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CHAPTER I
INTRODUCTION

1.1 Background of the Study

“Virtually all countries use English for business and commerce. A
determination should be made as to what can be done quickly and economically to
make people employable in a world that increasingly uses English as the lingua
franca, and keep a given country competitive with local staffing.”” (Winters, 2004).
Not only is English the language of international business but also that *...as an
international language, English is used as the means of communication in business
transactions between people none of whom is a native user of the language’
(Robinson, 1991: 98)

The aforementioned paragraph highlights the necessity of every country to
have its local people become better equipped with English as the language becomes
the “global language” and is the accepted medium for international business
transactions and communication. This necessity applies to Thailand as well. It is
obvious that a large number of local Thai staff do not yet possess sufficient level of
English proficiency to effectively perform their jobs and to advance in their career
(Jiranapakul, 1996; Pholsward, 1989; Promrat, 1998; Sunthornwatanasiri, 2000).

Offering English classes or encouraging staff to take additional English
courses is common among many local and international companies in the country.
However, most English courses that are currently available may not adequately fulfill
the growing demand for proficient English speakers at each specialized workplace
(Pholsward, 1989; Promrat, 1998; Savangvarorose, 1983). Providing Thai staff
particular English courses that truly respond to the specific business English
requirements of this workplace implies that the development of English for Specific
Purposes courses would be of value.

According to Dudley-Evans and St John (2001: 67), business English courses
require “research and design of pedagogical materials for an identifiable group of
adult learners within a specific learning context”, and, business English courses are
“designed to meet specified needs of the learners.” Therefore, such business English
courses are clearly “English for Specific Purposes” (ESP). More specifically, they are

“English for Specific Business Purposes” (ESBP).



Among a variety of business sectors, banking and finance is an area that plays
a significant role concerning monetary and economic growth in every country. Prior
to 1998, Bank of Thailand (BOT) permitted each international bank to set up and
operate only one branch office in the territory. In August 1998, BOT began to allow

some of the international banks to merge with Thai banks to strengthen those local

banks’ financial status (Chulalongkorn University, Sasin, 2004: a) Consequently,

some of the international banks, for instance, Standard Chartered Bank has merged
with Nakornthon Bank and ABN Amro has merged with Bank of Asia.

1.2 Rationale for English for Specific Purposes Course

The bank under the study is one of the world’s best international banks leading
the way in Asia, Africa and the Middle East. The group provides consumer banking
services to individuals and small to medium size businesses, and offers wholesale
banking capabilities to corporate and institutional clients.

In consumer banking, the bank has made substantial progress in increasing its
customer base with a rationalized distribution strategy, by contracting the services of
a commissioned sales force and by utilizing its surplus bank premises to market its
loan products. It is now a major banking service provider in the Thai financial sector
with more than 600,000 accounts in both deposit and loan products.

The bank has a strong belief that to truly “lead the way” as an organization, it
needs to help employees grow, enabling individuals to make a difference and teams to
win. The Bank has established the Learning and Development Department to support
additional learning for employees. The researcher’s interview with the Bank’s Vice
President of Learning and Development Department on September 21, 2004
confirmed the fact that the Bank greatly valued the significance of staff development.

A large number of training courses have been constantly provided to staff in
different departments. However, most English training courses offered are General
English courses and they are taught by tutors/instructors from some English tutoring
schools. To better serve the English language needs of this particular group of
learners, an English for specific purposes (ESP) or more specifically English for

Specific Business Purposes (ESBP) training course may be the solution.



As international banks have both local and foreign customers, their staff
especially those working in customer-services department, unavoidably need foreign
languages, in addition to Thai, in handling foreign customers’ enquiries. The foreign
language most frequently encountered is English. With specific vocabulary or
registers in the area of international banks and the need to communicate at least
comprehensibly with customers in both Thai and English, it is not always easy to
recruit staff with the required qualifications.

From the interviews with the training manager and some staff at this
international bank in September 2004 together with the researcher’s previous
experience working as a customer-services manager at this international bank during
1997-1998, it is found that staff are usually given certain guidelines, and then are
supposed to perform their tasks via ‘on the job training” after a few weeks of training
and observing how the experienced staff actually handle customers. The informal
interviews conducted by the researcher also indicate the gap that, apart from General
English courses provided to staff, there is no specific training course that is truly
customized to meet the particular English need in this area. It is then interesting to
investigate how well do the staff handle the job and to what extent they feel confident

in speaking English in their work.

1.3 Research Questions

The present study aims to find out the needs of customer-services staff
working in international banks in Thailand in order to develop a Business English
Oral Communication (BEOC) course (English for Specific Purpose). The course will
be implemented and evaluated to determine how well it meets the needs of the
participants and the business. The course is expected to help improve the
participants’ business English Oral Communication proficiency and increase their

level of self confidence in using English.



The research questions for this study are:

1. What are the needs for business English oral communication of customer-
services staff in international banks?

2. Will the business English oral communication training course meet the need
to enhance the participants’ business English oral communication?

3. Will the participants have higher level of self-confidence in speaking

English after the training?

1.4 Objectives of the Study

The objectives of the study are:
1. To investigate the needs for business English oral communication of
customer-services staff in international banks.
2. To develop a Business English Oral Communication (BEOC) course for
Thai customer-services staff in international banks based on the needs analysis.
3. To evaluate the effectiveness of the Business English Oral
Communication (BEOC) training course
4. To explore participants’ self-confidence level in using English after the
training.

1.5 Scope of the Study

The present study was conducted in three phases:

1) Phase 1 of the study was the in-depth needs analysis to investigate the needs
for business English oral communication of customer-services staff in international
banks.

2) Phase 2 of the study was an attempt to translate the results of needs into a
course design; and,

3) Phase 3 of the study was to evaluate the effectiveness of the course after

implementation.



1.6 Limitations of the Study

The study deals with the workplace. In this case, the top concern and priority
of this workplace is on the quality and level of service provided to the customers. The
management needs to ensure that their target is achieved, and hence, anything that
may have adverse impact on this aspect will be avoided or eliminated. Academic
knowledge is unavoidably a lower priority. A time constraint was imposed by
management to implement the main study within the first quarter of 2006, as new
computer programs and promotional campaigns would be launched from the second
quarter onwards causing staff to be fully loaded. They were no longer able to attend
the course after that time. This constraint resulted in a very tight schedule for the
pilot study.

As the workplace provides 24-hours service to the customers, its services staff
need to be working in shifts which are usually set at least two months in advance;
hence, attending the pilot class at the same time affects their service level and job
performance. Consequently, the warkplace supervisor could at best arrange the staff
to attend only one session of the pilot study.

However, the pilot lesson was justified as the main purpose of the pilot lesson
was for the researcher to familiarize herself with the context of teaching English in the

workplace and to adjust the steps and pace in her proposed lessons.

1.7 Definition of Terms

The key terms used. in the study are described as follows:

Needs

“Needs” in the present study refers to what the learner has to know in order to
function effectively in the target situation (Hutchinson and Waters, 1987: 55). In this
case, they are needs or necessities of customer-services staff working in international
banks for business English oral communication to properly handle their foreign

customers on the phone.



Needs Analysis/Needs Assessment

Needs analysis is “the process of determining the needs for which a learner or
group of learners requires a language and arranging the needs according to priorities”
(Richards el al, 1992: 242-243).

In this study, a number of research instruments i.e. questionnaires, interviews
and observations were used to gather information about the participants’ backgrounds
and requirements for English knowledge. The information obtained was analyzed and

used as the basis for the English course development.

Business English Oral Communication

“Business English Oral Communication” refers to the ability of learners to
express themselves using oral/spoken English in business communication. Their level
of English proficiency will be rated against the scales of 0-5 based on English Oral
Communication Ratings (EOCR) adapted from International Second Language
Proficiency Ratings (ISLPR) before and after the English training. The ratings
obtained will be used as a criterion to see if the English training course has any

significant impact on these participants.

Customer-services Staff

“Customer-services staff” refers to participants under study who are local Thai
employees working for international banks in the customer-services department or
generally known as “call center’. They are staff whose work is to provide services to
local and foreign customers, mainly on the phone. Their main functions are answering
questions, providing banking information and handling customers’

enquiries/complaints.

International Banks
“International Banks” refers to banks that have set up at least one branch in
Thailand to provide banking services to both Thai and foreign customers. Some may

merge or join Thai local banks in order to expand their customer-base.



English for Specific Business Purposes (ESBP)

English for Specific Business Purposes (ESBP) courses are English courses
for job-experienced learners who bring business knowledge and skills to the
language-learning situation. These courses are tailored and likely to focus on one or
two language skills and specific business communicative events. (Dudley-Evans and
St John, 1998: 56). In the present study, the ESBP course is specially designed for

customer-services staff working in international banks.

Competency-based Approach

Competencies are a description of the essential skills, knowledge, and attitudes
required for effective performance of particular tasks and activities (Richards, 2001.:
159). A competency-based syllabus is one that is based on specification of the
competencies that the learners are expected to master in relation to specific situations
and tasks. In the present study, a number of required competencies of the subjects in
terms of skills and knowledge have been determined. Achievements of participants in
the study will be evaluated against such required competencies as ability to use
English in providing information about bank products and services to customers;

ability to use correct registers/ vocabulary in their communication.

Adult Learners

“Adult Learners” refers to learners who are performing the adult roles,
such as the role of full-time worker and the like. (Knowles, 1984: 55). Adult learners
have a wider range of experience to draw from and frequently tend to view learning as
a means to an end — as a way to develop a new skill, to learn a new approach to
problem solving that they can practice at their job or some outside activity (Koffel,
1994: 4). Adults are claimed to be primarily workers and secondarily learners,
acquiring knowledge mainly from experience rather than books and the media
(Knowles, 1984:58). In the present study, participants are adult learners with
differing levels of work experience and are currently working as customer-services
staff in international banks.



1.8 Significance of the Study

Academic knowledge in teaching and learning English particularly in the area

of English for Specific Purposes is enhanced by the present study. In particular:

1. Theoretically, the study is among the pioneer research projects using
workplace as the context of research and development. The study reflects some
important theoretical aspects of the research conducted in the workplace. It also
provides insightful information and contributes additional knowledge in the area of
EOP since most of the previous studies in English for Specific Purposes focus on
English for Academic Purposes (EAP) rather than English for Occupational Purposes
(EOP) (Supatakulrat and Wasanasomsithi, 2005: 21).

2. Pedagogically, the present study covers all the important aspects of an ESP
course design i.e. from needs analysis to course development and evaluation of its
effectiveness after implementation. From literature review, it is found that most
studies in ESP utilize the concept of needs analysis to determine the language needs
of each target group without translating them into actual courses, whereas a large
number of English courses are developed without conducting a full-scale needs
analysis. This results in mismatches between what is offered and what is actually
needed (Pholsward, 1989; Savangvororose, 1983; Silpa-Anan, 1991; Tubtimtong,
1994).

3. Practically, this research attempts to link the knowledge of research and
application in real context. It demonstrates the concept of putting theory into practice.
The research presents a methodology for development of an English course to
enhance business English oral proficiency of customer-services staff working in the
area of international banks. This will also help our local citizens in the area of
international banking to be more employable and keep the country competitive with

local staffing in a world that increasingly uses English as the lingua franca.



1.9 Overview of the Dissertation

The dissertation consists of five main chapters.

Chapter | describes the background of the present study regarding the need for
a particular English course for local Thai staff working in the area of international
banks where English is increasingly required. To fill such a gap, English for Specific
Business Purposes (ESBP) have been proposed in which the needs analysis is the first
requirement for such development.

Chapter Il reviews the underlying principles and concepts that are considered
relevant and necessary for the development of the proposed course. Such concepts
range from the roles, definitions, types of English for Specific Purposes and course
design to the concept of needs analysis and synthesis of relevant previous research in
the field. As the study deals with customer-services staff, the principle and concept of
adult-learners are also explored in order to design the course that best suits this group
of learners. Competency-based approach has been reviewed for course development
in the context of workplace. The interesting concepts of motivation in language
learning and confidence in using the language are included.

Chapter I11 covers the research methodology of the study. This includes the
research design, research instruments and the methods of data collection and data
analysis.

Chapter IV presents the results and findings from the study. Information from
the needs analysis to the course development and course implementation has been
demonstrated.

Chapter V summarizes the study, discusses the findings and suggests

implications and recommendations for further study.
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CHAPTER Il
LITERATURE REVIEW

2.1 Introduction

This chapter presents the reviews of the principles and concepts that are
relevant and necessary for the development of the Business English oral
communication course for staff in international banks. The review covers English for
Specific Purposes, needs analysis and synthesis of previous research in the field,
adult-learners, competency-based approach, motivation and confidence in using the
language. These concepts are explored and reviewed in order to design an English

course that best suits the participants in the study.

2.2 English for Specific Purposes (ESP)

The role of English as an international language had expanded tremendously
by the 1950s. English has become increasingly important in international trade and
commerce (Richards, 2001: 23). Hutchinson and Waters (1993: 6-7) mentioned the
two key periods leading to the phenomenon of English for Specific Purposes (ESP).
First, the end of World War Il brought about the economic power of the United States
together with the scientific and technical expansion on an international scale in which
the role of international language fell to English. Second, the Qil Crisis of the 1970s
resulted in the flow of fund and Western knowledge into those oil-rich countries in
which the primary medium of communication was again English.

Thus, rather than learning English just for the sake of learning a language like
what was before, there becomes a new group of learners who have clear and specific
reasons of why they are learning English e.g. for trades and technology (Hutchinson
and Waters, 1993: 6). Richards (2001: 29) suggests that what these learners need is
not simply more study in “advanced English”, yet, what they need is “training” in the
types of English they would encounter in their specific occupations.

Referring to the common marketing concept of “demand and supply”, such

situation has unavoidably created a “demand” in which “supply” should be delivered.
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“Supply” in language teaching profession is the delivering of English for Specific
Purposes (ESP) to serve the “Demand” of learners for their particular language needs.
According to Sinha and Sadorra (1991: 3 cited in Meemark, 2002: 12), ESP means
“the teaching and learning of English for a very specific goal rather than for a very

general or broad purpose.”

2.2.1 Definitions of English for Specific Purposes (ESP)

There are numerous definitions of ESP provided by scholars in the
area. Some of them are listed as follows:

Munby (1978: 2) states that “ESP courses are those where the syllabi
and materials are determined in all essentials by the prior analysis of communication
needs of the learner, rather than by nonlearner-centred criteria such as the teacher’s or
institution’s predetermined preference for General English or for treating English as
part of a general education.” The key terms in his definition are ‘communication
needs’ and ‘learner’.

Strevens (1980: 90) defines an ESP course as “ those in which the aims
and the content are determined, principally or wholly, not by criteria of general
education as when English as a foreign language is a subject in school but by
functional and practical English language requirements of the learners. English
courses for medical doctors, for meteorologists, for secretaries, for businessmen, for
diplomats, for welders, for air traffic controllers, for nurses, for chemical engineering,
for students of physics of English literature, for teachers or teacher trainers, all these,
and many more, are examples of ESP.” Key terms-here are ‘functional and practical
English language requirements’ and “learners’.

Kennedy and Bolitho (1984: 3) describe that ESP “relates to the
purposes of the learners and the set of communication needs arising from these
purposes. These needs of the learners will guide the design of course materials. The
topics, themes, and kind of English to be taught are based on the interests and
requirements of the learners. The skills to be taught may be restricted.” Key terms are
‘communication needs’, ‘interests and requirements of the learners’.

Dudley-Evans and St John (1998: 4-5) define ESP in terms of both

absolute and variable characteristics as follows:
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2.2.1.1 Absolute Characteristics:

1) ESP is designed to meet specific needs of the learner.
2) ESP makes use of the underlying methodology

and activities of the disciplines it serves.
3) ESP is centered on the language (grammar,

lexis, and register), skills, discourse and genres appropriate to these activities.

2.2.1.2 Variable Characteristics:

1) ESP may be related to or designed for specific
disciplines.

2) ESP may use, in specific teaching situations, a
different methodology from that of general English.

3) ESP is likely to be designed for adult learners,
either at a tertiary level institution or in a professional work situation. It could,
however, be used for learners at secondary school level.

4) ESP is generally designed for intermediate or
advanced students. Most ESP courses assume basic knowledge of the language
system, but it can be used with beginners.

It can be observed that the key terms which appear in most of
the definitions about ESP are ‘learners’ and ‘needs’ (including communication,
functional and practical English). And thus, learners and needs are obviously
significant aspects in ESP.

In short, in answering the question of what ESP really is,
Hutchinson and Waters (1993: 19) insist that ESP must be seen as an.approach not as
a product. It'is just an approach to language learning which is based on learner’s

needs rather than a new kind of language or methodology.
2.2.2 Types of ESP
Strevens (1977 cited in Meemark, 2002: 15) mentions two major types

of ESP i.e. English for Occupational Purposes (EOP) and English for Academic

Purposes (EAP). EOP is where the learners need English in order to perform their
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occupations, either partly or fully. EAP is where the learners need English for
academic or educational purposes. St John (1996: 3) shares a similar aspect. She
describes ESP as “an umbrella term embracing a number of sub-divisions of which
two key ones in many definitions are English for Academic Purposes (EAP) and
English for Occupational Purposes (EOP).

Dudley-Evans and St John (1998: 6) offer an ESP classification by

professional area as in Figure 2.1.

Figure 2.1: ESP classification by professional area

English for Specific Purposes

English for Academic Purposes English for Occupational Purposes
Eng.for Eng.for Eng. for Eng. for Eng. for Eng. for
(Academic) (Academic) (Academic) Mgt, Professional Purposes Vocational Purposes
Scienceand  Medical Legal Finance &

Technology  Purposes Purposes - Economic

Eng. for Eng. for Pre- Vocational
Medical Purposes  Business ~ Vocational — Eng.

Purposes Eng.

In the present study, the focus is on English for Business Purposes
which is an area in English for Occupational Purposes and particularly under English
for Professional Purposes.

English for Business (sometimes called Business English) is one of the
current growth areas in ESP (St John, 1996: 12). Johns and Dudley Evans (1991)
state that Business English courses require the careful research and design of
pedagogical materials and activities for an identifiable group of adult learners within a
specific learning context. Strevens (1980) shares somewhat similar view by
describing that Business English is designed to meet specified needs of the learner,
thus, they are clearly ‘ESP’ or more specifically ‘English for Specific Business
Purposes (ESBP).
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St John seems to have a different perspective towards Business English
from those of Johns and Dudley Evans and Strevens. St John mentions Business
English as an umbrella term embracing English for General Business Purposes
(EGBP) and English for Specific Business Purposes (ESBP). EGBP may be described
as courses that are similar to General English courses with the materials focusing on
business contexts. Such courses are usually for pre-experience learners or those at the
very early stages of their profession whereas ESBP are courses that are specifically
designed and likely to focus on one or two language skills and specific business
communicative events. They are usually organized for job-experienced learners with
existing business knowledge and skills.

Regardless of differences in some scholars’ views and definitions
concerning Business English, the present research still obviously falls into the
category of English for Specific Business Purposes (ESBP) as it is planned to be
specifically developed in response to the job-experienced learners’ language
requirements in the field of banking — an area of EOP which is not adequately studied
so far.

