15 18 14 18 7 10 82 Very Good
9 |Arthit Yanlaha Floor Supervisor 17 16 14 14 5 9 75 Good
10 |[Suriya Tawon Floor Supervisor 15 20 9 20 8 9.5 81.5 Very Good
11 |Nittaya Club Floor Attendant 18 20 16 20 10 9 93 Excellent
12 |Visut Saemoua Club Floor Attendant 15 14 15 15 7 9 75 Good
13 |Wrioj Sinchaisri Room Attendant 12 14 17 20 7 9 79 Good
14 [Janram Prasanrut Room Attendant 16 15 14 16 7 9 77 Good
15 |Chanidapa Inna Club Floor Attendant 16 15 13 14 74 9 74 Good
16 |[Tumtim Jeenwong Room Attendant 17 16 13 20 7 8 81 Very Good
17 |Ratree Upatcha Club Floor Attendant 18 20 20 16 9 10 93 Excellent
18 |Payao ikhong Club Floor Attendant 15 16 15 20 8 9.5 83.5 Very Good
19 |Pranee | Club Floor Attendant 16 14 12 20 7 9 78 Good
Sakda Pholraksa Club Floor Attendant 16 19 15 16 8 9 83 Very Good
21 gk I Club Floor Attendant 19 20 16 18 9 9 91 Excellent
22 |Mayuree Onto Room Attendant 15 14 16 14 8 9 76 Good
23 |Thanet Room Attendant 16 6 10 16 6 7 61 Fair
24 |[Rungroj Phaengpa Room Attendant 15 17 15 18 7 8 80 Very Good
25 |Wattana Inkeaw Room Attendant 16 15 14 20 7 7 79 Good
26 |Suwanna Thaveepornkul Room Attendant 20 20 19 20 9 9.5 97.5 Excellent
27 |Boy Sangsai Room Attendant 16 11 16 15 6 7 71 Good
28 |Wantana Suntonnin Room Attendant 15 16 14 18 6 9.5 78.5 Good
29 |[Nittaya Ponlun Room Attendant 13 5 5 5 6 5 39 Need to improve
30 |Rungarun Jaipromma Room Attendant 13 8 6 15 5 6 53 Intermidiate
31 |Somsa - ang Jaihan Room Attendant 12 7 7 11 6 7 50 Intermidiate
32 |Somboon Srichao Room Attendant 15 17 16 18 8 8 82 Very Good
33 |Kanya Maharot Club Floor Attendant 14 15 13 18 8 9 77 Fair
34 |Duen Pomhin Club Floor Attendant 19 20 15 18 8 9 89 Very Good
35 |[Somporn Saowpakvean Club Floor Attendant 14 15 16 20 9 9 83 Very Good
36 |Amain Room Attendant 19 15 18 20 9 9 90 Excellent
37 |Toy Somsuk Sr. PA Sup. 15 14 15 8 9 81 Very Good
38 |Chat Tankura PA Sup 19 18 20 20 8 10 95 Excellent
39 [Phumi in Sahanonchaiyakul PA Sup 18 17 15 18 6 9 83 Very Good
40 |Piam jit Bangthong P/A Attendant 17 10 12 12 6 6 63 Fair
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41 |Ratchanee Sukmongsa P/A Attendant 18 19 15 20 8 9 89 Very Good
42 |Krisana Bantadjan P/A Attendant 15 15 14 18 7 10 79 Good
43 |Prasit Chuaychoo P/A Attendant 13 13 13 18 7 8 72 Good