Apart from the different definitions for Business English, the terms
used within Business English are also rather diverse as some may focus on people,
some on jobs and some on purposes (St John, 1996). Therefore, apart from using the
term ‘Business English’, some other terms like *English for Professionals’, ‘English
for Secretaries’, and so on, may also be used. In the early 1960s and 1970s, the term
‘commerce’ seems to dominate and usually refers to “written communication’ relating
to trade, and importing and exporting.

After that time, there is “a shift from-written to spoken
communication’. A study of needs analysis for Secretarial Science and Commercial
students (TAVED, Malaysia, 1994) reveals that the need for spoken or oral
communication-becomes dominant among all four skills. This is'supported by an
investigation into workplace communication needs of non-native English employees
that graduated from Monash University in Australia. In the study, Crosling and Ward
(1999) discover that skill in oral communication is significant and required in the
workplace, yet the preparation for oral communication is not sufficiently provided

during the undergraduate study.
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The findings from Crosling and Ward correspond with several
studies conducted in Thailand. Sonsa-ardjit (1980) conducts a study on the
government and state enterprise officers’ needs for English. Kanchanasatit (1980)
surveys the English language needs in business sectors. Findings from both studies in
Thailand indicated that listening and speaking skills are mostly needed and subjects
have the opinions that English learning from the educational institutes are inadequate
for effective use at work. All the studies seem to highlight one aspect that the teaching
of oral communication has not been given sufficient emphasis in schools.

The tailor-made English course of the present study then focuses on
the area of oral communication as it is the necessary skill for the participants’ nature
of work to perform their specific functions in the area of customer-services in

international banks.

2.2.3 ESP Course Design

Carter (1983, 133-135) states that there are three features common to
ESP course i.e. authentic materials, purpose-related orientation, and self-direction.
Authentic materials are usually feasible and highly useful for intermediate or
advanced level of ESP courses. Purpose-related orientation refers to communicative
tasks required of the target setting. Self-direction is characteristic of ESP courses in
that ESP is concerned with turning learners into users. In order for self-direction to
occur, Carter (1983) insists that the learners must have a certain degree of freedom to
decide when, what, and how they will study.
Robinson (1991: 42) suggests that ESP course design is the product of
a dynamic interaction between a number of elements i.e. the results of the needs
analysis, the course designer’s approach to the course and methodology and existing
materials (if any). All of these are modified by the contextual constraints or variables.
In terms of constraints, Jordan (2000: 64-65) states that ESP course
design may be restricted by:
1) Tutors/instructors: number available and their experience
and capabilities
2) Students: number and nationalities to be catered for; their

language level, etc.
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3) Other staff: administrative, secretarial, social, etc.

4) Time: length of the course, full-time or part-time
(frequency); weeks, days, hours.

5) Space: room size and location.

6) Facilities/equipment: language laboratory, cassette recorders,
TV and video, computers, overhead projectors, photocopier, books, stationery and
other materials.

7) Accommaodation: hostels or other arrangements for students;
proximity (transport, if necessary)

8) Finance: budget — size, fixed or variable; method and speed
of payment

9) Other influences: past experiences, motivation of students,
need for variety, a belief in learning by doing, need to be commercially viable,
‘common sense’, etc.

Stapp (1998: 169) proposes a framewaork for the incorporation of
technical content in a workplace English course, and a strategy for ensuring the
relevance and accuracy of such information through instructor-employer
collaboration. According to Stapp, if carefully designed, the result is highly effective
instruction. In his study of a workplace English course, the required technical
information was organized as a content course. To ensure the accuracy of the
information, the employer agreed to collaborate with the instructor on the materials
and instructional strategies. Stapp insists that collaborative efforts in workplace
courses offer many advantages for the employer and the instructor.

Based on the professional insights gained from developing
courses for language preparation for employment in the health sciences and from
relevant ESP literature, Gatehouse (2001: 6-9) examines four key issues in ESP
course design i.e. abilities required for successful communication in-occupational
settings; content language acquisition versus general language acquisition;
heterogeneous learner group versus homogeneous learner group, and; material
development. She hopes that her observations will lend insight into the challenges
facing the instructor acing as ESP course developer. Each of the four key issues

explored is summarized as follows:
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1) Abilities required for successful communication in
occupational settings

Graves suggests that there are three abilities necessary
for successful communication in a professional target setting. The first ability required
in order to successfully communicate in an occupational setting is the ability to use
the particular jargon characteristic of that specific occupational context. The second is
the ability to use a more generalized set of academic skills, such as conducting
research and responding to memoranda. The third is the ability to use the language of
everyday informal talk to communicate effectively, regardless of occupational
context.

The task for the ESP developer, according to Graves, is
to ensure that all of these abilities are integrated into the course. This is a difficult task
due to the amount of research required. Close elaboration between content experts and
the course developer is certainly required for the successful course development in
occupational context.

2) Content language acquisition versus general language
acquisition

Graves raises the question about how much time should
be devoted to vocabulary and content knowledge acquisition, as opposed to the time
spent developing general language skills. When she breaks down the time allotted in
her courses between the two areas, she finds that the time devoted to developing
general language far outweighs the time devoted to the acquisition of content
knowledge. Her learners indicate that they desire more opportunity to learn the
content knowledge. It is noted that learners are highly motivated to attend the content
lectures. Though majority of the learners in her courses possess a basic knowledge of
workplace terminology from their education and training, they usually recognize
meaning but not able to produce it. It is then determined that more time should be
allotted for work on pronunciation and learning the spelling of workplace
terminology. Moreover, much more time would be spent on communication for the
workplace; in this way, learners would have ample opportunity to practice the

restricted repertoire acquired in content lectures.



18

3) Heterogeneous learner group versus homogeneous learner
group
In order to set up a language course for workplace, a
large enough pool of candidates is commonly required. Therefore, learners in such
courses usually have mixed language abilities. Graves finds that those learners who
are struggling to catch up with general language proficiency simply found the content
knowledge to be overwhelming. One strategy she employs is to have the intermediate
learners focus on developing their listening skills during the content lecture. Those
without the background knowledge are to ask for clarification from their peers or
instructors. The advanced learners are encouraged to record as much detail as
possible, and to assist their peers whenever possible.
4) Material development
From her experiences, Graves believes materials for
ESP courses will unavoidably be pieced together, some borrowed and others designed
specially. Resources will include authentic materials, ESP materials, ESL materials
and teacher-generated materials.
Certain aspects presented in the above ESP literature
e.g. constraints and key issues observed are useful to be taken into consideration for

the course design of the present study.

2.2.4 Effective Practices in English for Occupational Purposes

A large number of English for Occupational Purposes focuses on
English training for learners in specific workplaces; for instance, nursing assistants,
bank tellers (Gillespie, 1996: 28-29). To achieve the optimal outcomes for all
stakeholders in the workplace, for instance, improved language skills and enhanced
self-esteem for participating employees; increased in productivity and work quality
for employers; and, enhanced capability and broader professional recognition for
course developers, Friedenberg et al. (2003: xi-xiii) recommend nine effective
practices for workplace language training. TESOL defines effective practices in
workplace training as “processes and strategies that lead to excellence, as documented
in real training situations”. Those nine effective practices suggested by Friedenberg el

al. are:
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1) Effective Practice 1: the workplace language training
provider has an effective, current strategic plan including setting goals and creating
development and strategies.

2) Effective Practice 2: The workplace language training
provider conducts effective marketing activities to understand the target market and
maintain a positive public image.

3) Effective Practice 3: The workplace language provider
builds a strong client relationship in conducting an organizational needs assessment
and developing a proposed program and contract.

4) Effective Practice 4: The workplace language training
provider provides quality program staff and appropriate staff support.

5) Effective Practice 5: The workplace language training
provider conducts a comprehensive research-based instructional needs assessment.

6) Effective Practice 6: The workplace language training
provider creates a research-based instructional design.

7) Effective Practice 7: The workplace language training
provider develops and selects program-specific training materials and activities.

8) Effective Practice 8: The workplace language training

provider delivers instruction that keeps participants involved and motivated.

9) Effective Practice 9: The workplace language training

provider conducts a program evaluation that relates program outcomes to program
goals and serves as a guide for future training.

As the present study is in the area of English for occupational
purposes - specifically for learners.in the workplace of international banks, the
effective practices suggested by Friedenberg et al. should provide certain practical
guidelines in course development to achieve the optimal outcome for all parties in the

study.
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2.3 Needs analysis

Since ESP should be viewed as an approach to language learning, which is
based on learner’s need (Hutchinson and Waters, 1993: 19) and because different
groups of learners usually have different language needs, each language course should
then be particularly designed to meet such varied needs.

To find out and gather information about each group of learner’ needs for a
course development, ‘needs analysis’ (sometimes called ‘needs assessment’) becomes
an important aspect in ESP. The concept of needs analysis is also necessary in the
context of international banking since merely General English is not sufficient to meet
the requirements for such a specific English usage. In conducting needs analysis,
usually more than one instrument should be exploited in order to gain as much useful
information as possible. Instruments recommended for conducting needs analysis
include questionnaires, surveys, observations and interviews (Richards, 2001).

In the area of workplace language training, Friedenberg et al. (2003) and
Terdal, Ruhl and Armstrong (2001) offer similar suggestions. Friedenberg et al. insist
that in designing a language training course, the course designer should try to learn as
much as possible about the learners. The information might be obtained from
conversations with potential participants, observations of employees on the job, and
collection of sample work-related materials. In addition to the needs analysis together
with observations of the staff on the job, Terda, Ruhl and Armstrong propose that
learners’ levels of language proficiency should also be assessed in developing an

English for workplace course.

2.3.1 Definition of Needs

Brindley (1984: 28) states that the term needs “is not as
straightforward as it might appear, and hence the term is sometimes used to refer to
wants, desires, demands, expectation, motivations, lacks, constraints, and
requirements.”

Mountford (1981: 27) describes that needs can mean “what the user-
institution or society at large regards as necessary or desirable to be learnt from a

program of language instruction.”
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According to Dudley-Evans and St. John (1998), needs analysis in

ESP can be determined as follows:

1) Target situation analysis/objective needs: Professional
information about the learners; the tasks and activities learners will be using English.

2) Wants/ Means/ Subjective needs: Personal information
about the learners: factors which may affect the way they learn such as previous
learning experiences, cultural information, reasons for attending the course and
expectations of it, attitude to English.

3) Present situation analysis: English language information
about the learners: what their current skills and language use.

4) Lacks: The learners’ lacks: the gap between 1) and 3).

5) Learning needs: language learning information:
effective ways of learning the skills and language in 4).

6) Linguistic analysis/ discourse analysis/ genre analysis:
Professional communication information about knowledge of how language and skills
are used in the target situation.

7) Expectation: what is wanted from the course?

8) Mean analysis: information about the environment in
which the course will be run.

However, according to Hutchinson and Waters (1993: 55),
‘target needs’ hides a number of important distinctions i.e. necessities, lacks and
wants. In the present study, the focus is on the ‘participants’ necessities’ which mean
‘what the learner has to know in order to function effectively in the target situation’
(Hutchinson and Waters, 1993: 55).

2.3.2 Steps in Needs Analysis
In the present study, the researcher follows steps in conducting the

needs analysis as proposed by Jordan (2000). A summary of the steps involved in

conducting a needs analysis is presented in Figure 2.2.
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Figure 2.2: Steps in needs analysis (Jordan 2000: 23)

| 10. Evaluate procedures and results
9. Implement decisions (i.e. decide upon syllabus, content,
materials, methods, etc.
| 8. Determine objectives
| 7. Analyze and interpret results
| 6. Collect data
| 5. Select method of collecting data
| 4. Acknowledge constrains/limitations
| 3. Decide upon the approach
| 2. Delimit student population
| 1. Purpose of analysis

Each step in needs analysis for the present study may be described
based on Figure 2.2 as follows:

1) Purpose of analysis: The study aims to investigate the needs
of customer-services staff working in international banks to be used as the basis in
development of an English for Specific Business Purposes.

2) Delimit student population: the delimitation or scope of the

study covers the customer-services staff working in international banks in Thailand.

3) Decide upon the approach: the study focuses on the
‘participants’ necessities’. According to Hutchinson and Waters (1987: 55),
necessities mean ‘what the learner has to know in order to function effectively in the
target situation” which in this case is to use business English oral communication in
performing the role of customer-services staff in international banks.

4) Acknowledge constraints/limitations: the pilot study could
not have been completely taken due to time and management constraints.

5) Select method of collecting data: for reliability of the data
obtained, the study follows the concept of triangulation of research instruments.
Questionnaires, interviews and site observations were utilized.

6) Collect data: information from questionnaires, interviews
and site observations have been collected from customer-services staff and
management in international banks.

7) Analyze and interpret data: Data obtained have been
analyzed and interpreted using SPSS program for descriptive statistics.

8) Determine objectives: the objectives of the course have been
established based on competency-based which is the approach widely used in work-

oriented language programs (Richards, 2001:159).
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9) Implement decisions: the course content and materials have
been designed based on information from the needs analysis.

10) Evaluate the course: the tailor-made course has been
validated by experts and pilot test. The main study was then conducted and evaluated
using oral/speaking test, vocabulary in context, participants’ confidence level and end
of course evaluation.

Apart form attempting all steps in needs analysis to develop the
specially-designed English course for the particular context of international banking,
the review and synthesis of other research in the area of workplace should also

provide additional insights into English for Occupational Purposes.

2.3.3 Synthesis of Previous Related Research

In order to construct a language course to meet the specific learners’
needs, the analysis of particular learners’ needs should be carefully conducted.
Dudley-Evans and St. John (1998: 122) believed that needs analysis is the corner
stone of ESP and leads to a very focused course. “Rather than developing a course
around an analysis of the language, an ESP approach starts instead with an analysis of
the learners’ needs.” (Richards 2001: 32). As different groups of learners have
different language needs, the content of the course should be specifically designed to
meet such needs. Simply put, in designing any ESP course, needs analysis with the
focus on the learners should always be regarded as one of the most important steps.
Instruments recommended for conducting needs analysis included questionnaires,
surveys, observations and interviews (Richards, 2001)

Due to the ‘gap’ as will be demonstrated in a number of studies on
needs analysis regarding English use and needs in Thailand, the researcher intends to
develop an ESP course entitled “Business English Oral Communication (BEOC) for
customer-services staff at international banks” based on the needs analysis to fill the
gap.

Certain studies have been conducted to investigate the English needs
from the perspectives of personnel in the educational institutes (instructors,
authorities, graduates), and employment sectors (some studies focus on private
companies, some on government and state enterprises, and some with more than one

sector). Findings from those studies point out that there is a somewhat mismatch
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between demand and supply in language teaching. Such mismatch which may be
considered a ‘gap’ leads the researcher to have an intention to deliver a supply that
most meets the demand in language need for a particular area of workplace.

Another mismatch in demand and supply of language teaching has
been observed by Savangvarorose (1983) in the study of Relevancy of business
English courses taught at Thai Universities to the needs of the Thai Business
community. Questionnaires and interviews were used to collect data from personnel
of business companies. In addition to questionnaires and interviews, the educational
institutes’ curricular were also employed to gather data from those academic sectors.
The results show that a number of business English writing courses are significantly
relevant to the need of writing skills of the Thai business community. Yet, there are
some institutes where courses taught do not really serve the needs of the Thai business
community. The most used skill in the Thai business community is writing, and yet,
business personnel still want to enhance their listening and speaking skills at a high
level.

Similarly, Savangvarorose and Rongsa-ard (1988)’s study on patterns
of English used in business negotiation and correspondence in Thailand reveals that
though there are some patterns taught in Thai universities that are the same as those
used by Thai businessmen, there are still some patterns taught that are quite different
from the patterns in actual use.

Pholsward (1989) conducts an assessment of English language needs
in computer science. The researcher employs structured interview as the instrument
for data collection. Twenty-two subjects in managerial positions and three subjects in
non-managerial positions have been interviewed. Twelve subjects choose speaking/
listening as the most needed skills, another twelve choose reading and only one
subject chooses writing. In terms of level of language proficiency, most subjects state
that they are not satisfied with their skills in speaking, listening and writing while
their reading skill is quite functional. The findings also indicate the mismatch in
language teaching as most subjects thought there is still a discrepancy between the
university language curriculum and language requirements on the job. The subjects
state that they could not express themselves orally in their workplace due to
insufficient practice at school. They mention that the curriculum taught at the
university is geared towards grammar study and practice in reading and writing in

general content whereas speaking activities are very minimal. They suggest that the
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curriculum should include more speaking activities and relevant writing practices in
correspondence and memos.

Boonjaipet (1992) aims to investigate English language needs and
problems in English use of the officers at the counters of the post offices in Bangkok.
Questionnaires and interviews were administered to 226 subjects. The result reveals
that the language skills most needed are speaking and listening. The language
function most needed is “giving service information. The problems that the officers
encounter most are customers’ accent, the customers’ fast speech and their own
incompetence in speaking English.

Jiranapakul (1996) studies the Thai engineers’ language needs for
communication. The researcher uses interview as the instrument to collect the data.
Twenty one managerial engineers and twenty-one operational engineers from twenty-
one sampled companies have been interviewed. The findings indicate that both groups
of engineers share the same point of view that English is an important communicative
tool and factor for good work and career advancement. The result also points out that
the operational engineers need listening and speaking training courses the most. For
the managerial engineers, writing and speaking training courses are most needed.

Promrat (1998) investigates the English vocabulary competency and
problems with using English in the special situation faced by the tourist police in the
lower Central Region of Thailand. thirty-nine tourist police of the Tourist Police
Division 3 Section 4 are subjects of the study. VVocabulary test and open-ended
questionnaires are used to collect the data. The results reveal that the Tourist Police
Division 3 Section 4 has the highest vocabulary competency in the category of
‘Answering phone call’ and the lowest competency-in the category of ‘Legal terms’.
They have problems listening to the foreign tourists and what they need is the
intensive English training courses with emphasis on the practice of conversations with
foreigners.

Silpa-Anan (1991) investigates the specific needs of science graduates.
The subjects of the study include both the academic and the employment sectors. The
researcher uses both questionnaires and interviews to gather the data. The subjects in
employment sector rank the skills most needed as speaking, listening, reading and
writing respectively whereas the subjects from the academic sector rank the skills

most needed as listening, speaking, reading and writing.
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Such different perspectives among different parties have also been
found in the study on the exploration for the needs for English use of the Thai society,
concerning the standards and quality of English of Thai University graduates
(Wongsothorn et al, 2002). This study indicates that the subjects from the private
sector rank speaking as the most needed skill, followed by reading, listening,
translating, and writing respectively whereas subjects from the other categories
including government sector, university instructors and authorities sector and
university graduates rank reading as most needed followed by translating, listening,
speaking and writing.

Apart from the different perspectives and the mismatch in language
teaching, other studies further indicate that business English communication is
significant and required by workplace. In a study on needs analysis specifically
conducted in the area of banking industry, Meksophawannagul and Hiranburana
(2003) use questionnaires and interviews to gather information in order to design
materials for English for Business Purposes with a focus on employees’ needs. They
aim to develop such materials in the form of web-based e-learning, using a business
case study. Bank employees from both Thai commercial banks and branches of
foreign banks in Thailand are used as samples. The findings show that subjects
frequently use reading skills, listening, writing, speaking and translation at work. In
terms of difficulties in using English, subjects feel that the most difficult skill is
speaking, followed by listening and writing. Majority of the subjects in the study are
satisfied with their reading and translation skills. The interviews also confirm the
significance of business English communication. One of the interviewees in this study
describes, “Business English communication is an essential skill in working.
Although I do not work in an international bank, sometimes, I still have to deal with
foreign customers. | find that it is difficult to communicate with them in English.
Also, English is now part of the promotion criteria.” (Meksophawannagul and
Hiranburana, 2003: 135).

The significance of English communication is also supported by the
study conducted by Sunthornwatanasiri (2000: 84) which indicates that competency in
English communication and job accountability are the two most valued qualifications
of employees. These qualifications are chosen by all informants who are management,
current employees and graduates majoring in business administration. Subjects in the

study on “From needs analysis to course design of English business communication
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for learners with job experience” (Rungnirundorn and Rongsa-ard, 2005: 6-7) also
state that they need to improve their business English communication skills as they

believe such communication skills are closely linked with their career promotion.

2.4 Adult Learners

Learners in ESP courses are usually adults with clear needs of why they are
learning English (Johns and Dudley-Evans, 1991: 304). Hence, the concept and
principles of adult learners together with the investigation of their needs should be
considered and properly integrated into the development of an ESP course.

The present study which is in the area of ESP also deals with learners who are
considered “adult learners” as they have completed at least bachelor’s degree of
education and they now possess certain level of working experiences to speak of
comparing to non-adult learners who are more dependent and lack of such
experiences (Knowles, 1984: 54). Adult Education (sometimes called ‘andragogy’),
has been defined by Knowles (1984: 52) as ‘the art and science of helping adults
learn’.

Non-adult learner is motivated by external factors such as parental pressure,
pressure from teachers, etc. On the contrary, the adult learning approach views the
learner as a self-directed learner i.e. a learner responsible for his or her own learning.
Adult learners see learning as a process that transform them and make their
experiences a part of the learning process. According to Koffel (1994: 35), adult
learners can transfer the subject matters they learn in the classroom to practical
applications of enhanced knowledge or skills on the job or in their lives. Sifakis
(2003) points out that the adult education or andragogy shares similar theoretical
constructs with ESP i.e. a concern forlearner autonomy and motivation, self-directed
learning, self-confidence, etc. The adult education aspect used in this study then
focuses primarily on learners’ motivation and self-directed learning as they are clearly
major aspects of both andragogy and ESP approach (Knowles, 1984: 59).
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2.4.1 Characteristics of Adult Language Learners

Some interesting characteristics of adult learners as described by

Harmer (2003: 40) are:

1) They can engage with abstract thought.

2) They have many life experiences to draw on.

3) They have expectations about the learning process, and may
have their own set patterns of learning.

4) They are likely to be more disciplined than some
and are more prepared to struggle on.

5) They come into classroom with a range of experiences which
allow teachers to employ various activities with them.

6) They often have a clear understanding of why they are
learning and what they want to get out of it.

Harmer (2003: 40) further raises certain characteristics of adult
learners which may cause some difficulties in learning and teaching. For example,
adult learners can be critical of teaching methods, they may have bad experiences
which results in lower confidence in learning a language and they may worry that
their aging may reduce their intellectual ability.

To handle such potential problems, teachers of adult learners should
recognize the need to minimize those bad learning experiences; reduce the fear of
failure by offering achievable activities, listen to their concerns and modify what we
do to suit their learning tastes (Harmer, 2003: 41).

Adult Education principles can be extremely useful in ESP curriculum
design (Sifakis, 2003: 198), because adult education considers the notion of
‘adulthood’ as a feature of all ESP learners and it interprets all ESP situations in terms
of-adult learning specifications. This is particularly applicable to the research under
study as it deals with adults who possess certain level of working experiences in the

business context of international banking.
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2.4.2 Principles of Adult Learning Theory

The principles of adult learning theory as proposed by
Friedenberg et al. (2003: ix) are listed as follows:

1) Adults need to be involved in the planning and evaluation of
their instruction.

2) Adults are most interested in learning subjects that have
immediate relevance to their jobs or personal lives.

3) Adult learning is problem centered rather than content
oriented.

4) Experience, including mistakes, provides the basis for
learning.

Such principles of adult learning theory have led to the development
of learner-centered instruction which is an approach used by many course developers
(Friedenberg et al., 2003). In learner-centered approach, learners participate actively
in every class session, developing and practicing language skills as they work together
in teams or pairs on specific communication tasks and problems. For example, in
training courses with a focus on oral communication, participants may role-play
interactions with coworkers, practice turn-taking or initiating a topic in meetings, or
make simulated sales presentations with videotaping for later review.

In the study on “Transitioning from Content-Centered Instruction to
Student-Centered Learning: a Qualitative Study of One Community College
Instructor’s Experience’ (Stevens 1997 cited in Sunthornwatanasiri, 2000: 84),
instruments like observations, survey and interviews together with literature reviews
on student-centered training framework were used to gather information. The
findings may lead to the conclusion that students in student-centered classroom gain
higher-achievement in their studies than those in traditional classroom and, instructors
in student-centered classroom use more teaching techniques than instructors in the
traditional ones.

According to Friedenburg et al. (2003), learner-centered instruction is
effective because it enables participants to build on the knowledge and experience
they already possess and encourages them to take responsibility for their own
learning. By providing the opportunities for practice and problem solving, it simulates

the real workplace, where employees must communicate and solve communication
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problems on their own. In this way, learner-centered instruction promotes the transfer
of skills and knowledge from the classroom to the workplace.

However, one of the findings of the Commission for a Nation of
Lifelong Learners (1997) indicates that many higher education programs are poorly
adapted to the needs of employers and adult learners. As a result, such programs pose
barriers to participation and a lack of flexibility in scheduling, academic content,
modes of instruction and etc. Hence, teachers or trainers should be more concerned
with their learners’ needs together with their particular characteristics for optimum
learning outcome.

Apart from the principles as suggested by Friedenberg et al. (2003),
there is another set of useful principles and practices of adult learning proposed by
Caffarella (2002: 29-30). Some of them are described as follows:

1) Adults have a rich background of knowledge and experience
and learn best when this experience is acknowledged and new information builds on
their past knowledge and experience.

2) Adults are motivated to learn based on a combination of
complex internal and external forces.

3) Adults have preferred and different ways of processing
information.

4) For the most part, adults are pragmatic in their learning; they
want to apply their learning to present situations.

5) Adults come to a learning situation with their own personal
goals and objectives, which may or may not be the same as those that underlie the
learning situation.

6) Adults prefer to be actively involved in the learning process
rather than passive recipients of knowledge.

From the principles stated, we may conclude that knowledge,
experience, need for active involvement and application to the job seem to be
prominent aspects of adult learning. Both Friedenburg et al. (2003) and Caffarella
(2002) share similar ideas regarding how such principles should be incorporated into
the program e.g. collecting ideas from learners, building the instructional content
around the past knowledge and experiences of learners, ensuring that such adult

learners feel accepted and supported, etc.
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With their accumulated experience, their inherent autonomy and with
clear needs in mind, adult-learners tend to have greater ability to make judgments.
Once properly implemented, such an aspect could be useful in ESP teaching and
learning situations (Sifakis, 2003). Therefore, along the process of translating needs
analysis towards course development, adult learning principles will be taken into
consideration for optimal result. For instance, the researcher aims to get as much
involvement and sharing from these adult learners; the content of the study must be as
much relevant to their jobs as possible; their experiences would be highly valued and

integrated into the course as appropriate.

2.5 Competency-based Approach

To achieve the best possible learning outcome, the course should be
constructed by using the framework that reasonably fits a particular context. In the
study, competency-based approach is focused. The approach is based on specification
of the competencies learners are expected to master in relation to specific situations
and tasks. “Competencies are a description of the essential skills, knowledge, and
attitudes required for effective performance of particular tasks and activities”
(Richards, 2001:159). Competency-based approach is widely used in social survival
and work-oriented language programs.

Leung (1994) and Louhiala-Salminen (2001) share similar belief that
language accuracy is not the sole problem of communication at workplace. Leung
proposes that the main problems lie in the ability to use appropriate language and to
master the specific terms in the particular vocational field. A Competency-based
approach with its focus on specification of the competencies that learners are expected
to master in relation to specific situations and tasks seem to be a good solution in such
situation.

The present study aims to design a course for learners that are
customer-services staff working in international banks. From the nature of the job
itself, the main job responsibility of the participants is to answer customers’ enquiries
on the phone. Therefore, competency in oral communication is considered a highly
essential skill to effectively fulfill their jobs. This is supported by the findings from a

study conducted by Sunthornwatanasiri (2000). The study reveals that competency in
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English communication and job accountability are the two most valued qualifications
of employees. These qualifications are chosen by all informants who are management,
current employees and graduates majoring in business administration.

In the present study, the information gathered from needs analysis is
used as the basis for developing the training course which in this case, is a customized
English for workplace course. The course will be mainly developed based on the
competency-based approach. In a study of business communication, Louhiala-
Salminen (2001: 113) refers to a comment from one of the focus group respondents
that “The language does not have to (be) perfect or even correct, but it has to be
understandable. Otherwise, it can create costly problems to business.”

Competency-based approach (CBA) or competency-based training
(CBT) focuses on seeing and doing. It is distinctly different from traditional
educational processes which attempt to educate learners by providing a vast area of
knowledge that they might (or might not) use later in a given situation. CBA aims to
equip learners with competencies necessary for the successful performance of their
jobs. Competency-based means learners will be measured against the course
objectives with emphasis on acquiring the essential knowledge and concepts needed
to perform a job, not just acquiring new knowledge (Mcintosh 1996). In brief,
Competency-based focuses on how well the learners perform rather than how much
has been learned.

Competency-based training has been defined by Hagan (1994: 45) as
an approach to vocational education and training which has the focus on the
‘outcomes’ or what a learner can do at the end of the course. This is different from the
traditional approach which focused on ‘time’ and ‘teacher input’ (Hagan, 1994).
Docking (1994: 72) states that the use of competency-based approach is based on the
idea of fulfilling learners’ needs in curriculum design and of applying criterion-
reference testing (CRT)- in language evaluation.

The movement in the area of evaluation towards criterion-referenced
testing (CRT) also promotes the CBA. The CRT is usually produced to measure the
specific objectives of a particular course (Brown, 1996). The purpose of CRT is to
measure how much a learner has accomplished on each objective without reference to
the other learner’s results. CRT also emphasizes flexibility to meet individual
learner’s needs and recognizes prior learning or current competencies in relation to
the training (Hagan, 1994).
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Docking also describes other aspects why CBA or learning outcomes
might be appropriate in a training program. Such aspects are — a means of
communicating curriculum expectations to learners; rewarding excellence; ensuring
consistency in standards; raising standards to meet competency profile requirements
and not just to pass the marks; avoiding cultural bias and facilitating equity; meeting
the need for flexibility and diversity and consistent comparable standards;
empowering learners to take more responsibility for their learning, etc.

The focus on learner’s needs is the major issue in designing a syllabus
in a competency-based approach as well as in the ESP context. As previously
mentioned, needs may have various interpretations (Hutchinson and Waters, 1993) —
as necessities (the demand of the target situation), lacks (the gap between what the
learner has already known and the language functions needed in the target situation),
and wants (what the learner would like to learn). In the competency-based approach,
the needs as necessities i.e. what the learner has to know in order to function
effectively in the real situation may be used as the starting point to determine what
learners should have possessed at the end of the course (Sujana, 2005). Such
information can be obtained from the study and observations of job responsibilities of
the learners in their actual workplace.

Blank (1982: 5) cited in Langenbach (1988: 38) summarizes the major
different characteristics between competency-based and traditional training programs.
The differences are highlighted in Table 2.1.

Table 2.1: Basic characteristics that distinguish between competency-based and traditional

training programs

Characteristics Competency-based Programs Traditional Programs

1. WHAT 1. Are based solely on specific, | 1. Are usually based on
Students precisely stated student textbooks, reference material,
Learn outcomes (usually called course outlines

competencies or tasks) that have | or other sources removed from
been recently verified as being the occupation itself. Students
essential for successful rarely know exactly what they
employment in the occupation will learn in each successive
for which the student is being part of the program. The
trained. These competencies are | program is usually built around
made available to all concerned | chapters, units, blocks, and

and describe exactly what the other segments that have little
student will be able to do upon meaning within the
completing the training occupation—instructors focus

program. on “covering materials.”
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2. HOwW 2. Provide trainees with high 2. Rely primarily on the
Students quality, carefully designed, instructor to personally deliver
Learn learner-centered learning most of the instruction through

activities, media and materials live demonstrations, lectures,
designed to help them master discussions and other instructor-
each task. Materials are centered learning activities.
organized so that each Students have little control over
individual trainee can stop, slow | the pace of instruction. Usually,
down, speed up or repeat little periodic feedback on
instruction as needed to learn progress is given.

effectively. An integral part of

this instruction is periodic

feedback throughout the

learning process with

opportunities for trainees to

correct their performance as

they go.

3. WHEN 3. Provide each trainee with 3. Usually require a group of
Students enough time (within reason) to | students to spend the same
Proceed from fully master one task before amount of time on each unit of
Task to Task being allowed or forced to move | instruction. The group then

on to the next. moves on to the next unit after a
fixed amount of time which may
be too soon or not soon enough
for many individual trainees.

4. IF 4. Require each individual 4. Rely heavily on paper and
Students trainee to perform each task to a | pencil tests and each student’s
Learned Each high level of proficiency in a performance is usually

Task job-like setting before compared to the group norm.

receiving credit for attaining
each task. Performance is
compared to a preset, fixed
standard.

Students are allowed (and
usually forced) to move on to
the next unit after only
marginally mastering or even
“failing” the current unit.

Graves (2000: 46) describes a competency as an attempt to specify and

teach the language and behavior needed to perform in a given situation, for example,

how to perform in a job interview, how to open a bank account. According to Graves,

competencies are an interesting way to conceptualize content because the elements

can be specified and their achievement can be measured. Thus, competency-based

syllabuses are particularly popular in contexts where the sponsor wants to see

measurable results.

According to The Mallinckrodt Consulting Group (1997), the current

competency-based model focuses on behavioral goals and objectives rather than

course credits and grades. For learners to graduate or complete a program, they must

demonstrate competency in a number of required areas. Assessment is the most

distinctive feature of the competency-based model, with clearly stated and measurable

objectives. As learners proceed through their studies, they are required to demonstrate
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competency at different levels (e.g. basic, intermediate or advanced) in each skill area.

Because the focus is on skills rather than the accumulation of knowledge, a

competency-based program works well with students on both liberal arts and

professional tracks. Students from all backgrounds will benefit from a more adaptive

teaching style, which allows for more approaches and perspectives, and addresses a

wider range of needs and levels.
Field and Mawer (1998: 54) also attempt to describe the differences
between competency-based training and traditional training. Most of the

characteristics are similar to the one offered by Blank (1982). However, what Field

and Mawer highlight as an additional aspect is that the competency-based training

should also value the previous learning of the learners. Such differences are presented

in Table 2.2.

Table 2.2: Competency-based training vs. traditional training

Characteristics Competency- based Traditional
Focus Qutcomes Content
What participants can do. What the trainer talks about.
QOutcomes are carefully described. Methods
Participants are clear about what they | How trainees spend their time.
have to do, to what standards and
under what conditions.
Time Variable Fixed
Trainees can learn at their own pace. | All trainees spend the same
amount of time completing a
subject.

Assessment Criterion-based Pass or fail
Trainees are assessed as competent in-| Results come from theory and
specific areas. practical tests.

When competency standards are not
achieved, participants are encouraged
to try again.
Location On the job and off the job Classroom centered

A lot of the learning happens on'the
jobeither under supervision or as
part of normal work.

Most training happens in a
classroom environment.

Previous learning

Recognized
Learners can concentrate on new
skills and knowledge.

Ignored
Everyone is trained in the same
thing.

Jureckov (1998: 27) points that traditional ESP syllabuses are often

over-designed with ‘content’ and are managed by the quantity of their input to force

teachers to lag behind the time schedule and thus, results in limited practical
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involvement of the learners. She further refers to Wajnryb (1992: 124) that a more
positive outcome can be achieved by actively engaging the learners. Jureckov
concludes that a designed ESP syllabus should show balance in its content quality and
quantity. Such balance should be realistically set in an adequate time frame.

From a comparative study between a standard 6-week training course
for nurses and a 2-week competency-based course by Ajello et al. (1991) cited in
Mclntosh (1996), the result reveals that the competency-based course leads to more
rapid achievement of skill competency and was significantly less costly. Besides,
when the training is based on adult learning principles (e.g. two-way communication)
and is competency-based, trainer and trainee satisfaction is higher. Findings from a
number of comparative research in this area also indicate that the learners from
competency-based or outcome-based teaching have higher learning achievement than
those in traditional teaching (Stevens, 1997 cited in Sunthornwatanasiri, 2000: 84).

In determining the English competencies needed in the particular
context of international banks, the researcher plans to follow a number of steps as

suggested by Sujana (2005) in Figure 2.3.

Figure 2.3: Steps in finding out English competencies needed in a particular workplace

Identification of Target Group

}

ldentification of Duties of Professional Workers

!

Assessment of Communicative Needs

!

Translation-of Communicative Needs into English
Language Competencies

!

Translation of Competencies into linguistic and other
specifications

!

Teaching/learning activities to develop competencies
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Each step in finding out English competencies for customer-services
staff in an international bank together with its descriptions and examples will be

described in details in Chapter IV.

2.6 Motivation in Language Learning

Motivation on the learners is an important factor that encourages
learners to put strong effort in learning which as Hutchinson and Waters (1993: 48)
point out, “one of the most important elements in the development of ESP is
motivation”.

Teacher can also promote a number of motivational conditions in class
to help enhance participants’ learning. Dornyei (2001: 31) insists that from her
decades of teaching experiences and surveys in the area of motivation, the following
three motivational conditions are indispensable i.e. appropriate teacher behaviors and
a good relationship with the students; a pleasant and supportive classroom
atmosphere; and, a cohesive learner group with appropriate group norms.

Some interesting aspects regarding motivational conditions stated by
Dornyei (2001: 32- 49) are described as follows:

1) Appropriate Teacher Behaviors in which the teacher can do to
motivate their learners include four general points:

1.1) Enthusiasm

1.2) Commitment to and expectations for the learners’ learning

1.3) Relationship with the learners

1.4) Relationship with the learners’ parents

2) A Pleasant and Supportive Atmosphere in the Classroom

Apart from the teacher’s rapport with the learners and
relationship among learners themselves, Dornyei (2001: 41) mentions that in a
supportive classroom, the norm of tolerance prevails and learners feel comfortable
taking risks knowing that they will not be embarrassed or criticized when they make a

mistake.
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3) A Cohesive Learner Group with Appropriate Group Norms
A cohesive learner group is one which is ‘together’; in which
there is a strong ‘we’ feelings; and which students are happy to belong. (Dornyei,
2001: 43).

2.7 Confidence in speaking English

American Heritage Dictionary (2001) defines ‘confidence’ as “a feeling of
assurance’ and ‘the state or quality of being certain’. Webster’s New World
Dictionary (1995) defines ‘confidence as “belief in one’s own ability”. Similarly,
Webster’s College Thesaurus (2000)’s definition of ‘confidence’ is ‘a firm belief in
one’s powers, abilities, or capacities’

From the above definitions, confidence seems to be concerned with a feeling
of emotional security. Thus, when come to observe and identify this particular aspect
of confidence, it may be rather difficult to do so objectively. Not many specific
guidelines or criteria were found from literature reviews. However, with an attempt to
describe certain criteria to observe this confidence aspect, some suggestions in
literature about assessing speaking may be adapted. Parker (2001: 8) suggests in his
book on “Basic public speaking: The roadmap to confident communications” the
following points for an area of the speech evaluation:

1) Delivery — overall, how was the delivery?