44 |Chan Jermjan P/A Attendant 12 8 14 12 S 6 57 Intermidiate
45 |Sanchai Kongrakkwamdee P/A Attendant 12 13 12 11 4 Z 59 Intermidiate
46 |Woottichai Kitacha P/A Attendant 13 13 9 16 4 6 61 Intermidiate
47 |Ulaipron Tansala P/A Attendant 12 16 11 20 7 8.5 74.5 Good
48 |Panich Saema P/A Attendant 12 15 14 18 4 . 70 Good
49 |Terawoot Samngmya P/A Attendant 13 19 15 18 8 9 82 Very Good
50 |Wittaya Chaisang Minibar Supervisor 19 20 20 20 9 10 98 Excellent
51 |Nimitr Nuppol Minibar Attendant 16 20 17 20 9 10 92 Excellent
52 [Sanchai Sawangmakarat Minibar Attendant 18 18 20 20 8 10 94 Excellent
53 |PatPantong Minibar Attendant 19 18 17 18 8 9 89 Very Good
54 |Vasana So-itikul Florist Supervisor 18 18 17 17 8 9 87 Very Good
55 |Kamolwan Chaimonkong Flonist 15 15 15 17 7 8 77 Good

56 |lasada Sopa P/A 12 11 10 16 6 7 62 Fair

57 |Piyanat Kongsakul P/A 8 11 9 14 5 7 54 Intermidiate
58 |Sumaree Rattanasriviroj Room Aftendant 20 20 19 20 9 10 98 Excellent

Total score| 910.5 889 822 1001 414 496:57)| 4533
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Evaluation Standard

Pre-test
score level How many %
0-50 |Need to improve 10 17.24%
51 - 60 Intermidiate 6 10.34%
61-70 Fair 9 15.52% |
71-80 Good 31.03% |
81 - 90 Very Good 11 18.97%
91 - 100 Excellent 4 6.90%
58 100%
Post-test
score level How many %
0-50 |Need to improve 1 1.72%
51 - 60 Intermidiate 6 10.34%
61-70 Fair 5 8.62%
71-80 Good 16 27.59% |
81-90 | VeryGood |INNEUNN 3448% |
91-100 Excellent 10 17.24%
58 99.99%
Result person %
Score better 58 100%
Same score 0
score lower 0

Comparing of Total Score in each parts by point

Writing Q&A Vocab |Listening| Reading | Speaking| Total
Pre - Test 800.5 743.5 615 950 302 442 3853
Post - Test 910.5 889 882 1001 414 496.5 4533

Comparing of Total Score in each parts by percentage (%)

Vocab |Listening| Reading | Speaking| Total

53.02% 52.07% 66.41%

Writing Q&A
Pre - Test 69.01% 64.09%
Post - Test 78.49% 76.64%

76.03% 71.38% 78.16% |
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Sofitel Bangkok Silom
English Pre-Test Security Department

108 87 84 94 31 50.5 454.5

Sofitel Bangkok Silom
English Post-Test Security Department

No. Name Position Writing Q&A Vocab |Listening|Reading|Speaking| Total Level
1 Somsak Sudsavet | Security Supervisor 19 18 17 20 7 9 90 Very Good
2 Surachai Lakchai Security Officer 19 17 16 15 8 9 81 Very Good
3 Thara Eksuk Security Officer 17 12 9 13 5 9 65 Fair
4 | Samnaun Tonghan Security Officer 19 15 15 20 6 9 84 Very Good
5 Thong Chaksri Security Officer 18 16 14 Zii 5 9 69 Fair
6 Jinda Nakjinwong Security Officer 19 19 18 20 8 10 94 Excellent
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Evaluation Standard

Pre-test
score level How many %
0-50 | Need to improve 0 0.00% |
51-60 | Intermidiate | NEIII. 33.33% |
61-70 Fair 0 0.00%
71 -80 Good 1 16.67% |
81-90 | VeryGood |HENNNN 33.33% |
91-100 Excellent 1 16.67%
100%
Post - test
score level How many %
0-50 | Need to improve 0 0.00%
51 - 60 Intermidiate 0 0.00% |
61-70 Fair 33.33% |
71-80 Good |
81 - 90 Very Good 33.33% |
91-100 Excellent 33.33% |

Comparing of Total Score in each parts by point

Writing Q&A Vocab [Listening|Reading|Speaking| Total
Pre - Test 108 87 84 94 31 50.5 454.5
Post - Test 111 97 89 95 36 55 483