2) Relax — did the speaker seem relaxed?

3) Eye contact — was there sufficient eye contact?

4) Vocal quality — was the rate, tone, pitch and volume appropriate?
5) Pause — was the pause appropriate or was it too long?

According to Richard-Amato (1988: 212-213), typical language behaviors of
students at various levels of proficiency in the classroom particularly in the area of
speaking are listed in Table 2.3.
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Table 2.3: Typical language behaviors of students at various levels of proficiency in the classroom

Level of Student Typical Behaviors

Beginning Student Low: Depends almost entirely upon gestures, facial
expressions, objects, pictures, and often a translator
in an attempt to understand and to be understood
Mid: Speaks very haltingly, if at all

High: Speaks in an attempt to meet basic needs, but
remains hesitant; make frequent errors; often falls
into silence

Intermediate Student Low: Same or similar to high-beginning student
Mid: Often knows what he or she wants to say but
gropes for acceptable utterances; make frequent
errors; is often asked to repeat and is frequently
misunderstood

High: Is beginning to gain confidence in speaking
ability; errors are common but less frequent

Advanced Student Low: Same or similar to high-intermediate student
Mid: Speaks more fluently but makes occasional
errors; meaning is usually clear

High: Speaks fluently in most situations with fewer
errors; meaning is generally clear

From Table 2.3, such aspects as fluency, hesitation, silence, errors are used to
distinguish student’s speaking proficiency level. The aspect of confidence is also
mentioned but no elaboration of how this could be observed is given.

In assessing speaking, Luoma (2004: 87) suggests an example of a fluency

scale presented in Table 2.4.

Table 2.4: Example of a fluency scale (Luoma, 2004: 87)

Scale Descriptions
0 Utterances halting, fragmentary and incoherent.
1 Utterances hesitant and often incomplete except in a few stock remarks and

responses. Sentences are, for the most part, disjointed and restricted in length.

2 Signs of developing attempts at using cohesive devices, especially
conjunctions. Utterances may.still be hesitant, but are gaining in coherence,
speed and length.

3 Utterances, whilst occasionally hesitant, are characterized by an evenness and
flow, hindered, very occasionally, by groping, rephrasing and
circumlocutions. Inter-sentential connectors are used effectively as fillers.

In Table 2.4, hesitation in utterances, coherence and flow seem to be the

common descriptions of fluency.
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Such aspects as fluency, silence, and hesitation/pause may be used as
guidelines in observing the participants’ English speaking ability and their confidence

level in the study as situation and time permits.

2.8 Gap for the Present Study

From the literature in this chapter, several studies as previously mentioned
seem to highlight one important aspect that the educational institutes seemed not to
adequately deliver English courses that truly meet the requirements of the
employment sector. The academic and employment sectors tend to have different
views towards the use of English and skills most needed. As a result, what was taught
at school might not satisfactorily fulfill what was expected at workplace. In addition,
the teaching of oral communication seems not to be given sufficient emphasis from
schools and speaking is the skill that subjects in the private sector would like to
improve most. This is also supported by studies in other countries. For instance, Poon
(1991) conducts a needs analysis of business students and its implications for
curriculum review and development. The researcher uses questionnaire as the
instrument in collecting data. Subjects in the study are alumni graduates of Hang Seng
School of Commerce. The questionnaire aims to gather information regarding the
characteristics of the subjects” careers, the language skills frequently used on their
jobs, their motivation in learning English, the usefulness of the Business English
programs subjects study in the second year of their diploma course. Subjects indicate
that speaking is their weakest skill-and thus, they suggest more emphasis on speaking
skills should be given in the Business English course.

The present study of the researcher then attempts to fill such a.gap. A specific
English course that is tailored to the particular group of an important employment
sector i.e. customer-services staff in the area of international bank, with a focus on
business English oral communication, is developed and implemented. Evaluation is
also conducted to find out its effectiveness.

In his study on ESP course design for German bankers at the German Central
Bank, Edwards (2000) suggests that apart from conducting needs analysis, previous

experience and knowledge on both teacher and learner should be incorporated into the
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course development for effective teaching. This is significant particularly when
learners in the course are adults who already possess certain extent of knowledge and
experiences. Therefore, this aspect should be properly incorporated in the course
design and implementation.

In teaching the course to participants under study, the researcher plans to
integrate the stated characteristics of the competency-based approach i.e. focusing on
outcome to ensure that participants could achieve the required competencies in a job-
like setting; using learner-centered learning activities and providing sufficient time to

each learner to master each task rather than focusing heavily on grammatical aspects.
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CHAPTER Il
RESEARCH METHODOLOGY

3.1 Introduction

This chapter describes in details the research methodology of the
study. The description covers research design, population and samples, instruments
for each stage of the research together with methods of data collection and data
analysis.

The main objectives of the present study are to investigate the needs
for business English oral communication of customer-services staff in international
banks; to develop a Business English Oral Communication (BEOC) course for Thai
customer-services staff in international banks based on the needs analysis; and, to
evaluate the effectiveness of the Business English Oral Communication (BEOC)

training course

3.2 Research Design
This study is research and development research. The research is conducted in

three main phases:

Phase | — Conduct needs analysis to investigate the English needs and problems of the
participants in the study. For triangulation purpose, three research instruments
consisting of questionnaires, interviews and site observations have been designed and

utilized.

Phase Il — Translate the information ‘obtained from the needs analysis and synthesis of

ESP development literature to a course development.

Phase 11l — Evaluate the effectiveness of the course both quantitatively and
qualitatively. A single group pretest-posttest design was used for its experimental
aspect with the aims to look at the effects of the course (independent variable) on the

participants’ level of business English oral communication, their vocabulary -
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knowledge and their level of self-confidence in speaking English (dependent
variables). To evaluate the effectiveness of the course, SPSS descriptive statistics,
t-test and effect-size were used to analyze those quantitative data.

For qualitative data, interactions between the researcher (as the trainer or
teacher in this study) and the participants (as trainees or learners) as well as among
the participants themselves have been observed. Apart from teacher’s observations,

both teacher and learners kept records in logs on a regular basis.

3.3 Population and Samples

3.3.1 Population

The population of the study consisted of approximately 450 Thai
customer-services staff working in international banks in Thailand. For international
banks that provide solely banking services, they usually employ merely four to five
customer-services staff to provide such services to their customers. On the other
hands, international banks that are also the major credit card issuers hire as many as
100 customer-services staff to handle enquiries from both bank and credit card

customers.

3.3.2 Samples

A cluster sampling for the needs analysis stage and a purposive
sampling for the course implementation stage have been used to obtain the two sets of

samples for the study.

3.3.2.1 Cluster Sampling to Obtain Participants for the Needs
Analysis
In this study, cluster sampling was employed in which six
international banks (clusters) in Thailand were selected. The reason why cluster
sampling, which is the selection of groups or clusters of subjects rather than
individuals (Fraenkel and Wallen, 2000: 110) is used is that it is ideal when it is

impossible or impractical to complete a list of the elements composing the population
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(Babbie, 2001: 61). In the present study, the implementation of a simple random
design would be too costly in time and money. According to Emory (1976: 153), a
more efficient sample in a statistical sense is one which provides a given precision
with a smaller sample size. This may be achieved by utilizing our knowledge to
stratify the population to obtain a sample which is economically more efficient. From
cluster sampling, the researcher aimed to have at least 100 customer-services staff for
the questionnaire survey. This number is suggested by Fraenkel and Wallen (2000:
118) as the minimum number for descriptive studies.

From cluster sampling, 174 samples from six international
banks were obtained to be respondents in the questionnaire survey and 20 samples
(both staff and their managers/supervisors) were interviewed for additional
clarification.

3.3.2.2 Purposive Sampling to Obtain Participants for the Course
Implementation

A purposive sampling has been used to obtain twenty to
twenty-five customer-services staff from the international bank that meets the criteria
as participants in the main study.

According to Emory (1976: 166), purposive sampling
normally involves an effort to obtain a sample that conforms to some predetermined
criteria. In the present study, the criteria for selecting participants for the main study
are listed as follows:

1) Participants that are currently working as customer-
services staff in an international bank in Thailand.

2) Participants are able to attend the class on a regular
basis with full support and permission from their supervisors.

3) The selected bank must be large enough to have
adequate number of customer-services staff to participate in the study.

To obtain the samples for the course implementation, the
researcher approached and sought permission from the management at an
international bank that meets the criteria to conduct both the pilot and the main study.
The researcher made a number of appointments with various groups of management
to clarify the purpose and potential benefits of the research. The process took months

before the approval has been finally given from the bank.
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From purposive sampling, 23 samples from one international
bank that met the criteria were recruited for participants in the main study. For
confidentiality aspect as requested by the bank, the name of the bank for the main
study cannot be spelled out. The researcher will then refer to this bank by using ‘the
bank” or “ABC” Bank if the name has to be mentioned.

As management change either in the form of moving out from
the bank or moving to different departments is very common in the banking business,
the researcher requested the present highest executives in charge of the department to
sign the confirmation letter. The letter stated that the researcher would be allowed to
visit the bank in order to gather necessary information till the project has been
completed. Once the tailor-made English course has been developed, she would also
be allowed to conduct and evaluate the course with the sampled staff. This is essential
to guard against possible problems or interruptions of the research that may arise due

to the management change.

3.4 Stages of Research

Prior to the development of the business English oral communication course
for participants in the study i.e. customer-services staff in international banks, the
researcher conducted the needs analysis to find out their needs and problems in using
English in this particular context. However, in order to design the research
instruments for the needs analysis, the preparation stage to gather updated information
about the bank’s current practices has been taken first. Once the instruments are
ready, each of them has been verified before actual use. As the information have been
gathered, they are coded and analyzed for meaningful data. The course modules and
lesson plans were then prepared and verified by experts. A pilot study has been
conducted two weeks prior to the main study. The lesson plans were adjusted as
appropriate according to the information suggested by experts and from the pilot test.
A two-month main study then has been implemented. Along the study, the researcher
attempted to gather information both in terms of quantitative and qualitative aspects in

order to evaluate the effectiveness of the course.
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3.5 Research instruments

As there are three stages in the study i.e. needs analysis, course development

and course evaluation, instruments were designed and used for each stage as follows:

3.5.1 Instruments for the Needs Analysis

Needs analysis has been conducted to find out the needs of the
staff currently working in international banks as well as their management’s needs
and expectation regarding their staff’s English proficiency. To ensure the reliability of
data gathering, i.e. questionnaires, interviews and observations were utilized for

triangulation purposes.

Preparation Stage
Before developing each instrument, the researcher needs to

acquire the overview of what customer-services staff are actually doing at their jobs,
for instance, their tasks, their needs and problems. Although the researcher might use
her personal experience working as the call-center manager in the international bank
under the study for two years during 1997-1998, the researcher decided to get the
bank’s most updated practices. Therefore, during June and October 2004, the
researcher has made six observations and nine informal interviews with the customer-
services staff and their managers/supervisors to gather the most updated information
about the bank’s current practices and attempted to build rapport with the current
management team and key staff. Some interesting aspects from the informal

interviews and observations are summarized in Table 3.1.

Table 3.1: Comments from managers/supervisors about the English course

Two managers and two supervisors provided some useful teaching tips:
e Conversations should be mostly emphasized rather than grammatical structures.

e Role plays to demonstrate ability in handling each scenario are highly preferred.

e  Useful vocabulary items for each particular case should be taught.
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All the managers and supervisors being informally interviewed
indicated that the major obstacle for staff to improve their English proficiency is their
shyness or lack of confidence to speak English. Many of them are afraid of making
mistakes which they regard as something very embarrassing. Therefore, the English
training course should focus on their competency to communicate rather than on the
grammatical aspects.

One supervisor also commented that her positive attitudes towards
English language plays a very significant role in motivating herself to practice and
become a competent English user.

The above aspects are supported by both the researcher’s
personal observations and the information from the informal interviews with five

staff. Certain interesting points are presented in Table 3.2.

Table 3.2: Viewpoints from the staff

Some viewpoints from the staff are:

e English is very significant, yet many staff are still shy, some lack confidence and/or
competence to use English.

e Teacher/Trainer should encourage learners to use as much English as possible in class and
also outside class.

Three staff who used to attend English classes arranged by the banks commented that:

o Role-plays are useful in class.

e Stress and accent are very important. Sometimes, they could not get customers’ messages
due to the customers’ various accents. Staff themselves also want to learn and use proper
stress and accent for customers’ understanding. They say they used to make incorrect stress
or mispronounce some words-like ‘deposit’, ‘current’, ‘magnetic stripe. Consequently,
customers are confused and keep asking what they are referring to:

e The use of polite languages should be suggested and taught in class as there are a number of
staff who use sentences that sound impolite like, “you must pay 12,000 Baht by this Friday,
etc.” causing customer dissatisfaction.

e English is important in terms of their career growth.

From the information gathered during this preparation stage, the
researcher designed the questionnaires, semi-structured interviews and observation

forms.
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3.5.1.1 Questionnaire
The researcher invited three experts to validate the

content validity of the questionnaire. The experts consist of one English language
teacher with doctoral degree, two content specialists with at least five years of
working experiences in international banks. The experts found the instrument
acceptable with a few minor comments mostly in terms of word choice for
respondents’ best understanding. For instance, in the area of payment problems, the
word ‘dealing’ is suggested in place of ‘negotiating’. The instrument has been
adjusted accordingly. Cronbach Alpha coefficient has been used to measure the

instruments’ internal consistency reliability as demonstrated in Table 3.3.

Table 3.3: Reliability of the questionnaire using Cronbach Alpha coefficient

RELIABILITY ANALYSIS - SCALE (ALPHA)
Reliability Coefficients
N of Cases = 122.0 N of Items = 47

Alpha= .77

From Table 3.3, the Cronbach Alpha coefficient of the questionnaire is
0.77. According to Dornyei (2003: 112), because of the complexity of the second
language acquisition process, researchers typically want to measure many different
areas in one questionnaire, hence, reliability coefficients in excess of 0.70 is
acceptable.

In order to gather information about the background, English needs
and problems of customer-services staff in international banks, 174 copies of
questionnaires were distributed and collected during May to August 2005.

The questionnaire (see Appendix A) consisted of two main parts i.e.
participants’ background information and overviews of participants’ skills and

problems in using English.
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3.5.1.1.1 Participants’ Background Information
The first part aimed to gather background
information of the participants i.e. staff working in the customer-services department
of international banks about their gender, age, years of working experiences, etc.
This part asked the respondents just to check the answer that most corresponds to

themselves.

3.5.1.1.2 Overviews of Participants’ Skills and

Problems in Using English

The second part covered overviews of
participants’ English skills, their difficulties in using English to perform their tasks
and their urgently needed skills at work.

Items in this part were graded on a Likert Scale.
The scale was adopted to analyze the data obtained from the questionnaire because of
its simplicity, accuracy and reliability. Each choice is assigned a numerical value, and
the total scores indicate the language skills needed at work and the extent of needs for

language learning of those sampled staff.

3.5.1.2 Interviews

In order to gather more in-depth information from the
staff as well as their management, semi-structured interviews have been used. There
were two forms of interview questions. Form A (see Appendix B) was designed and
used with the staff and Form B (see Appendix C) was designed to use with the
managers/ supervisors in.charge.

For the last question in the interview about how
respondents practice English outside their work place, to facilitate the sampled staff,
the researcher listed certain activities that the staff may use to practice their English
based on informal observations and then asked the staff to respond. Staff may suggest
other activities apart from those listed. For instance, one staff said he/she chats on line
as a means to practice English. They may also choose more than one activity
according to what they actually do in their real life.

The researcher invited three experts to validate the
content validity of the interview questions. The experts consist of one English

language teacher with doctoral degree, two content specialists with at least five years
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of working experiences in international banks. The experts found the instrument
acceptable.
3.5.1.3 Site Observations

Site observations have been conducted to gather
additional information for triangulation purposes. The observation form (see
Appendix D) was used as a means to help the researcher focus on how the staff use
English in handling their jobs and other relevant information.

The researcher invited three experts to validate the
content validity of the site observation form. The experts consist of one English
language teacher with doctoral degree, two content specialists with at least five years
of working experiences in international banks. The experts found the instrument
acceptable.

In order to find out the authentic English that is actually
used at the bank, the researcher attempted to seek approval from the international
bank under study to observe staff at their actual workplace on an ongoing basis. The
researcher approached one international bank that has approximately 80 customer-
services staff, working in shifts providing services to customers 24-hour a day, seven-
day a week. The major barrier again lies in the issue of confidentiality. Several
contacts and calls were made before management eventually allowed the researcher to
perform such observations. The researcher visited the bank approximately twice a
month. Altogether twenty-two visits were conducted from November, 2004 to
October, 2005. As video and tape recording was not permitted, actual conversations
between staff and customers on the phone have been observed and taken notes.

In handling the incoming calls, staff at this international
bank have been divided according to the language skills that they are keen on i.e. the
Thai language skill and the English language skill. For instance, when customers dial
the call-center number, they will be asked to press 1 for Thai and 2 for English. Those
who press 2 will be transferred to staff specialized in using English. However, if lines
with the English language skill are all occupied, the new incoming lines will then be
connected to staff with the Thai language skill. Every staff taking calls from foreign
customers will attempt to assist customers as much as they could. Yet, once they have
problem in handling these calls, they will ask for assistance from their team or their
supervisors. Very often, supervisors or managers have to spend time handling these

foreign calls for their subordinates.
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3.5.2 Instrument for Course Implementation

Business English Oral Communication (BEOC) course has
been developed based on information from the needs analysis and the authentic
materials gathered. (For detailed information, refer to the section of course
development in Chapter IV.) To ensure the course meet the needs of the participants
in the study, the course has been validated by five experts and one lesson has been

piloted.

3.5.3 Instruments for Course Evaluation

After the main study, the effectiveness of the course has

been evaluated. The course was expected to help enhance the participants’ level of
English oral proficiency, vocabulary knowledge and confidence level in using English
at a significant level. Instruments for course evaluation include oral/speaking test and
English oral communication ratings, lists of observed vocabulary in context,
participants’ confidence level in using English, end-of-course evaluation, teacher’s
log and participants’ logs were used to evaluate the course effectiveness. Each of
them is listed as follows:

3.5.3.1 Oral/Speaking Test and English
Oral Communication Ratings (EOCR)

1) Oral/speaking test

Oral/speaking test in the form of
interviews (see Appendix E) has been used to measure participants’ level of English
oral proficiency against English Oral Communication Ratings (EOCR) before and
after the training.

To carrespond with the research
objective i.e. to enhance the Business English oral communication of participants in
the study, the construct of the test is ‘speaking or oral skill’. The researcher adapted
the speaking test from ‘Business Language Testing Services’ (BULATS) which is a
well-known test commonly used in the area of business testing.

To ensure their validity, the test has been

validated by three experts in the field of assessment and one content expert with at
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least five years of experience in the field of banking. The experts found the test
acceptable with minor comments mostly in terms of word choice. They have been
adjusted accordingly before actual use. Results from the tests have been analyzed
using descriptive statistics, t-test and the effect-size.

2) The English Oral Communication
Ratings (EOCR)

The English Oral Communication

Ratings (EOCR) have been adapted from International Second Language Proficiency
Ratings (ISLPR): General Proficiency Version for English developed by Wylie and
Ingram (1999), to observe the participants’ language behavior during the
oral/speaking test. The instrument has been validated by three experts. The ISLPR has
many as twelve levels (see Appendix F). The initial EOCR covers ten levels.
However, all the three language assessment experts commented that the ten levels
provided were too complicated to be used in rating. They all suggested the use of only
six levels from 0, 1, 2, 3, 4, 5. Thus, the EOCR eventually used for oral test covers six

levels as presented in Table 3.4.
Table 3.4: A brief description of English Oral Communication Ratings (EOCR)

Speaking: 0 (Beginner) e  Can understand very little or almost nothing.
e May communicate in a broken English
manner.

Long pauses during conversations.
e Need a lot of repetitions from the other party.
o Fail to complete the conversations.

Speaking: 1 (Basic) e Can make simple enquiries with the
customers e.g. when was your last payment to
the bank?

e _ Can ask for and give basic information
Can express basic unpredictable needs
within familiar situation types can express
basic unpredictable needs within familiar
situation types

e Little or no use of modifying devices e.g.
adjectives, adverbs

Speaking: 2 (Survival) e  Can describe or comment on everyday things
and familiar matters in some details.

e  Use of subordinate clauses, modifying
devices (adjectives, adverbs) to elaborate
ideas.

*  Use of connective devices e.g. but, and, or,
therefore, so, etc.

Speaking: 3 (Conversational) e Cantalk in English on any topic as they can
in Thai.
e  Know quite a lot of vocabulary.
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e Some degree of mastery of the specialized
language of the international banking field.

Speaking: 4 (Vocational) e Can cope with all spoken aspects of
‘vocational’ roles requiring specialized skills,
except a very selected few.

e  Have high degree of mastery of the
specialized language of learners ‘vocational’
field i.e. international banking.

e The learner will perform ‘very effectively’ in
‘almost all situations’ pertinent to his/her
vocational field of international banking.

Speaking: 5 (Native-like) e Can convey meaning accurately and fluently
Learners bring to bear in language use a
native-like breadth of knowledge

e Access the same breadth of connotations of
meaning as do native-speaking peers

The pre-test was arranged on
January 12, 2006 with three raters rating each participant’s level of English oral
proficiency on each rater’s sheet. The post-test was arranged on April 18, 2006 with
the same three raters using the same scales as those of the pre-test.

However, on the pre-testing day,
the three raters piloted the test and the scales with a few staff. The raters then
discussed and agreed to use ‘plus’ sign for those participants who have English
proficiency between the two scales i.e. they may be better than ‘Speaking 1° but have
not fulfilled all criteria in “‘Speaking 2” and thus the rating scale they get is ‘1+’. For
statistical measurements, all the three raters also agreed to equate the ‘plus’ sign to
0.5. Hence, those who get “‘0+’, “1+’, ‘2+” have been equated to the scales of ‘0.5’,
‘1.5” and ‘2.5’ respectively. The scales given by majority of the raters i.e. two out of

three were assigned to each participant.

3.5.3.2 Lists of Observed Vocabulary in
Context
Lists of observed vocabulary in context
were identified based on the frequency used in the real context obtained from site
observations. The lists of vocabulary items were verified by three experts consisting
of one English language teacher with doctoral degree, two content specialists i.e. one

bank manager and one bank supervisor with at least five years of working experiences
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in the field of international banks. The lists were found acceptable. The lists are given
in Table 3.5.

Table 3.5: Lists of observed vocabulary in context

Observed vocabulary during oral pre- and post-test

CoNORWN PR

verify/verification
handle/handling
security
confidentiality
transaction
activate/activation
cancel

enquiry

request

. information

. PIN code

. supplementary card

. savings

. deposit

. account number

. promotion

. billing/mailing address
. cell phone/maobile phone number
. business/office phone number
. date of birth

. allow

. provide

. account owner

. due date

. waive

. membership

. current usable/available balance
. outstanding balance

. payment

. late

. cancel/card cancellation
. cycle

. Sstatement

. temporary

. credit limit

. custom

. cash advance

. interest/interest rate

. fee

. update

The lists were then used to find out if the

participant has achieved improvements in his/her vocabulary knowledge in context. In

the study, the recorded oral pre- and post-test were transcribed to determine

participants” actual usage of these observed banking vocabulary items.
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3.5.3.3 Participants’ Confidence Level in
Speaking English

In order to acquire the information about
the participants’ level of confidence in speaking English, the self-assessment
participants’ confidence level form (see Appendix G) was used together with the
teacher’s class observations.

The instruments have been validated by
three experts i.e. one English language teacher with doctoral degree, one English
language assessment specialist with doctoral degree and one content specialist that
has been working in the area of international banks for at least 5 years. Information
from the self-assessment and teacher’s class observations have been analyzed using

descriptive analysis and t-test.

3.5.3.4 End-of-course Evaluation Form
The end-of-course evaluation form
(see Appendix H) has been designed and validated by three experts consisting of one
English language teacher with doctoral degree, one English language assessment
specialist with doctoral degree and one content specialist that has been working in the
area of international banks for at least 5 years. Likert scales using 1, 2, 3, 4, 5 were

provided in which each participant would rank each aspect accordingly.

3.5.3.5 Teacher’s Log

The researcher who also held the role of
the teacher for the course kept record of what was going on throughout the course on
the teacher’s log (see Appendix I). The main aspects observed were interactions in
class among learners and teacher and also among learners themselves; the strategies
used by learners to accomplish each task and overall impression from each class. The
information has been gathered together with participants’ logs for qualitative aspects
of the study. The data would be useful to add information to confirm and give further
in-depth study on some points which quantitative data may not have captured. The
instrument has been validated by three experts. At the end of each session, the teacher

kept record in log on a daily basis.
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Three main steps used in conducting the teacher’s log are:

1) The researcher observed and noted down interesting
aspects that happened during the class. Such major aspects are i.e. how participants
interact among themselves and with the teacher in class; their strategies used to
accomplish each task; and overall impression of each session.

2) The researcher typed those observed aspects from
each class in the computer using table format each day.

3) The information observed and recorded each day was

used to adjust the following sessions along the course as appropriate.

3.5.3.6 Participants’ Log

Participants in the study were asked to
write the participants’ log (see Appendix J) at the end of every class in order to keep
track of their feedbacks/comments and what is going on in class. The instrument has
been validated by three experts.

The researcher spared ten minutes at
end of each class for every participant in class to write the participants’ logs. The
reason for doing so was that the participants did not have much time to do such
evaluation after the class as they may have to get back to finish their jobs or some had
to hurry back home for their family. Besides, writing the logs right at the end of the
class was easier for participants as they still had fresh- memory of what was just
happening in class.

Three main steps used in analyzing the participants’ logs are:
1) The researcher listed answers from each question
from each participant in a table on a daily basis.
2) The researcher then counted the frequencies of key
words that appeared in the participants’ logs.
3) The key-words that appeared more than once
together with other interesting aspects in terms of learning and teaching English were

summarized and recorded in the summary table.
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3.6 Data Collection

Data has been collected for needs analysis and for course evaluation.

3.6.1 Data Collection for Needs Analysis

During June-August 2005, questionnaire, interviews and site
observations have been used to gather the background information about the
participants in the study i.e. customer-services staff in international banks and their
needs/ problems in using English at their workplace. One hundred and seventy four
copies of questionnaires have been distributed and collected. Fourteen customer-
services staff and six supervisors/ managers in charge have been interviewed in order
to gather more in-depth information about the staff” level of English proficiency and
the management’s expectations towards their staff” English. Twenty-two site
observations at the head-office of the international bank have been conducted to
acquire information about types of calls, strategies that the staff were using in

handling each task in English as well as other relevant information

3.6.2 Data Collection for Course Evaluation

Both quantitative and qualitative data have been collected to evaluate
the Business English oral communication (BEOC) course.

Quantitative data were obtained from the oral/speaking test,
observed vocabulary in context from the oral pre-and post-test, participants’ level of
confidence in using English from self assessment and from teacher’s class
observations, and end-of-course evaluation form.

Procedures used for collecting quantitative data are:

1) The oral/speaking test has been administered twice i.e.

on January 22, 2006 and on April 8, 2006. Both tests have been tape-recorded for
analysis. For reliability of the rating, the same three raters were used in both pre- and
post-test. The first rater was the Business English teacher, the second rater was the

bank’s manager and the third rater was the researcher herself.
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2) Observed vocabulary in context was done via the tape
transcription of the oral pre-and post-test to find out the participants’ improvements in
terms of their vocabulary knowledge.

3) The participants’ confidence level of English form have been
distributed twice i.e. February 1, 2006 and March 30, 2006. Teacher’s class
observations were performed during class discussions in each and every session of the
course.

4) The end-of-course evaluation form was distributed to every

participant to rate his/her attitude and performance in English after taking the BEOC
course. This was also conducted on March 30, 2006 which was the last day of the
course.

Qualitative data have been collected via teacher’s log and participants’
logs for additional insights into the study. Teacher and participants record his/her log
at the end of each session. Altogether 22 teacher’s logs and 462 participant’s logs

from all participants have been collected.

3.7 Data Analysis

Data analysis for needs analysis and course evaluation will be explained as

follows:

3.7.1 Data Analysis for Needs Analysis

Descriptive analysis was used to analyze data gathered from the
questionnaires while content analysis was used to analyze the data from interviews
and site observations.

3.7.2 Data Analysis for Course Evaluation

For quantitative data, t-test has been used to compare the mean scales
on English Oral Communication Ratings (EOCR) for the speaking test, the
vocabulary test and the participants’ level of confidence in speaking English before

and after the training.
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The information from the end-of-course evaluation form was employed
using descriptive analysis.

For qualitative data, the information from teacher’s log and

participants’ logs were studied and analyzed using content analysis for additional

insights into the study.

Table 3.6.

Table 3.6: Lists of research instruments

Lists of The research instruments used in the study are summarized in

Instruments Purpose Schedule/ Validation Means of
period analysis
Questionnaires To obtain information about At the initial By experts and Descriptive
participants both their personal | stage of the triangulation statistics
information and their English | study during (percentages)
language needs. June-Aug.
* For quantitative data used to | 2005
develop the course.
Semi-structured To obtain more details and After the By experts and Content analysis

Interviews: Form A

clarification from participants
i.e. customer-services
representatives (CSRs).

* For both quantitative and

qualitative data

completion of
the

questionnaire

triangulation

Semi-structured

Interviews: Form B

To obtain information and
understand the expectations
from the management
including supervisors,
manager in charge.

*For both quantitative-and
qualitative data.

After the
completion of
the

questionnaire

By experts and
triangulation

Content analysis

Site Observations

* To obtain real-life
information about how
participants are actually doing
— for both quantitative and
qualitative data.

* To gather qualitative data

about how things occur and

* At the initial
stage of the
study

* Throughout
the training

- By experts and

triangulation

- Triangulated
with data from

other instruments

Content analysis
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how participants interact, etc. e.g. logs,
* For both quantitative and interviews
qualitative data.
Oral/Speaking test To measure participants’ level | Before and - By experts - t-test to
of English oral proficiency after the - Three raters compare the
against English Oral training were used for means of the pre

Communication Ratings
(EOCR) before and after the
training.

* Mainly for quantitative data

reliability sake

and post-test
- Effect-size

using Cohen’s d

Lists of observed To measure participants’ Observed from | - By experts - t-test to
vocabulary in improvements in their use of the oral pre- compare the
context vocabulary in context. and post tests. means of
* Mainly for quantitative data vocabulary used
between the oral
pre- and post-test
Participants’ level of | To measure participants’ Before and By experts -t-test
confidence in confidence level in using after the
speaking English English. training
(self-assessment * Mainly for quantitative data
form)
End-of-course To measure participants’ At the end of By experts Descriptive
evaluation form attitudes, progress in English the training statistics
after taking the course (percentages)
Teacher’s log To record what is going on in | At the end of Triangulated Content analysis
the class. each English with other
* Mainly for qualitative data session instruments
Participants’ log The participants to record how | At the end of Triangulated Content analysis
they feel, what they think, etc. | each English with other
after each class. session instruments

* Mainly for qualitative data

3.8 Summary

This chapter describes the research methodology of the present study. The

population in the study consisted of approximately 450 customer-services staff

working in international banks in Thailand. Cluster sampling and purposive sampling
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have been used to obtain 174 respondents for the needs analysis stage and 23
participants in the course implementation (main study) stage.

A single group pretest-posttest design is used to measure the participants’
English oral proficiency, vocabulary knowledge and the level of confidence in using
English. Teacher and learners kept records in logs on a regular basis.

To answer the first research question, “What are the needs for business
English oral communication of customer-services staff in international banks?”, three
main research instruments i.e. questionnaires, interviews and site observations have
been employed to conduct the needs analysis.

To answer the second research question, “Will the business English oral
communication training course meet the needs to enhance the participants’ business
English oral communication?”, the lessons plans for the Business English Oral
Communication (BEOC) course have been developed based on information obtained
from the needs analysis and authentic materials. The course and lesson plans have
been validated by five experts. One sample lesson has been piloted. The results from
evaluation form and comments from the participants revealed that participants in the
pilot study found the lesson useful, easy, interesting, fun and authentic. The course
has been adjusted in response to the experts® comments and feedback from the pilot
study.

The main study i.e. the two-month (26 sessions totaling 52 hours) course was
then implemented during February and March 2006. Instruments including
oral/speaking test, list of observed vocabulary in context, end-of-course evaluation
form, teacher’s log and participants’ logs were designed and used to measure the
effectiveness of the course as well-as gathering additional insight information.

To answer the third research guestion, “Will the participants have
higher level of confidence in speaking English after the training?”, a self assessment
form on participants’ level of confidence in speaking English together with teacher’s
class observations were utilized. The self-assessment form was distributed to the
participants to rate their level of confidence at the beginning of the course and once
again at the end of the course. The teacher’s observations were performed in each and
every session to determine each participant’s level of confidence in using English
through certain observed behaviors.

For a clear picture, research plan for the study is presented in Table 3.7.
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Table 3.7: Research plan for the study

Phase of the study

Steps in each phase

Phase I: Needs analysis

1.1 Identify population and samples

1.2 Review related literature

1.3 Gather information about the needs/ competencies required and
relevant aspects of learners in the context of international banks
using site observations, preliminary interviews with staff and their
management

1.4 Design the research instruments i.e. questionnaires, interviews and
site observations

1.5 Validate the research instruments

1.6 Collect data

1.7 Analyze data

Phase I1: Translating needs
analysis to a course
development

2.1 Explore theoretical framework for course development

2.2 Map the results of site observations and steps of competency-
based approach of course design

2.3 Specify important findings from needs analysis

2.4 Construct the course module and course materials

2.5 Validate the proposed course and lesson plans

2.6 Adjust the course accordingly

Phase I11: Course
implementation and
evaluation of the
effectiveness of the course

3.1 Course implementation i.e. conduct the main study
3.2 Evaluate the effectiveness of the course using the following
research instruments:
3.2.1 Oral/Speaking test
3.2.2 Lists of observed vocabulary in context
3.2.3 Self-assessment form and teacher’s class
observations for participants’ confidence
level in using English
3.2.4 End of course evaluation form
3.2.5 Teacher’s and participants’ logs

The research results and findings for each research question will be presented

in details in Chapter IV.
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CHAPTER IV

RESULTS AND FINDINGS

Introduction

This chapter presents the findings from the study according to its research
questions i.e. the needs for business English oral communication of customer-services
staff in international banks to develop the course on business English oral
communication (BEOC) and the effectiveness of the course to meet such needs as
well as to explore the participants’ level of self-confidence in speaking English after

the course. The results and findings from each step have been reported as follows:

Part | reports the results of Phase 1 of the study i.e. the needs analysis of the
customer-services staff in international banks in Thailand. The result of the needs
analysis in this part will respond to research question 1: what are the needs for
business English oral communication of customer-services staff in international

banks?

Part 11 reports Phase 2 of the study i.e. the process in translating data from the
needs analysis to a course development and validation of the course through experts
and pilot test. The effort of translating needs analysis to course development will
respond to research question 2: will the business English oral communication training
course meet the needs to enhance the participants’ business English oral

communication ?

Part 111 reports the results of Phase 3 of the study i.e. the effectiveness of the
course after the implementation from both quantitative and qualitative aspects. Course
evaluation is dealt here so as to respond to research questions 2, 3: will the business
English oral communication training course meet the needs to enhance the
participants’ business English oral communication?: and, will the participants have

higher level of confidence in speaking English after the training?
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Part I: Needs Analysis

From Table 3.7, the steps in needs analysis of this study are:
1) Identify population and samples
2) Review related literature
3) Gather information about the needs/ competencies required and
relevant aspects of learners in the context of international banks using site-
observations, preliminary interviews with staff and their management
4) Design the research instruments i.e. questionnaires, interviews and
site observations
5) Validate the research instruments
6) Collect data
7) Analyze data
Steps 1-5 have already been covered in Chapter Il and I11. This part then
focuses on data collection and analysis of results obtained in depth. The results are
reported based on the research instruments i.e. questionnaires, semi-structured
interviews, and site observation forms. The aim here is to find out the actual needs the

participants under study required in their target situation.

1. Questionnaires

During June — August, 2005, one hundred and seventy four questionnaires
were distributed to and responded by customer-services staff working in six
international banks in Thailand, namely, Standard Chartered Thai, Citibank, Hong
Kong Shanghai Bank, United Overseas Bank (UOB) which was previously Bank of
Asia, Bank of America, and Bank of Nova Skotia. Before distributing the
questionnaires, the researcher contacted the management concerned, some of them are
the managers in charge of the customer-services department, and some are managers
in the human resources or personnel department. The process took months before all
approvals were obtained as most of the management had very tight schedule.

All questionnaires distributed have been 100% responded. This successful
response may be due to the researcher’s careful technique to manage the distribution

of questionnaires and her effort to encourage the management and the key staff to
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realize the importance of the study. Therefore, they did greatly assist the researcher to
collect all the questionnaires from their staff.

The information collected from the questionnaires was coded and analyzed

using the SPSS Program for data processing and presentation. The analyses are

presented in two main parts:

1.1 General Information of Customer-Services Staff

This part reports the demographic data and English knowledge

background of the sampled customer-services staff working in international banks in

Thailand. The information reflects the staff” profiles which are necessary to design an

English course that best suits this group of learners.