Comparing of Total Score in each parts by percentage (%)

Writing Q&A Vocab [Listening|Reading|Speaking| Total

Pre - Test 90% 72.50% 70% 78.33% | 51.67% | 84.17% | 75.75%

Post - Test 92.50% 80.83% 74.17% | 79.17% | 60% | 91.67% |80.50%
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Appendix D:

Question of Preliminary & Posterior Interview
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Question of Preliminary Interview

Question for Head Department / Director / Manager

1. How many housekeeping/ security do you have now in your hotel?

2. What is the average education level of housekeeping/security?

3. What is the criterion of English language to recruit new housekeeping /

security?

(Might be English test, Education level, certificate)

4. Normally, do you have training or any activity about to increasing English

language skill for staffs at the hotel? And how it work?

5. How important of English language for housekeeping / security in your

opinion?

6. Is housekeeping and security able to increase their job opportunity if they could

improve their English language skill?

7. What is your and the hotel expectation from housekeeping and security in term

of their working and job ability?

8. Is the housekeeping and security required to greet or communicate to the

customer?
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9. Isthe housekeeping and security able to help to increase customer satisfaction?

10. What do you think about creating English language training class for

housekeeping and security?

11. If the English Language training program will be created again, what is the

most important topic to learn for housekeeping and security in your opinion?

12. About timing, what is the best length of time for English training class? (how

many hours for the whole course or how long per one class to train) and when is

the best time for your staffs to learn English?

13. What is the most effective training method to teach English for housekeeping

and security to make them enjoyable or interesting and why?

14. In your opinion if the housekeeping/ security could be able to increase their

English language skill, it could whether help increase the customer satisfaction?

15. Do you have any advice for creating the English training program?

Question For Staffs or Participant

1. What is your name?

2. What is your department and position?
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11.

12.
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How long have you been working at this hotel?

What is your graduated?

Have you ever participated in English language training before?

If yes, where did you learn from? And for how long?

Do you think English language important for your work? Why and How?

What is the benefit of English language skill in your opinion or could English

language increase your career opportunity?

What do you think about creating English language training for housekeeping

and security department?

What is the most important topic do you want to learn and why?

How long of the course should be in your opinion (How many hours in the total

course, how many days a week we should learn and each class should be lasted

how many minute)?

When is the best time for you to learn English? (What time of the day?)
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14.

15.

16.
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During training time which training method do you think it will be the most

interesting method and can make you feel most enjoyable to learn?

Normally when you meet the customer at your work station or anywhere in the

hotel area, what did you do or what is your reaction?

Do you think if you can speak English more or better, it can help you to give a

better service to the customer?

Do you have any advice for creating the English training program?
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Question of Posterior Interview

Question for Head Department / Director / Manager

1.

After finished English class, do you feel most of your staffs are increasing their

capabilities in English language skill and what made you feel like that?

From Question 1 that they whether increase their English capabilities. What is

your appraisal method to evaluate your staff?

How did you feel and what is your opinion about this training project personally

and why?

Did you have any feedback of the training from your staff and what did they

say?

Would you like to continue English language training program? Why?

Do you think increasing of English language skill for housekeeping / security

will be able to create more satisfaction for customer in the hotel?

What is your advice to improve quality of learning for the next class?
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Question for Staffs or Participant

1. After the end of class. What did you get from this learning?

2. What did you feel for the training?

3. Was the class helping you to increase your English language knowledge and

skill? Why?

4. What is the most important or interesting topics you have learned in the class in

your opinion?

5. What is the most effective method to learn English in your opinion? Or which
method does you like the most to learn English? (Class room, Role Play, Guest

speaker, on the job)

6. Do you feel the period of course in total 30/15 hours is suitable?

7. In your opinion, for the next course what is the most suitable time to learn

English for the whole course and also how long it should take per one class?

(How long or How many hours?)

8. After learning, have you ever practiced your English language skill with

customer or other foreigner? And what is the result?
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9. Do you think increasing of English language skill for housekeeping / security

will be able to create more satisfaction for customer in the hotel?

10. What is your advice to improve quality of learning for the next class?
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Appendix E:

Complementary Letter from Customer & Photo of Staff rewarded



155

ON SPOT REWARD RECOGNITION PROGRAM

Service Appreciations
Ms.Sukumal Somboonkitchai
Guest Service Suppervisor

Received Compliments from
Mr.Oliver Smout
for her recognition to guest, warm welcome

and outstanding
Received 10 points

Service Appreciations
Ms. Janram Prasanrut
Room Attendant

Received Compliments from
Mr. F. Horel staying in rm. 2510 on
21/07/11
For her ability of precision and attention to
details.
Received 10 points
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ON SPOT REWARD RECOGNITION PROGRAM
Recognition Hi-Light October 2011

Loyalty
Mr.Suriya Tawan
Floor Supervisor

Received Compliments from
Mr.Chanchai Suwannakitti staying in rm. 2206 on 16/10/11
For call to inform that he forget the money in the room and
attention to details.
Received 20 points

Service Appreciations
Ms. Janram Prasanrut
Room Attendant

Received Compliments from
Mr.Conret staying in rm. 2609 on 28/08/11
For her good job,friendly and attention to details.
Received 10 points

Service Appreciations
Ms. Payao Najaikhong
Club Floor Attendant

Received Compliments from
Mr.Bertelson staying in rm. 3312 on 2/10/11
For her hospitality, her ability of cleaning and attention to
details.
Received 10 points
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SOFITEL

LUXURY HOTELS

Bangkok Silom

Ambassadors Newsletter
June 2011

Pasrsninnulsausalaling nganns fan
Warmest Welcome To The Family

. »/i

Mrs. Thongpoon Siriying Mr. Phanuwat Patimaprakorn
V9 Bar Manager Waiter - Mistral
Joining Date : June 6, 2011 Joining Date : June 1, 2011

Ms. Alisa Poomplub Ms. Kanokwan Buranapa
Room Attendant (Temp.) Commis Il - Bakery
Joining Date : June 1, 2011 Joining Date : June 1, 2011

Management Trainee

Mr. Nitirat Maleewat

Management Trainee — Asst. Training Manager

Joining Date
June 1, 2011
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INCREASING CUSTOMER SATISFACTION THROUGH ENGLISH
LANGUAGE TRIANING PROGRAM FOR HOUSEKEEPING
AND SECURITY DEPARTMENT

: CASE STUDY AT SOFITEL BANGKOK SILOM

Customer satisfaction is the leading criterion for determining the quality that is actually
delivered to customer through the product/ service and by the accompanying servicing
(Vavra, 1997). Simply stated, customer satisfaction is essential for corporate survival.
Several studies have found that it costs about five times as much in time, money and
resources to attract a new customer as it does to retain an existing customer (Naumann,
1995). Furthermore, customer satisfaction is recognized as of great importance to
commercial firms because of its influence on repeat purchases and word of mouth
recommendations (Berkman and Gilson,1986). “Satisfaction, reinforces positive
attitudes toward the brand, leading to a great likelihood that the same brand will be
purchased again...dissatisfaction leads to negative brand attitude and lessens the
likelihood of buying the same brand again (Assael,1987,p.47).” The other people also
said: ... if consumers are satisfied with a product or brand, they will be more likely to
continue to purchase and use it and to tell their favorable experience with it ... if they
are dissatisfied, they will be more likely to switch brands and complain to
manufacturers, retailers, and other consumers about the product (Peter and Olson, 1987,
p.512).” Customer satisfaction is a psychological concept that involves the feeling of

well-being and pleasure that result from obtaining what ones hopes for and expects
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from an appealing product and/or service (WTO, 1985). While there are a variety of
approaches to explanation of customer satisfaction/dissatisfaction, the most widely
used is the one proposed by Richard Oliver who has been tested and confirmed in
several studied (Oliver,1980).