1.1.1 Demographic Data

The results in this area demonstrate the sampled staff’s

demographic data i.e. gender, age, educational level, current position, number of years

working in the field, duration of current position. The results are presented as in Table

4.1 as follows:
Table 4.1: Demographic data

Gender Samples Percent Valid Cumulative
Percent Percent
Female 129 74.1% 74.1% 74.1%
Male 45 25.9% 25.9% 100%
Total 174 100% 100%
Age
20-25 70 40.2% 40.2% 40.2%
26-30 66 37.9% 37.9% 78.2%
31-35 20 11.5% 11.5% 89.7%
36-40 13 7.5% 7.5% 97.1%
41-45 3 1.7% 1.7% 98.9%
46-50 1 0.6% 0.6% 99.4%
>50 1 0.6% 0.6% 100%
Total 174 100% 100%
Educational Level
Below Bachelor 6 3.4% 3.4% 3.4%
Bachelor Degree 159 91.4% 91.4% 94.8%
Master Degree 7 4% 4% 98.9%
Others 2 1.1% 1.1% 100%
Total 174 100% 100%
Current Position
Customer-services representative 141 81% 81% 81.0%
(CSR)
Senior customer-services 13 7.5% 7.5% 88.5%
representative (SCSR)
Team Leader 10 5.7% 5.7% 94.3%
Others (e.g. back-end support staff) 10 5.7% 5.7% 100%
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Total 174 100% 100%
Field Experiences
Lessthan 1 Yr 26 14.9% 14.9% 14.9%
1-5yrs 113 64.9% 64.9% 79.9%
6-10 yrs 20 11.5% 11.5% 91.4%
More than 10 yrs 15 8.6% 8.6% 100%
Total 174 100% 100%
Years at current position
Less than 1 Yr 62 35.6 35.6 35.6
1-5Yrs 107 61.5 61.5 97.1
6-10 Yrs 4 2.3 2.3 99.4
More than 10 Yrs 1 .6 .6 100.0
Total 174 100.0 100.0

Table 4.1 reveals that majority of the sampled staff working in
international banks in Thailand are females (74%). Only 26% are males. Age of the
subjects is between 20-25 years (40.2%), 26-30 years (37.9%), 31-35 years (11.9%),
36-40 years (7.5%), 41-45 years (1.7%), and more than 50 years (0.6%). In terms of
age, more than two-thirds (78.2%) of staff are in their twenties (20-30 years old).
Regarding the educational level, most subjects hold bachelor’s degree (91.4%),
master’s degree (4%), lower than bachelor’s degree (3.4%) and other (1.1%)
respectively.

In terms of participants’ current position, most of them
are customer-services representatives (81%), senior customer-services representatives
(7.5%), team-leader (5.7%) and others e.g. support staff (5.7%). The position of
customer-services representative indicates that their main task is to handle customers’
enquiries and provide services rather than supervising or coaching new staff.

When asked about their experiences in the field of customer-
services, mast of the staff have 1-5 years of experiences (64.9%), less than one year
(14.0%), 6-10 years (11.5%), and more than 10 years (8.6%). In terms of their
duration of working in the current positions, approximately two-thirds.(61.5%) of
staff have been working for 1-5 years, one-third (35.6%) have less than 1 year, 2.3%
between 5-10 years and only 0.6% have been at their current positions for more than

ten years.




1.1.2 English knowledge background

The results in this section demonstrate English knowledge

background of sampled staff. Information has been provided in Table 4.2.

Table 4.2: English knowledge background

67

Samples Percent Valid Cumulative
Percent Percent

Any English courses attended after graduation-before joining the bank
No 138 79.3 79.3 79.3
Yes 36 20.7 20.7 100.0
Total 174 100.0 100.0
Any English courses attended after joining the bank
No 123 70.7 70.7 70.7
Yes 51 29.3 29.3 100.0
Total 174 100.0 100.0
Current level of English proficiency
Very Poor 17 9.8 9.9 9.9
Poor 53 30.5 30.8 40.7
Fair 93 53.4 54.1 94.8
Good 9 5.2 5.2 100.0
Total 172 98.9 100.0
Not answered 2 1.1
Total 174 100.0
Sufficiency of English for current work
Not enough for work 157 90.2 91.8 91.8
Enough for work 14 8.0 8.2 100.0
Total 171 98.3 100.0
Not answered 3 1.7
Total 174 100.0
Currently attending any English courses
No 146 83.9 85.4 85.4
Yes 25 14.4 14.6 100.0
Total 171 98.3 100.0
Not answered 3 1.7
Total 174 100.0

InTable 4.2, regarding the English training after graduation

before working for the bank, majority of staff (79.3%) have not taken any courses.

Only 20.7% have taken English course after their graduation. After joining the bank,

again majority of staff (70.7%) did not take any English courses. Only 29.3% said

they did.

When asked about their current level of English proficiency,
53.4% of staff indicated ‘fair’, 30.5% ‘poor’, 9.8% “very poor’ and 5.2% ‘good’

respectively.

In terms of sufficiency of their current level of English

proficiency, 90.2% said their English proficiency was not enough. Only 8% indicated




68

that their English proficiency was enough for their work.

Though the answer to the previous question about adequacy of
their current level of English proficiency for their work indicating that 90.2% of staff
considered their English as being inadequate, only 14.4% of them were currently

taking English courses whereas 83.9% were not.

1.2 Overviews of Problems and Needs of Using English at Work
1.2.1 The Frequency of Using Each Skill at Work
This question is concerned about the frequency of using each of
the four skills i.e. listening, speaking, reading and writing at the sampled staff’s
current work. The five levels are “very few’, ‘few’, “moderate’, ‘often’ and ‘very

often’. The frequency of using each skill is presented in Figure 4.1.

Figure 4.1: Frequency of using each skill at work
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According to the information from Figure 4.1, in terms of the
frequency of using listening skill at work, 38.5% of the sampled staff indicated the
use of this skill at a moderate level, 23.6% indicated ‘few’, 18.4% indicated ‘often’,
12.6% indicated ‘very few’ and 5.7% indicated ‘very often’. For speaking skill,
33.3% of staff indicated they use few of this skill, 29.9% use this skill moderately,
16.7% use very few of this skill, 13.8% use this skill often and 5.2% use this skill

very often. In terms of reading skill, 37.9% of staff said they use reading skill at a
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moderate level, 29.9% use this skill often, 14.9% use few of this skill, 10.9% use this
skill very often and 4.6% use this skill very few. And, for writing skill, 35.6% of staff
said they use writing skill at a moderate level, 26.4% use this skill often, 20.1% use
few of this skill, 10.9% use the skill very often and 5.7% said they use very few of
this skill.

To summarize, the sampled staff use most skills at a moderate
level. It is expected that working as customer-services staff in customer-services or
call-center department of international banks, the English skills mostly used should be
speaking and listening. Yet, from the questionnaires, the most often used skills are
reading and writing. Perhaps the staff thought they could always rely on their
supervisors or more competent colleagues when they need help or have difficulty in
handling the incoming foreign calls. However, from the interviews with the banks’
management, all supervisors and managers in charge expect each and every staff to be
able to use English in handling foreign customers so that the supervisors do not have
to waste their time on these tasks and can fully concentrate on their management jobs

instead.

1.2.2 Level of difficulty in using each skill at work
This question asks the sampled staff to indicate their level of
difficulty in using each of the four skills 1.e. listening, speaking, reading and writing
that they encountered at work. The five levels are ‘very easy’, ‘easy’, ‘moderate’,
‘difficult’ and “very difficult’.
The level of difficulty in using each skill at work is

demonstrated in Figure 4.2.
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Figure 4.2: Level of difficulty in using each skill at work
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From Figure 4.2, in terms of listening skill, 41.4% of staff
indicated moderate level of difficulty in using listening skill, 39.1% found using this
skill “difficult’, 12.1% as “very difficult’, 6.3% as ‘easy’, and 0.6% as ‘very easy’.
About speaking skill, 44.8% of staff found speaking skill “difficult’, 39.7% as
‘moderately difficult’, 10.3% as “very difficult’, 4% as ‘easy’ and 0.6% as ‘very
easy’. For reading skill, 58.6% of staff indicated moderate level of difficulty, 20.7%
as ‘easy’, 15.5% as ‘difficult,” 2.9% as ‘very easy’ and 1.7% as ‘very difficult’.
Regarding writing skill, 52.9% of staff indicated moderate level of difficulty in using
writing skill at work, 25.3% as “difficult’, 11.5% as ‘easy’, 6.3% as “very difficult’
and 2.3% as “very easy’.

To conclude, when asked about the level of difficulty in using
each skill at work, most staff rated the four skills as moderately difficult. The results
also indicated that speaking and listening skills were considered difficult and very

difficult skills for staff when compared to reading and writing.

1.2.3 Current Ability in Handling Each Task in English
This question asks the sampled staff to consider their current
level of ability in handling each task in English. The five levels of ability that the staff

were asked to rate are ‘very poor’, ‘poor’, ‘fair’, ‘good’ and “very good’.
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The current ability in handling each task in English is shown in

Figure 4.3: Current ability in handling each task in English
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account enquiries, the sampled staff considered themselves to be “fair’ (37.4%),
‘poor’ (37.4%), ‘very poor’ (12.1%), ‘good’ (11.5%) and ‘very good’ (0.6%).
respectively. For ability in handling credit card enquiries, the staff selected “fair’
(42.5%), “poor’ (25.9%), “‘good’ (23.0%), “very poor’ (8%) and ‘very good’ (0.6%).
About general enquiries, they considered their current ability to be “fair’ (35.6%),
‘poor’ (28.2%), ‘good’ (23.6%), “very poor’ (12.1%) and “very good’ (0.6%). In
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providing bank products and services information, the answer given is ‘poor’ (36.2%),
“fair’ (34.5%), ‘very poor’ (16.7%) and ‘good’ (12.6%). None of the respondents
indicated that his/her ability was very good in this area.

In handling customers’ complaints in English, the sampled staff
considered their current ability in this area to be ‘poor’ (36.8%), ‘fair’ (28.7%), “very
poor’ (23.6%) and ‘good’ (10.9%). None of the respondents indicated that his/her
ability in this area was ‘very good’. In handling payment problems, the sampled staff
considered this to be “poor’ (39.1%), “fair’ (31.0%), ‘very poor’ (20.7%) and ‘good’
(9.2%). Again, no respondent indicated that his/her ability was “very good’ in this
area.

Next, the sampled staff considered their current ability in
making general daily conversation in English to be “fair’ (43.1%), ‘poor’ (31.0%),
‘very poor’ (15.5%) and ‘good’ (9.8%). No respondent indicated that his/her ability
was ‘very good’ in this area. Then, the sampled staff considered their current ability in
making presentation to management to be ‘poor’ (33.9%), ‘fair’ (21.8%), ‘very poor’
(19.5%) and ‘good’ (3.4%). Again, no respondent indicated that his/her ability was
‘very good’ in this area.

In conclusion, in terms of their current ability, only few staff
responded that they were ‘very good” in handling each task in English. A high
percentage of staff still considered their ability in this area to be just ‘fair’, ‘poor’ and
‘very poor’. Among the tasks that staff rated themselves as being “poor’, payment
problems, bank accounts enquiries and handling customers” complaints were the top
three highest lists whereas customers’ complaints, payment problems and presentation
to management were the top three highest lists that they considered themselves as

being very poor in handling.

1.2.4 Level of Necessity for English Training
This question asks the sampled staff to indicate the necessity
level for English training on each task that they are handling. The five levels of
necessity that the staff were asked to rate are ‘not necessary at all’, ‘not so necessary’,
‘necessary’, ‘very necessary’, and, ‘most necessary’.
The level of necessity for additional English training on

each competency as indicated by the sampled staff is shown in Figure 4.4.
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Figure 4.4: Level of necessity for additional English training on each task/competency
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Based on Figure 4.4, regarding the necessity level for English
training on bank accounts enquiries, 45.3%, 29.4%, 17.6%, 7.1% and 0.6% of the
sampled staff indicated that the training was ‘very necessary’, ‘necessary’, ‘most
necessary’, ‘not 'so necessary’ and ‘not necessary at all’ respectively. The total
percentages of staff that chose necessity, very necessity and most necessity are 92.3%.

In terms of the necessity level for English training on credit
card enquiries, 47.6%, 35.9%, 11.8% and 4.7% of the sampled staff stated that the
training was ‘very necessary’, ‘most necessary’, ‘necessary’ and ‘not so necessary’.
None of the staff indicated ‘not necessary at all’ for this aspect. The total percentages

of staff that chose necessity, very necessity and most necessity for additional English
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training is this task are 95.3%.

For the necessity level for English training on general
enquiries, 51.5%, 23.4%, 19.9%, 4.7% and 0.6% of the sampled staff responded that
the training was ‘very necessary’, ‘most necessary’, ‘necessary’, ‘not so necessary’
and ‘not necessary at all’. The total percentages of staff that chose necessity, very
necessity and most necessity for additional English training in this task were 94.8%.

About the necessity level for English training on providing
information about bank products and services, 42.7%, 26.3%, 22.2%, 8.2% and 0.6%
of the sampled staff indicated that the training was ‘very necessary’, ‘necessary’,
‘most necessary’, ‘not so necessary’ and ‘not necessary at all’. The total percentages
of staff that chose necessity, very necessity and most necessity for additional English
training in this task were 91.2%.

When asked about the necessity level for English training on
handling customers’ complaints, 46.2%, 34.5%, 15.8%, 2.9% and 0.6% of the
sampled staff stated that the training was ‘very necessary’, ‘most necessary’,
‘necessary’, ‘not so necessary’ and ‘not necessary at all’. The total percentages of
staff that choose necessity, very necessity and most necessity for additional English
training in this task were 96.5%.

Regarding the English training on payment problems, 45.0%, ,
31.0%, 19.3%, 3.5% and 1.2% of the sampled staff indicated that the training was
‘very necessary’, ‘most necessary’, ‘necessary’, ‘not so necessary’ and ‘not necessary
at all’. The total percentages of staff that chose necessity, very necessity and most
necessity for additional English training is this task are 95.3%.

In terms of the necessity level for English training on general
daily conversation, 38.6%, 32.7%, 19.3%, 8.2% and 1.2% of the sampled staff stated
the training was ‘very necessary’, ‘necessary’, ‘“most necessary’, ‘not .so necessary,
and “not necessary at all’. The total percentages of staff that chose necessity, very
necessity and most necessity for additional English training in this task were 90.6%.

Concerning the English training on presentation to
management, 37.1%, 28.2%, 21.2%, 12.4% and 1.2% of the sampled staff responded
that the training was ‘very necessary’, ‘necessary’, ‘“most necessary’, ‘not so
necessary’ and ‘not necessary at all’. The total percentages of staff that chose
necessity, very necessity and most necessity for additional English training in this task
were 86.5%.
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To summarize, it is quite obvious that the sampled staff
considered additional English training for most of the tasks/competencies to be
‘necessary’, ‘very necessary’ and ‘most necessary’. Only a small percentage of staff
stated that the training was ‘not so necessary’ or ‘not necessary at all’. Among the
tasks that staff indicated the English training as being ‘very necessary’, general
enquiries, credit card enquiries and handling customers’ complaints top on the three
highest lists whereas credit card enquiries, handling customer’s complaints and
payment problems top on the three highest lists among the tasks in which English

training is ‘most necessary’.

1.2.5 Degrees of Problems in Using English Caused by Each
Language Aspect

This question asks the sampled staff to indicate their degree of
problems in using English caused by each language aspect i.e. general vocabulary,
business vocabulary, grammar, accent, fluency, confidence and cross-cultural
communication. The five degrees of problems that the staff were asked to rate are ‘no
problem’, “minor problem’, ‘moderate problem’, “major problem’ and ‘most problem’
respectively.

Degrees of problems in using English caused by the various
language aspects are illustrated in Figure 4.5 (page 76).

Regarding the problem in using English caused by general
vocabulary, 48.5% of the sampled staff indicated the degree of problem as
‘moderate’, 29.8% as ‘major problem’, 11.1% as ‘minor problem’, 8.8% as ‘most
problem’ and 1.8% as ‘no problem’.

For the degree of problem caused by business vocabulary,
48.8% of the sampled staff responded that this was their ‘major problem’, 29.7% as
their “moderate problem’, 18.0% as their “most problem’, and 3.5% as their ‘minor
problem’. None of the staff chose ‘no problem’ in this aspect.

Regarding the degree of problem caused by grammar, 39.7% of
the sampled staff indicated this as their ‘major problem’, 36.2% as their ‘moderate
problem’, 15.5% as their ‘most problem’, 7.5% as their ‘minor problem’ and 1.1% as

‘no problem’.
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Figure 4.5: Degrees of problems in using English
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In terms of the degree of problem caused by accents,

41.4% of the sampled staff indicated this was their ‘major problem’, 32.2% as
‘moderate problem’, 16.7% as ‘most problem’, 9.8% as ‘minor problem’ with none of
the staff choosing ‘no problem’ in this aspect.

About the degree of problem caused by lack of fluency, 46.5%
of the sampled staff said this was their ‘major problem’, 26.2% as ‘most problem’,
20.3% as ‘moderate problem’ and 7.0% as ‘minor problem’ with none of the staff
choosing ‘no problem’ in this aspect.

In terms of the degree of problem caused by lack of confidence,
32.2% of the sampled staff said this was their ‘major problem’, 31.6% as ‘most
problem’, 29.3% as ‘moderate problem’, and 6.9% as ‘minor problem” with none of

the staff choosing ‘no problem’ in this aspect.
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Regarding cross-cultural communication, 40.8% of the sampled
staff said the lack of understanding in cross-cultural communication was their ‘major
problem’, 35.1% as ‘moderate problem’, 15.5% as ‘most problem’, 8.0% as ‘minor
problem’ and 0.6% as ‘no problem’.

In conclusion, majority of the sampled staff considered all
language aspects as their problems with varying degrees mostly as moderate, major
and most problems. Only a small percentage of staff rated ‘“minor’ or ‘no problem’ for
each language aspect. Among the aspects considered by staff as their moderate
problem, ‘general vocabulary’, ‘grammar’ and ‘lack of understanding in cross-cultural
communication” were selected respectively. For those considered as their major
problems, ‘business vocabulary’, ‘lack of fluency” and “accents’ top on the lists,

whereas ‘lack of confidence’ and again ‘lack of fluency’ were their most problems.

1.2.6 Degree of Needs to Focus Each Language Aspect in English
Training

This question asks the sampled staff to indicate their degree of
needs to focus each language aspect in English training i.e. general vocabulary,
business vocabulary, grammar, accent, fluency. The five degrees of needs that the
staff were asked to rate are ‘not needed’, ‘a little needed’, ‘moderately needed’,
‘heavily needed” and “‘most needed’.

Degrees of needs to focus each language aspect in English
training are illustrated in Figure 4.6 (page 78).

As shown in Figure 4.6, for the degree of needs to focus on
general vocabulary, 53.5% of the sampled staff indicated that this aspect was heavily
needed, 21.2% “most needed’, 20.6% ‘moderately needed’, 4.1% ‘a little needed’ and
0.6% “not needed”.

Regarding the needs to focus on business vocabulary, 50.3% of
the sampled staff said that this aspect was ‘heavily needed’, 41.0% as ‘most needed’,
8.1% as ‘moderately needed’, 0.6% as ‘a little needed’ with none of the staff choosing

‘not needed’.



Figure 4.6: Degrees of needs for each language aspect
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When asked about the needs to focus on accent, 45.7%

of the sampled staff stated that this aspect was heavily needed, 30.6% as ‘most

needed’, 20.8% as ‘moderately needed’, 2.9% as ‘a little needed’ with none of the

staff choosing ‘not needed’.

Concerning the needs to focus on grammar, 45.7% of the
sampled staff indicated that this aspect was heavily needed, 32.9% as ‘most needed’,

17.9% as “‘moderately needed’, 2.9% as “a little needed’” and 0.6% as ‘not needed’.