According to this theory which has been tested confirmed in several
studies (Oliver and DeSarbo, 1988; Tse and Wilton, 1988), customer purchase goods
and services with pre-purchase expectations about anticipated performance. Once the
product or service has been purchased and used, outcomes are compared against
expectation. When outcome match expectation, confirmation occurs. Disconfirmation
occurs when there are differences between expectation and outcomes. Negative
disconfirmation occurs when product/service performance is better than expected.
Satisfaction is caused by confirmation or positive disconfirmation of consumer
expectations, and dissatisfaction is caused by negative disconfirmation of consumer
expectations. A minority of researchers perceive the satisfaction process to be
subjective in expectation but objective in the perceptions of the product attributes, or
outcome. Thus, Klaus (1985, p.21) defines satisfaction as “the customer’ subjective
evaluation of a consumption experience, base on some relationship between the
customer’s perceptions and objective attribute of the product”. Satisfaction is not a
universal phenomenon and not everyone gets the same satisfaction out of the same
hospitality experience. The reason is that customers have different needs, objective, and
past experiences that influence their expectations (David and Stone, 1985, p.31).
Therefore it is important to gain a clear idea of the customer needs and objectives that

correspond to different kinds of satisfactions. This necessitates the segmentation of the
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market, because no service or product can offer everyone the same degree of
satisfaction (WTO, 1985).

Customer satisfaction is a business philosophy which tends to create of value
for customers, anticipating and managing their expectations, and demonstrating ability
and responsibility to satisfy their needs. Qualities of service and customer satisfaction
are critical factors for success of any business (Gronoos, 1990; Parasuraman et al.,
1988). As Valdani (2009) point out: enterprises exist because they have a customer
serve. The key to achieve sustainable advantage lies in delivering high quality service
that results in satisfied customers (Shemwell et al, 1998). Service quality and customer
satisfaction are key factors in the battle to obtain competitive advantage and customer
retention. Customer satisfaction Is the outcome of customer’s perception of the value
received in a transaction or relationship, where value equals perceived service quality,
compared to the value expected from tractions or relationships with competing vendors
(Blanchard & Galloway, 1994; Heskett et al., 1990; zeithaml et al., 1990).

In order to achieve customer satisfaction, it is important to recognize and to
anticipate customer’s needs and to be able to satisfy them (Barsky & Nash, 2003).
Since the cost of attracting new customers is higher than the cost of retaining the
existing ones in order to be successful, managers must concentrate on retaining existing
customer implementing effective policies of customer satisfaction and royalty. This is
especially true in the hotel industry. Nowadays one of the biggest challenges for
managers in the hotel industry is to provide and sustain customer satisfaction. Customer
requirement for quality product and service in the tourism industry has become
increasingly evident to professionals (Lam & Zhang, 1999; Yen & Su, 2004). Guest

relationship is a strategic asset of the organization (Gruen et al., 2000) and customer
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satisfaction is the starting point to define business objectives. In this context, positive
relationships can create customer’s higher commitment and increase their return rate.
Long-term and reciprocally advantageous relationships between customers and the
hotel is becoming progressively important because of the highly positive correlation
between guest’s overall satisfaction levels and the probability of their return to the
same hotel (Choi & Chu, 2001). Hotels are increasing their investments to improve
service quality and the perceived value for guests so as to achieve better customer
satisfaction and loyalty has resulting in better relationships in each customer (Jones et
al., 2007). Relationship quality has a remarkable positive effect on hotel guest’s
behavior: it creates positive word of mouth (WOM) and increment repeated guest rates
(Kim et al., 2001).

Customer satisfaction initially involves customer focus. According to Evans and
Lindsay (2001), Customer focus addresses how an organization determines customer
satisfaction. The authors also pointed out that, in order to satisfy customers, achieve
higher customer satisfaction than the competitors, retain customers in the long run and
gain market share, the business must deliver ever-improving value to its customer.
As a result of Spring et al. (1988), in order to satisfy the customer, a company must
identify customer needs to design the appropriate product or service. One of the most
forceful processes to generate the customer satisfaction and increase work effective,
also assist to fulfill these purposes is “Training”.

Training is the process used for the development of knowledge and skills
needed to perform the jobs, duties, and task found in an organization (Jaszay, C. &
Dunk, P 2003). Deming (1986), who recognized that money spent on training, retaining

and education does not show on the balance-sheet it does not increase the tangible net
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worth of the company. Only 35 % of UK companies have measured the effectiveness of
their education, training and development programs. Training, “the acquisition of skills,
concepts, or attitudes that result in improved performance in an on the job
environment,” (Golgstein, 1980, p.230) comprises a massive enterprise and a powerful
instrument for change. American companies alone spend and estimated $200 billion
annually on employee training (Wiley, 1993), generally believing that it (1) improves
employee attitude, job satisfaction, productivity, and work quality, (2) improves overall
perception of and organization by customer, and (3) increase profit levels by reducing
labor turnover and associated costs (Conrade, Woods, and Ninemeier, 1994). Over the
last 20 years, as employers have begun to realize the impact on organizational
productivity of inappropriate or inadequate staff competences, there has been a
significant rise in the level of resources being allocated to support the wide range of
employee development methodologies now being utilized by training department. In
theory, it would be reasonable to expect that, as expenditure on training provision has
increased, this would be accompanied by the installation of more sophisticated program

evaluation procedures. (Lan Chaston, (1994).

Historical Development of Training

Training was born early in the journey of civilization. As tools, weapons,
clothing, shelter, and language developed in the Stone Age, so did man’s need to pass
on knowledge and skills. Through signs and words, man was able to administer
training. “When the message was received by another person successfully, we are able

to say that learning took place and knowledge or skill was transferred” (Steinmetz,
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1976, 1-3). The following chronology of important events traces the evolution of

training:

4000 B.C.

2100 B.C.

1200

1745

1809

1825

1862

1872

1892

1906

1910

The architecture and masonry of unearthed palaces in Mesopotamia
provided evidence of training artisans.

The Code of Hammurabi included rules for governing apprenticeship:
the system whereby an experienced person passed along knowledge and
skills to a novice.

Guilds, or associations of masters, apprentices, and journeymen who
shared a common interest or pursuit flourished.

Craft training began in Bethlehem, Pennsylvania.

Vocational education began on New York.

Manual schools, a form of vocational education, provided discipline and
training to turn “bad boys” into productive citizens.

Abraham Lincoln signed the Land Grant Act which gave average men’s
children access to higher education.

The Industrial Era created such a high demand for goods that companies
(Westinghouse, General Electric) began establishing their own factory
school to teach needed skills to their employees.

The YMCA began offering trade courses.

National society for the promotion of Industrial Education (Which later
merged with the Vocational Association of the Midwest in 1925 to form
the American vocational association) was formed.

Cooperative education was introduced at the University of Cincinnati,

College of engineering.



1913

1917

1918

1920s

1930

1937

1940s

1940s
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The National association of corporation schools was formed; the
organization eventually changed its name in 1923 to the American
Management Association.

The Smith — Hughes act appropriated approximately $7 million annually
for vocational education; the first of several acts to support vocationa
training efforts.

an education and training section was set — up as a part of the
Emergency Fleet Corporation of the United States in a massive effort to
meet the needs created by Word War |

The federal Board of vocational education created training program for
specific trades; correspondence schools were initiated.

Training consciousness flourished during the Depression as people
attended afternoon and evening classes in handicrafts, to occupy their
time and provide some income.

National apprenticeship Act authorized secretary of Labor to establish
labor standards for apprentices.

World became a necessity for companies that had to train supervisors to
be trainers.

The Engineering, Science, and Management War Training program
(ESMWT) was facilitated by colleges and universities to upgrade
workers in college level type subjects. This was the forerunner of junior/
community colleges, and centers for continuing education and

management training.
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1940 The first training director society was formed, the Nation society of
sales Training Executives.
1945 The American Society of training directors (ASTD) was formed and

publication of the Training and Development Journal ensured.