In terms of the needs to focus on fluency, 45.7% of the

sampled staff mentioned that this aspect was ‘heavily needed’, another 45.7% as

‘most needed’, 6.4% as ‘moderately needed’, 2.3% as ‘a little needed’ with none of

the staff choosing ‘not needed’.
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To summarize, majority of the sampled staff considered most
language aspects as ‘heavily needed’ and ‘most needed’. Only a small percentage of
them rated such language aspects as “a little needed’ or ‘not needed’. Among the
aspects considered by staff as being moderately needed, ‘accent’, ‘general
vocabulary” and ‘grammar’ were selected respectively. For those considered as being
heavily needed, general and business vocabulary’ top on the lists, whereas ‘lack of

fluency’ and then again “business vocabulary” were most needed.

1.2.7 Suggestions

This question is an open-ended question. It asks the sampled
staff to share their ideas of how English classes should be in order to assist Thai
learners to be successful in communicating with foreigners especially those who are
working in customer-services department in international banks. As this is open-
ended question, staff may or may not provide any answer. Some staff may provide
more than one suggestion. From those who provide answers to this question, the
researcher groups the suggestions using content analysis. The results are demonstrated
in Table 4.3 (page 80) and Figure 4.7 (page 81).

From Table 4.3 and Figure 4.7, the most suggested aspects for
our English classes were conversations (31.3%), additional English training (22.9 %)
and English for workplace (19.3%) respectively. A few points are worth discussing.
One of them is the suggestion that confidence in using English (7.2%) should be
focused in teaching and learning English. Another point is that several staff value the
importance of English as the sampled staff said English competence was important for
their career path (3.6 %).

To conclude, the information obtained from the questionnaires
indicates that the customer-services staff need more English training to properly
perform their tasks. This clearly signifies the needs for English for Specific Purposes
to solve their language problems and serve their needs. Such ESP course should aim
to cover relevant business vocabulary in this particular context as well as cross-
cultural communication. Throughout the course, learners should be encouraged to
practice as much English as possible to acquire fluency and confidence in using

English. Conversations in English along the courses should be emphasized.



Table 4.3: Suggestions/Ideas about English classes

Cumulative
Frequency Percent | Valid Percent Percent
Valid More English 26 14.9 31.3% 31.3%
conversations in class
The company should
provide additional 19 10.9 22.9% 54.2%
English training
English for workplace 16 9.2 19.3% 73.5%
i.e. banking field
Confidence in using
English should be 6 3.4 7.2% 80.7%
focused in class
Business English should 4 23 4.8% 85.50%
be focused
Teachers should be
native speaker of 3 1.7 3.6% 89.1%
English
English is important for
career development and
thus, more English 3 1.7 3.6% 92.7%
training should be
organized.
Learners in the class
should have same level 8 1.7 3.6% 96.3%
of English competence
Teacher for English
classes should be Thai
so that learners could 1 .6 1.2% 97.5%
gain better
understanding
Classroom should also
teach English for daily it .6 1.2% 98.7%
life
Class_,room shou_ld teach 1 6 1.0 100.0%
English for beginners
Total 83 47.7 100.0%
Missing System 91 52.3
Total 174 100.0

Note: As this part is open-ended question and 91 out of 174 respondents did
not answer or provide any suggestions, the percents used in the discussion are in valid

percents from those who actually provided suggestions/ideas to the question.
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Figure 4.7: Suggestions/ldeas on English classes
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2. Interviews

The second instrument used in the needs analysis stage is semi-structured
interview. The researcher did the interview with both staff and their managers/

supervisors in charge of customer-services.

2.1 Interviews with customer-services staff

During August and September 2005, fourteen customer-services staff
from various international banks have been interviewed. The information gathered is
presented in Table 4.4 (page 82-83).

From Table 4.4, the percentages of sampled staff who indicated that
they used to take English courses after their graduation, never taking any courses and
currently taking are 35.7%, 50% and 14.3% respectively. Among those who used to
take English courses after their graduation or now taking English, it is indicated that

71.4% of the courses are general English and 28.6% are business English.




Table 4.4: Information from interviews with customer-services staff

82

| Samples | Percents
English courses previously taken or currently taking
Yes 5 35.7%
No 7 50.0%
Now taking 2 14.3%
Total 14 100%
Type of English courses taken or currently taking
General English 5 71.4%
Business English 2 28.6%
Total 7 100%
Did such courses serve your needs?
Yes 3 42.9%
No 4 57.1%
Total 7 100%
What kind of courses do you prefer to take?
Speaking 5 35.7%
No idea/undecided 9 64.3%
Total 14 100%
Do you practice English outside the workplace?
Yes 6 42.9%
No 8 57.1%
Total 14 100%
How often per week do you practice English outside the workplace?
2-3 hours 3 50%
1 hour 3 50%
Total 6 100%
If you do, how do you practice your English?
(may use more than one method)
Talking with foreigners 1 9.1%
Reading English books 1 9.1%
Listening to English radio stations 3 27.3%
Watching English soundtrack films 4 36.3%
Searching information from the internet 1 9.1%
Chatting on-line 1 9.1%
Talking with Thai friends/relatives in English 0 0%
Studying English textbooks, CD or video 0 0%
Total 11 answers from 6 interviewees 11 100%
What do you think is the management’s comments about your English proficiency?
Not good enough 12 85.7%
Good 0 0%
Don’t know what they think 2 14.3%
Total 14 100%
Does the management provide any support to help you improve your English?
Yes 6 42.9%
No 3 21.4%
Don’t-know/unsure 5 35.7%
Total 14 100%
If there are English courses provided, are they helpful?
Yes 4 66.7%
No 2 33.3%
Total 6 100%
What do you think about the management’s criteria in promoting staff?
Good English 6 42.9%
Job experience 8 57.1%
Total 100%

14
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Do you have any plan to improve your English?

To study more English 5 35.7%
Still considering 2 14.3%
No plan yet 7 50.0%
Total 14 100%
What do you plan to do towards your career advancement?
Increase job knowledge 5 35.7%
Attend more banking training 4 28.6%
Improve/Learn more English 5 35.7%
Total 14 100%

When asked if those courses served their needs, 42.9% of the sampled
staff responded that the courses served their needs whereas 57.1% indicating that
those course did not serve their needs.

About what kind of courses they would prefer to take, 35.7% of the
sampled staff indicated the speaking/conversation classes while 64.3% of them said
they were undecided or have no idea so far.

Regarding English practice outside their workplace, 42.9% of the
sampled staff said they did while 57.1% did not. Among those who did, 50% of them
practiced English two to three hours per week and 50% of them practiced English one
hour per week. Information about how the sampled staff practiced English outside

their workplace is presented in Figure 4.8.

Figure 4.8: How participants practice English outside their workplace
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From Figure 4.8, the staff practiced English mostly by watching
English soundtrack films (36.3%), listening to English songs (27.3%), talking with
foreigners (9.1%), reading English books (9.1%), searching information from the
internet (9.1%), chatting on-line (9.1%). None of them practiced English by talking
with Thai friends/relatives or by studying English textbooks.

Most of the sampled staff (85.7%) thought that the management still
considered their English proficiency as being insufficient for use whereas 14.5% said
they did not know what the management thought about their English. Regarding the
management support to help them improve their English, 42.9% said yes, 21.4% said
no and 35.7% said they were not quite sure as they just join the banks.

Among those who answered ‘yes’ to the previous question about
management support in terms of English training, 66.7% indicated that such courses
were “‘helpful” whereas 33.3% said they were ‘not helpful’. In terms of job
promotions, 57.1% of the sampled staff believed job experience was the important
criterion whereas 42.9% believed good English was the answer.

The percentages of those who said they would like to take additional
English classes to improve their English, still considering/thinking, and no plan yet
were 35.7%, 14.3% and 50% respectively.

When being asked about what they plan to do for their career
advancement, 35.7% of the sampled staff said they would try to acquire more job
knowledge, 28.6% said they would attend more banking training and 35.7% said they

planned to learn more English.

2.2 Interviews with Managers/Supervisors

The researcher has conducted six interviews with six managers/
supervisors from six international banks. It was even more difficult to make
appointment to interview each of the manager/supervisor as they had very tight
schedule. The interview was also frequently interrupted by urgent calls and other
tasks. Each interview took approximately 15-20 minutes. Main points are presented in
Table 4.5.
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Table 4.5: Information from interviews with the managers/supervisors

| Samples | Percents
What is the management expectation regarding staff” English proficiency
Able to handle foreign customers using English 6 100%
Total 6 100%
What are the management plan(s) for staff’ English development?
Encourage/support them to take additional English classes 4 66.7%
English day activity once in a while 2 33.3%
Total 6 100%
Are there any English training courses provided to improve staff’ English proficiency?
Yes 3 50.0%
No 3 50.0%
Total 6 100%
If there is, what is the type of English course provided?
General English 2 66.7%
Business English 1 33.3%
Total 3 100%
How was the English training course conducted?
In-house training 1 33.3%
Outsourcing 2 66.7%
Total 3 100%

From Table 4.5, all the six managers/supervisors (100%) said they did
not have any particular criteria or benchmark like TOEFL or IELT scores to measure
their staff” English proficiency. All of them indicated that they wanted their staff to be
able to properly handle customers using English.

Four managers/supervisors (66.7%) said they encouraged their staff to
take additional English courses by providing certain budget. Two managers (33.3%)
said they set up the “English Day” campaign once in a while to encourage staff to use
solely English on that particular day.

Three managers/supervisors (50%) said they used to arrange English
courses for their staff to improve their English whereas the other three (50%) said
they did not.

Out of the three English courses provided, the managers said two
(66.7%) were general English-and. there was only one business English course
(33.3%).

Two of the English courses (66.7%) provided were conducted by using
outside English training institutes. There was only one course (33.3%) that was
organized by the bank’s training department.

The last question in the interview was about other relevant question/
comment. For this part, a couple of answers or comments from the six managers/

supervisors were noted. All of them (100%) believed that English was very important
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for the customer-services field. They also mentioned that currently they still did not
have adequate staff with satisfactory level of English. English course that is specially
designed for customer-services staff in international banks is what they want for their
staff. Besides, from their experiences, four managers mentioned that they used to hire
staff with high level of English proficiency yet they had no banking experiences. They
found that those staff stayed with the bank just for a short period, usually less than a
year. Most of them left the customer-services area for business or marketing fields.
Staff with banking experiences and customer-services mind tend to stay longer with
the bank. These four managers confirmed that it should be better to develop these
staff to have higher level of English proficiency rather than to hire new staff with
good English.

To conclude, the information from the interviews also supports those
from questionnaire that there is still a gap in customer-services staff’ level of English
proficiency between what is required and what is currently available. English for
Specific Purpose course for this context of customer-services staff in international

banks may be helpful to fill such a gap.

3. Site Observations

From altogether twenty-two observations conducted by the
researcher during October 2004 to November 2005, it was observed that most calls
handled by customer-services staff were about credit cards enquiries e.g. the
amount/date due, the remaining line of credit, requests to waive the annual fee, card
application-approval or rejection status, complaints e.g. sales staff provided wrong
information about the fee, requests to cancel the card due to-high annual fee, lack of
use, inconvenience of payment channels, etc.

In-handling each customer’s call, customer-services staff needed to perform
verification process to ensure that they are giving the confidential information only to
the actual bank account owners or cardholders.

Such questions like, “What’s your phone number as given to the bank?”,
“What’s your line of credit?”, “What’s your date of birth?”, “What’s your billing or
mailing address?”, “How many supplementary cards do you have?” , etc. were

commonly used to verify the callers.
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The information gathered from observations has been categorized into
frequency of each type of calls and techniques used in handling each task. The

frequency of each type of calls has been presented in Table 4.6.
Table 4.6: Frequency of each type of calls

| Percents
Frequency of each type of calls
Bank 10%
General 20%
Credit cards 80%
Complains 7%
Others 1%
Total 100%
Techniques used to handle each task in English
(staff may use more than one technigque)
Use of keywords 42.8%
Speech repetitions 22.9%
Request assistance from colleagues 14.3%
Transfer lines to supervisor 20.0%
Total 100%

For a clearer picture of frequency of each type of calls and techniques used in

handling each task, Figure 4.9 and Figure 4.10 are provided.
Figure 4.9: Frequency of each type of calls

80%

OBank B General O Credit cards
O Complaints B Others

From Figure 4.9, majority of calls (80%) were about credit card enquiries,
10% were about bank products and services enquiries, 7% are about general or

services complaints (e.g. sales representatives have given wrong information;
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customers are not satisfied with one of the bank’s products or services), 2% were
about general enquiries (e.g. asking for telephone numbers or bank’s address), and 1%
was about others (e.g. customers wanted to call another banks but mistakenly dialed

to this bank and so, asked for those other banks’ phone numbers).
Figure 4.10: Techniques used by staff in handling each call in English
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Based on Figure 4.10, the most frequently used technique in handling each
task in English is the use of ‘key words’ (42%). For instance, staff use the words or
phrases like ‘balance transfer’, “card activation’, ‘payment due date’, etc. in stead of
using the complete sentences. The other techniques are ‘speech repetitions’(22.9%) in
which staff ask customers to repeat the sentences again and again; ‘transferring lines
to their supervisors’ (20%) when they are unable to understand or get the customers’
messages; and ‘requesting for assistance’(14.3%) from their colleagues sitting next to
them.

In terms of language used in handling calls, the main languages used are Thai
and English as 85-90% of customers are Thais and 10-15% are foreign customers.
Though the number of foreign customers is not very high, the bank’s management
still recognizes the significance of their staff’ proper English usage as these foreign
customers are usually major accounts. As stated in the information from the
interviews, it is also the bank’s policy that all staff should be able to handle foreign

calls and provide satisfactory services to each and every customer. That obviously
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requires the staff’s ability to use acceptable English for the image and reputation of
the bank. Most importantly, information from site observations help the researcher to
identify the vocabulary items frequently used and to better understand how the
language is actually used with certain steps/moves in this particular context which are
required in preparing the manual for the BEOC course.

To summarize, information from the site observations supports information
from those of questionnaires and interviews that the level of English proficiency
required by the staff under the study is still different from their current level. From
questionnaire, regarding the level of difficulty in using each skill at work, most staff
rated the four skills as moderately difficult. The results also indicated that speaking
and listening skills were considered difficult and very difficult skills for staff when
compared to reading and writing. In terms of their current ability, a high percentage of
staff still considered their ability to be either poor or very poor. The sampled staff
considered additional English training for most of the tasks/competencies to be
necessary, very necessary and most necessary.

From interview with staff, most of the sampled staff thought that the
management still considered their English proficiency as being insufficient for use.
Such response corresponds with the information gathered from interviews with the
management. All the managers/supervisors being interviewed shared the same
opinion that English was very important for the area of international banking field.
However, most of their present staff still did not have satisfactory level of English
proficiency to handle their jobs. The management also agreed that English course that
has been specially designed for customer-services staff in international banks was
what they wanted for their staff.

From the needs analysis, credit card-enquiries were on top of the list in terms
of nature of calls being handled each day as most customers carry these international
credit cards; followed by balance enquiries, complaints and general enquiries as

earlier presented in the observation part under the needs analysis stage.
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Part Il: Translating Needs Analysis to a Course Development

This part will cover the steps in translating needs analysis to a course

development which include:

1) Explore theoretical framework for course development

2) Map the results of site observations and steps of competency-based
approach of course design

3) Specify important findings from needs analysis

4) Construct the course module and course materials

5) Validate the proposed course and lesson plans

6) Adjust the course accordingly

Each step is described as follows:
1. Framework for Course Development

BEOC course to enhance English oral proficiency for customer-services staff
in international bank will be based on the framework and theories of ESP and adult
learning principles. Information for course development will be mainly derived and
translated from the needs analysis. Once the course has been designed, it will be
verified by experts and pilot study prior to the main course implementation. The
course will be evaluated in terms of its effectiveness via the t-test and effect-size. The
framework of the course adapted from Sunthornwatanasiri (2000: 60) and Burn and
Hood (1995: 39) has been illustrated in Figure 4.11
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Figure 4.11: Framework for BEOC course development (adapted from Sunthornwatanasiri, 2000:
60 and Burn and Hood, 1995: 39)
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2. Map the Results of Site Observations and Steps of Competency-based

Approach of Course Design

In the competency-based approach, what the learner has to know in
order to function effectively in the real situation may be used as the starting pointf@rification of the ¢
determine what learners should have possessed at the end of the course. Such
information can be obtained from the study and observations of job responsibilities of
the learners in their actual workplace (Sujana, 2005). Thus, after the needs analysis Cours

has been conducted, the researcher specified important findings gathered from such

Col
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analysis in terms of English competencies that customer-services staff working in

international banks need for their work as provided in Table 4.7.

Table 4.7: Identification of English competencies for customer-services staff working in international banks:

An attempt to map the results of site observations with the principles based on the steps suggested in
Sujana, 2005

communicative
needs into English
competencies

do they need to-have in
order to-be able to-function
effectively?

No. Step Main aspects to be Specific descriptions in the study

explored

1. Identification of Who are the participants of | Customer-services representatives (CSRS) in
target group the particular course under international banks

development?

2. Identification of What are responsibilities of | Main Responsibilities of CSRs:
duties of the professional workers in | 1. Handling customers’ enquiries about banks and
professional the target situation (in terms | credit cards on the phone.
workers of the use of language)? 2. Handling customers’ complaints.

3. Dealing with customers about accounts payments,
and related bank issues.

4. Cross-selling or promoting additional bank
products and services to customers.

5. Maintaining and updating customers’ account
profiles.

6. Investigating and following-up pending cases.

3. Assessment of What kinds of In order to satisfactorily handle the responsibilities
communicative communicative needs do no. 1-4 in which English is required in dealing with
needs professional workers need foreign customers, CSRs should possess language

to be able to handle those ability on:

responsibilities?
1. How to handle customers’ enquiries about banks
and credit cards on the phone.
2. How to handle customers’ complaints.
3. How to negotiate with customers about accounts
payments, and related bank issues.
4. How to cross-sell or promote additional bank
products and services to customers.

4. Translation of What English competencies | Each communicative need can be translated into

several English competencies:

1. How to handle customers’ enquiries about banks
and credit cards on the phone.

e Able to greet and keep the conversation
going smoothly with appropriate turn-taking
with customers.

Able to verify customers’ identity.

Able to provide and communicate the
information as required by customers.
Vocabulary, phrases in the area of bank
products and services are very essential.

e Able to communicate using appropriate and
polite language.

2. How to handle customers’ complaints.

e Able to deal with complaints using
appropriate terms, phrases, tone of voice,
etc.
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e Able to turn crisis into opportunities by
offering solutions, alternatives to cool down
or lessen customers’ dissatisfaction level.

e Able to use polite language.

3. How to negotiate with customers about accounts
payments, and related bank issues.

e Able to use convincing messages to
negotiate with customers.
e Able to use polite language.

4. How to cross-sell or promote additional bank
products and services to customers.
e Able to use convincing messages to cross-
sell products and services with customers.
e Able to clearly present and communicate
the products’ benefits.
e  Able to respond to customers’ enquiries.

Translation of
English
competencies into
linguistic and
other specification

What language input should
be included in the syllabus
in order to achieve the
language needed in the
target situation?

To find out the learning needs or language input for
class activities, the competencies can be further
translated into detailed linguistic and other
specifications.

For example:

e Togreetand keep the conversation going
smoothly with appropriate turn-taking
with customers.

- Expressions for greetings and
leave-taking; using correct form of
address; noticing and practicing
appropriate turn-taking

e To verify customers’ identity.

- Using effective questions to
successfully verify customers’
identity e.g. yes-no vs. informative
questions/direct vs. indirect
questions, etc.

e To provide and communicate the
information as required by customers.