1950s Self-directed programmed instruction became popular.

1970s system approach to training stressed assessment.

1971 Campbell did the first comprehensive review of training research/
literature.

1990s Computer-aided training becomes possible with the proliferation of

personal computers.

Training Design Model

Referred to as course characteristics, this input to transfer has commanded the
least attention from researcher in recent years. Prior to 1970 the research on transfer
was focused on the area of training design and learning principle: identical elements,
general principles, stimulus variability, and conditions of practice (Baldwin & Ford,
1988). Training is job specific rather than generic, so the end results will not look the
same for every job or operation. However, a model is useful as a means of organization
efforts to result in a desire outcome for particular situation. This model is made up of
seven interrelated components within Human Resource Model. It is a process that
meets with employees in the fifth step (with implementation of the training program)
and follows through with ongoing coaching and counseling (Jaszay, C. & Dunk, P
2003)

Step 1: Needs Assessment
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Step 2: Training Plan

Step 3: Lesson Plan

Step 4; Trainer Training

Step 5: Training Implementation
Step 6: Training Evaluation

Step 7: Coaching and Counseling

Training Methods

Many of us experienced primarily the “lecture” method in school and the
“follow around” methods on the job. Grade school teachers are generally trained to use
a variety of methods and keep lessons fairly short and user-involved. College students
are better served by similar teaching methods. Employees can learn the job by
following another employee around for a few shifts. However, it is not the most
efficient and effective method for learning duties required for specific job. We will be
using a variety of methods in training because certain methods work better for
particular information. Following a needs assessment to determine the objectives of
training and the learning necessary to achieve the goals, an instructional designer
selects media and techniques most appropriate behaviors (Campbell 1971). These are 6
training methods which were used to achieve the objective of the project.

1. Classroom Method

2. Lecture Method

3. Role Plays Method

4. Prepared Training Materials

5. On the job Training
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6. Brain Storming Method

Beyond the theory, this project also utilized extra methods to fulfill the most
effectiveness of training program. Inviting some foreigner staffs in the hotel to the class
to be a guest speaker, Per-test & Post-test examination was also used to collect data of
create the best training and evaluate the learning after the project finished. Result
showed that theses extra methods could produce a good support of learning help to
perceived more over the back ground or basic knowledge of participants which help to
create the proper learning process, generated good atmosphere in the class and reveal

the effectiveness of project at the end of period.

Evaluation of Training

“The reason for evaluating training is to determine the effectiveness of a
training program”(Kirkpatrick, 1998, p.3). A popular topic of discussion for academics
and practitioners, most agree on the importance of training evaluation as well as its
under-utilization in practice. In a 1996 study conducted by the American Society for
Training and Development, the need to measure performance improvement (associated
with training) was identified as a key issue for the new millennium. Evaluation enables
top management to understand the result of their huge financial investments in training
while assisting instructors and course designers to know how their programs are
impacting the organization. Trainees and supervisors also benefit since evaluation
allows them to know that the time spent in training is productive and cost effective
(Parry, 1997). If we ask our employees, “Do you understand how to do this?”” They
may say, “Oh yes,” but still not really comprehend. We must ensure that they can do

what we want them to do before they leave the training. We also must ensure that they
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can meet the objectives. We should not allow trainee to do something incorrectly as it
encourages similar behavior in the future and is in general a waste of time. The
objective is to be able to do the procedure upon completion of the training. The test to
see if the objective has been met is to have them to do the procedure themselves. If they
can, they go to job. If they cannot, we provide them with more training until they can

perform their duties correctly (Jaszay, C. & Dunk, P. 2003).

The Four Levels of Evaluation

Level 1: Whether or not the trainees mastered the session’s material

Level 2: Whether the training to employees’ liked.

Level 3: Whether the presentation’s subject matter was right subject matter.

Level 4: Whether the training actually corrected the problem for which it was designed

Evaluation Instruments or activities
We evaluated 4 directions
5. Level of learning from the training
6. Acceptability and quality of the training delivery
7. The validity of training (was it the right information needed to do the job?)

8. Whether the training corrected the problem for which it was designed.

The whole point of evaluation is to see what our employees have learned from
the training...and to make any adjustments, modifications, or improvements necessary
to meet the original desire, objective, or need. Evaluation enables us to know exactly

what happened in training and make any corrections that will make it better next time.
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If we do not conduct an evaluation, we will be merely guessing at how things are and
what we might like to change. Or, we might not even know that we need to make a
change. That is very scary once we are trying to communicate with professionals who
have done a needs assessment and evaluation and know exactly where they arte and

what they need to do (Jaszay, C. & Dunk, P. ,2003, p.171- 175).

Problem Situation

Any experienced trainer might be able to tell you anecdotes about difficult
moment with training groups or with individual participants. The unfortunate truth is
that a trainer is an easy target for hostile participant’s frustrations. Dealing with those
feeling of hostility and a lack of interest can be the most difficult aspects of delivering a
training program. The hostility may have nothing to do with you personally but instead
may stem from irritation at having to attend your program or anxiety about learning
new skills. Additionally, the participants may make an “us-versus-you” distinction in
which will perceive you as the natural opposition. Acknowledging class resistance is
the first step to overcoming it and breaking through the us-versus-you barrier.
Following is a list of some common behaviors we might be able to face within the
training environment:
1. Monopolizing; constantly trying to provide all of the answer
2. One-upping; trying to appear more skilled and knowledgeable than the other in

the group, including the trainer.

3. Complaining: continually finding fault with the procedures of the trainer.
4. Intellectualizing; excessively rationalizing and justifying one’s ideas and belies.

5. Withdrawing; not participating (and sometimes distracting the group).
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6. Arguing; taking vocal exception to any comment with which on disagrees.
7. Questioning; stopping the flow of presentations by frequently asking question.
8. Clowning; joking at inappropriate times.

9. Distracting; using cell phones and electronic devices during class.

The key to handling such behaviors is to not take them personally. There are
several reasons for problem behavior by participant that have nothing to do with.
Coping effectively with participant’s problem is an extremely important training skill.

According to the theory, 9 problems always happen during the training period.
This project was also faced to the similar trouble but during the training period of this
project more problems were occurred as well. “Unfit”;”Tired” and sleeping in the class
because of the class begin too early at 7 am. Moreover, some staffs worked the whole
night as a night shift staff before going to participate in the early class. Staff absent by
sickness and take a long holiday leave decreased the efficiency of learning; Staff

resigned was not able to evaluate the result

Research Question

English Language now becomes the international language used to
communicate with people in both daily life and business. The initiative purpose of this
project is to create the English Language Training Program to increase the competency
of staff in term of English Language skill. The questions that we would like to prove
will follow 3 objectives of the project.

4. To identify appropriate method or discover most efficient method to teach

English Language to Housekeeping and Security Department.
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5. To modify and create the English Language training program that will be
able to apply for the next class or next generation of training.
6. To prove the hypothesis whether the increasing of English Language skill

can improve the customer satisfaction.

Research Methodology and Result

Based on Christine Jaszay and Paul Dunk theory, this project has utilized almost
the full theory (which is mentioned at the training design models, training methods and
will produce full content by the end of research) to complete the most effectiveness of
training and other more related theories were applied to assist more completion of
project. Additional extra theory or situations that accidental occurred during the
training were the great opportunities to generate the new processes and methods of
training for the next generation of training in these specific groups.

Result of project showed satisfied positive outcomes in both tangible ways
which are the average post-test score which increased appreciation letters from the
customer, which have been sent to the hotel to show their satisfaction towards one
housekeeper who displays her hospitality. Or even intangible result which was
perceived from the interview and observation of positive results such as many staffs
have increased self-confidence to communicate to the customer and expand the
possibility to be promoted to the higher position or even for their working life in the

future.
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