- Registers, abbreviations,
vocabulary, phrases in the area of
banking are very essential.

e Tocommunicate using appropriate and
polite language.

- Words and-phrases like
May I, ~Please, Could
you please must be
emphasized and practiced.

Teaching and
learning activities
to develop
competencies

How to impart the language
input in teaching and
learning process?

More than one method of teaching and learning
activities should be applied depending on the focus.
Some of them are: negotiating meanings with
students; class discussion; small-group collaboration;
and valuing meaningful activity over correct answers
(Wood, Cobb, and Yackel, 1995).
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Based on the information from the needs analysis participants/ learners
should be able to acquire competencies in performing their jobs in the following
areas:

1) Handling credit card enquiries

2) Handling bank enquiries,

3) Handling customers’ complaints

4) Handling general enquiries

5) Handling payment problems

6) Greeting, introduction and leave-taking; making requests,
offers, suggestions, checking and confirming information; stating an opinion;
expressing disagreement; interrupting politely to ask questions.

The above competencies will be set as the objectives of this specially-

designed English course.

3. Specify Important Findings from Needs Analysis

Main findings are listed as follows:

3.1 It is obvious that the staff need an English course to help improve
their work. From the survey, 9.8%, 30.5%, 53.4%, and 5.2% of the sampled staff
indicated their English as being very poor, poor, fair and good respectively. More than
90% said their current level of English was still not sufficient for their work. In spite
of such high percentages of insufficiency of the language as indicated by the
respondents, only 14.4% of them were now taking some English courses. Such
information is also supported by the interviews which indicated that only 14.3% of the
sampled staff were now taking some English classes.

3.2 In terms of skill difficulty (as being indicated by “difficult’ and
‘very difficult’), speaking (55.5%) was ranked the highest by the sampled staff, then
listening (51.4%), writing (32.1% ) and reading (17.3%) respectively.

3.3 For degree of problems in using English caused by various
aspects (general vocabulary, business vocabulary, grammar, accent, fluency,
confidence, cross-cultural communication), majority of the sampled staff considered
all language aspects as their problems with varying degrees. Among those considered
as their most problems, the lack of confidence and the lack of fluency were on the top

lists. When asked about the degree of needs to focus the various language aspects in
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English training, majority of the sampled staff considered most language aspects as
‘heavily needed’ and “most needed’. The fluency and business vocabulary were on the
top lists of those most needed.

3.4 The design of the course should meet what the learners need. The
sampled staff’ suggested aspects to be included in English classes were conversations
(31.3 %), ongoing/additional English training (22.9%) and English should be
particularly for workplace (19.3 %). 7.2 % of the sampled staff suggested that
confidence in using English was essential and should be focused in English class.
Another point is that several staff valued the importance of English as they said
English competence was important for their career path (3.6 %). The recommended
aspects like conversations, English for workplace, opportunity for learners to practice
and develop confidence in using English correspond with the previous question as
respondents indicate “fluency” in using English and business vocabulary are what they
most needed. Hence, such aspects was emphasized in designing the Business English
Oral Communication Course (BEOC) in the present study.

3.5 The English course should be relevant to what they face in a real
situation. From the survey, English is highly valued and required to perform the role
of customer-services staff and as one significant criterion for career advancement.
However, only a few staff used to take or were taking additional classes. The reason
seems to be that the classes currently available are mostly general English which may
not adequately serve the staff’ needs for English for workplace and business
vocabulary particularly in the area of banking.

3.6 The content of the course should reflect or respond to their
language need and difficulty at the workplace. The information from site observations
demonstrates that 80% of the incoming calls to customer-services department were
about credit card, 10% were about banking, 7% were about complaints and the rest
was for general and other enquiries. The lessons and time should be then allocated
more for credit card enquiries, then banking enquiries, complaints and others
respectively. From site observations, required steps or convention that customer-
services staff on duty have to follow in handling their customers’ calls to meet the

service standards of the workplace are identified. Those steps are:



96

1) Greet the customer.

2) Introduce themselves.

3) Demonstrate willingness to provide services/assistance

to the customer.

4) Get the customer’s bank or credit card number.

5) Verify the customer for bank/credit account owner.

6) Provide information and services as inquired only to the

account owner or authorized person.

7) Ask if the customer still requires any other additional

assistance.

8) Thank the customer for the custom with appropriate

leave-taking.

Information from site observations (Figure 4.10) showed that the most
frequently used technique in handling calls in English of customer-services staff was
the use of ‘key words’ (42%). Therefore, the course covered certain banking
vocabulary items frequently used in performing the customer-services task together
with relevant scripts covering the required steps to meet the quality and service
standards of the workplace.

Apart from the results of the needs analysis, to come up with the ESP
course design, the contextual constraints of this study are listed based on Jordan’s
constraints or variables (2000: 64-65) as follows:

1) Tutors/teachers: in the study, the researcher takes the role of
the tutor/teacher of the course. She has two years of working experiences in the field
of international banks and six years of teaching experiences in a business university.

2) Students: 23 students with various language levels (from the
EOCR scale of 0 to 2)

3) Other staff: the staff’s supervisors and managers who
arrange the room and provide necessary support.

4) Time: 26 sessions totaling 52 hours in two-month period, 3
sessions per week on every Tuesday, Wednesday and Thursday.

5) Space: the room size is suitable for 20 participants

6) Facilities/equipment: whiteboard, computer and LCD are
available. CD and cassette player, materials and handouts have to be brought by the
tutor.
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7) Accommodation: not applicable as the classroom used is one
of the meeting rooms of the workplace

8) Finance: budget — not requested from the workplace as the
course is part of the dissertation. However, from management interviews, the budget
of the workplace for training is usually variable.

9) Other influences: experiences of both the tutor and
participants who are adult learners are taken into consideration along the course
design.

4, Construct the Course Module and Course Materials

Based on the information gathered and the ESP literature review,
particularly on the study of Graves (2000) regarding key issues in ESP course design,
the researcher developed the course to cover two main modules i.e. English for
general conversation (3 sessions) and English for customer-services staff (22
sessions).

The course structure of the BEOC course was then proposed as shown
in Table 4.8.

Table 4.8: Course Structure for BEOC

Business English Oral Communication (BEOC)
(For Customer-services Staff in International Banks)

Module I: English for General Conversation (3 sessions)

e  Greeting, Introduction and Leave-taking

e Requests, Offers, Suggestions, Checking and
Confirming Information

e  Stating an Opinion, Expressing Disagreement, Interrupting Politely
to Ask Questions

e  Survival English: Food and Eating

Module I1: English for Customer-service Staff (22 sessions)

11.1 Know Ourselves and Our Customers (2 sessions)
e  Know Ourselves and Understand Our Customers
e  Customer Verification

11.2 Credit Card Enquiries (11 sessions)

e  Credit card balance enquiries
Credit card payment date
Payment update and details of card transactions
Credit card activation
Request for new card because of name change
Request for new card due to magnetic error




98

The customer did not receive the renewed card

The customer did not receive the statement

The customer did not receive the PIN code

Request to change the billing address

Request to change the payment cycle

Request for an exemption from interest charges (finance charges reversal)
Request to change/convert the card (Card Conversion)

Request to upgrade the card (Card Upgrade)

Request to increase the credit limit on a temporary basis

Request to increase the credit limit on a permanent basis

Request to reinstate the account (within six months) (Account Reinstate)
Disputed credit card transaction

Points redemption

Lost/Stolen credit card

Cancellation of credit card (at customer’s insistence)

11.3 Bank Account Enquiries (5 sessions)

Bank Accounts Types Enquiries

Foreign Exchange

Overdraft Facility

Safe Deposit Box

Cashier’s Cheque

ATM Card Activation

Lost/Stolen ATM Card

Money Transfer

Credit Facilities Services (Personal Installment Loan,
Personal Line of Credit, Smart Cash)

11.4 Handling Complaints (2 sessions)

e  Situation A: when the bank is in the wrong
Situation B: when the bank is in the right — but will give way
and is prepared to help

e  Situation C: when the bank is in the right — and cannot give way

11.5 Cross-cultural Knowledge and Communication (2 sessions)
e Namesand Titles
e  Stereotypes Across Cultures

e  Telephoning Across Cultures

11.6 Wrap-up session (1 session)

Three sessions were arranged for general conversation due to two main
reasons. The first one is that from questionnaires and.interviews, some respondents
indicated that they would like English classes to include daily life or English for
beginners. The second reason is to provide certain Basic English to prepare the
participants in the class who may have different English proficiency prior to the study
of English for workplace.

The lessons under the module of English for general conversation were
developed from English textbooks considered relevant to the participants. These

textbooks have been used by several business colleges and universities, for instance,
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Assumption Commercial College, Kitti Commercial College, Nicholas Commercial
College, and Assumption University. The lessons in this module have been verified
by one English language teacher with doctoral degree and three bank managers and
supervisors as being appropriate and useful for their staff. The textbooks referred to
are listed in Table 4.9.

Table 4.9: Lists of textbooks used as a reference for the first module: English for general

conversation

1. Dellar, H., and Walkley, A. (2005). Innovations-A course in natural English.
U.K.: Thomson ELT.
2. Ferree, T., and Sanabria, K. (1998). NorthStar-Focus on Listening and

Speaking Hong Kong: Longman.
3. Grant, D. and McLarty, R. (2002). Quick Work-A short course in Business
English. Hong Kong: Oxford.

4. Kisslinger, E. (2002). Impact Listening 1. Hong Kong: Longman.
5. Stempleski, S., Douglas, N., and Morgan, J.R. (2005). Worldlink-Developing

English Fluency. Australia; Thomson-Heinle.

For lessons under the module of English for customer-services staff,
the researcher prepared them based on the actual scripts that the staff are currently
using in answering their customers together with some relevant banking textbooks.
The scripts were collected and recorded by the researcher and partly provided by the
call-center manager. In response to the high percentage of needs and usage in the area
of credit cards as indicated in the needs analysis, eleven sessions were dedicated to
cover the most required aspects of credit cards. Five sessions were for banking
products and services, and two sessions each for handling complaints and cross-

cultural aspect.

5. Validate the Proposed Course and Lesson Plans

1) Experts’ Validation
The lessons have been validated by five experts. The experts consisted
of two English language instructors with doctoral degrees, two content specialists

with at least five years of working experiences in the field of international banks, and
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one English native-speaker. The experts suggested improvements in terms of class
activities, up-to-date vocabulary, grammatical accuracy and careful proofreading.
The researcher revised the lesson plans accordingly with approval from the call-center

manager and the dissertation’s advisor.

2) Pilot Study

The pilot study is aimed to ascertain that the proposed lesson plan can
be effectively used for the purpose of this study and to get the teacher to be
familiarized with the environment and the lesson.

A sample lesson on the topic of customer-verification was piloted with
a group of nine support- services staff working in an international bank. These staff
have similar characteristics with those of customer-services staff in the main study.

The topic on customer-verification was used for the pilot group
due to the following reasons:

1) Information from site observations indicates that this topic is
the required foundation knowledge for all staff in dealing with their bank’s customers
before attempting to handle other enquiries. Thus, this topic of customer-verification
is the pre-requisite in ensuring that the staff are providing confidential banking and
credit card information only to the actual account owner.

2) The content could be reasonably covered within the
allocated time for this pilot class.

The content has been examined and approved for its authenticity and
accuracy by three content specialists i.e. two bank managers and one senior
customer-services officer with at least five years of experiences in international banks.

The sample lesson is illustrated in Table 4.10.



Table 4.10: The sample lesson
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Lesson on Customer-verification

Vocabulary and phrases

verify vs. verification
security

inconvenience

home phone number
office phone number
mobile/cell phone number
credit limit

basic card

supplementary card
Identification Card (ID) number
date of birth

billing address

last transaction

release

Guidelines

e Ask the caller some personal information questions as appropriate to verify that the

caller is the actual bank account or card owner.

a) May I have your full name, please?
b) May | have your date of birth, please?

c) May I have your home/office/cell phone that was previously given to the bank,

please?
d) May I have your billing address, please?
e) May I have your Identification Card number, please?
f)  When was your last payment, sir/madam?
g) Could you remember what your last transaction on the card was?
h) Where did you settle your last payment, sir/madam?
i) What is your credit limit, sir/madam?
j) How many supplementary cards do you have, sir/madam?
k) May | have the name of your supplementary card, please?

I) May I have your contact number/ telephone number for returning your call, please?

security.
2. Thank the customer for his/her answer.
3. If the customer could not remember or provide particular information, assist

shown at the top of the page.

4. After successful verification, thank the customer again for answering all the
questions before proceeding to the customer’s enquiry or complaint.

5 If verification is unsuccessful, apologize to the caller and explain that we
can provide information to the actual account owner or authorized person in
charge of the account only.

1. Give areason why such personal information needs to be asked i.e. for the sake of

him/her first before attempting another question. For example, the credit limit is
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Script

(CSR stands for customer-service representative)

CSR: ABC Bank, Nattinee speaking. How may | help you?

Customer: Good afternoon. Khun Nattinee. I am Albert Robertson. I’d like to ask
about my previous credit card statement.

CSR: Good afternoon, Mr. Robertson. May | have your card account number
please?

Customer: Of course. The card number is 4550 8987 3429 9090.

CSR: 4550 8987 3429 9090. Thank you, Mr. Robertson. For security

reasons, may | have some personal information to verify the account
owner. May | have your date of birth please?

Customer: January 18, 1956.

CSR: Thank you, sir, and what’s your billing address, please?

Customer: It’s 48/5 Changwattana Road, Pak Kret, Nonthaburi.

CSR: Thank you, sir. And what is your credit limit, please?

Customer: My credit limit? Sorry, | can’t remember.

CSR: Excuse me, Mr. Robertson. Do you have the credit card statement in

your hand sir? The credit limit is at the top of the page.
Customer: Oh, yes. | see. The credit limit is Baht 120,000.
CSR: Thank you for the information, Mr. Robertson.

* If the caller could not provide the correct information and thus, the verification fails...
CSR: Sorry for the inconvenience sir/fmadam. The information on our

customer’s account is confidential and can be released only to the
account owner or authorized person as indicated by the owner.

As the staff in the area of customer-services are working in shifts, it is
somewhat difficult to set the common time for them to attend this pilot class. The
class was eventually arranged on January 17, 2006, from 5.30 p.m. to 8.00 p.m. at one
of the bank’s meeting rooms.

At the end of the pilot class, the researcher requested the participants to
fill in the evaluation form (see Appendix K). Likert scale of 1 to 5 is used with 1 = not
agree at all, 2 = do not agree, 3 = neutral, 4 = agree and 5 = strongly agree.
Descriptive statistics on means and standard deviations of each area of the lesson

using SPSS are presented in Table 4.11.




Table 4.11: Descriptive Statistics on evaluation of the sample lesson
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Minimum Maximum
Area N scale scale Mean Std. Deviation

1. Lesson is useful for my

work. 9 4 5 4.56 527
2. Lesson is easy to

understand. 9 4 5 4.56 527
3. Lesson is interesting and

fun. 9 4 5 4.44 527
4. Lesson is authentic. 9 4 5 433 .500
5. Time allotted for each part

is appropriate. 9 4 5 4.56 1.000
6. The sequence of the

lesson is appropriate. 9 4 S 4.67 500
7. The pace of the lesson is

appropriate. 9 3 5 4.44 726
8. Overall, | like the lesson. 9 4 5 4.67 .500

Note: N = No. of participants in the pilot class

From Table 4.11, means of all areas of the lesson range between 4.33

and 4.67 indicating that participants in the pilot study agree and strongly agree that

the lesson is useful, easy, interesting and authentic; the sequence and the pace of the

lesson is appropriate; and overall, they like the lesson.

Regarding the comment part which is the open-ended question, two

participants did not provide any comment whereas some participants provide more

than one aspect. Altogether, there were twelve comments provided and summarized in

Table 4.12.

Table 4.12: Comments from participants in the pilot study

Frequencies Percents
Corhmerit(s) (from 12 comments)

1. The lesson was fun and useful. 5 41.7%
2. | like to continue the class and learn more. 3 25.0%
3. Additional materials that are more relaxing may be 2 16.7%
added to help release the staff’ stress and tension from
work e.g. songs, jokes.
4. More grammar should be focused. 1 8.3%
5. A little too fast for some parts. 1 8.3%

Total 12 100.0%
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From Table 4.12, participants commented that the lesson was fun and
useful (41.7%), that they liked to continue the class (25%), that more relaxing
materials should be added (16.7%), that more grammar should be focused (8.3%) and

that it was a bit too fast for some parts (8.3%).

6. Adjust the Course

Based on information gathered from the pilot study, the lesson plans were
adjusted accordingly. For instance, more relaxing materials e.g. English songs, stress
relievers (jokes), etc. were added in the warm-up session in order to help reduce
learners’ stress from work. Besides, the researcher as the teacher of the course tried to
slow down the pace of the lesson during the main study to accommodate slow learners
since the course participants have different English background and proficiency level.

The lessons were prepared and printed out as a manual for both the teacher

and the learners.

Part I11: Course Implementation and Evaluation

1. Course Implementation

The researcher who also performed the role of the teacher for the BEOC
course discussed and proposed the bank management about the timing of the course.
Initially, the management preferred the course to be conducted in November and
December 2005. The management said they would like their staff to gain better
English as soon as possible. Besides, by the end of the first quarter of 2006, the bank
was going to-launch several new projects, and hence, it would be difficult to arrange
the class during that time. ‘However, the management’s suggested timing was too
rushed for the researcher to complete all the lesson plans in which experts’ validation
and pilot study were required. This point was then made clear to the bank. Finally, the
researcher proposed and got approval from the management to organize the course
during February and March 2006.

There were 23 participants at the beginning of the course. Due to health

problem, one participant dropped from the cause leaving 22 participants who
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completed the course. The class was scheduled on every Tuesday, Wednesday, and

Thursday from 5.30 p.m. to 7.30 p.m. Total class time was 52 hours (26 sessions).

2. Course Evaluation

This section describes the instruments used in course evaluation and findings
from each instrument. Information includes both quantitative data and qualitative
data.

In order to find out the effectiveness of the course, several instruments have
been exploited to gather information both in terms of quantitative and qualitative
aspects from the participants.

In terms of quantitative data, it is expected that the participants should gain
significant increase in their scores from oral test, vocabulary in context as well as
their confidence level in speaking English. For qualitative side, their strategies used to
accomplish each task and their attitudes towards English would be observed through
teacher’s observations and the logs from both the teacher and the participants.

The instruments used for course evaluation are listed as follows:

2.1 Oral/speaking test

2.2 List of observed vocabulary in context

2.3 Participants’ confidence level in using English
2.4 End of course evaluation form

2.5 Teacher’s and participants’ log

2.1 Oral/Speaking Test
Participants were pre-and post-tested in terms of their oral
proficiency. Three raters rated each participant using the scales of English Oral
Communication Ratings (EOCR) as previously mentioned in Chapter 111.
Correlations among raters in oral pre- and post-test using Pearson

Correlation are presented in Table 4.13 and Table 4.14.



Table 4.13: Correlations among raters (pre-test)

Raterl Pre | Rater2 Pre | Rater3 Pre
Raterl Pre Pearson - ek
Correlation 1 99(*) 93()
Sig. (2-tailed) ) .000 .000
From N 22 22 22
Rater2 Pre Pearson ke ek
Correlation 99(**) ! 94()
Sig. (2-tailed) .000 . .000
N 22 22 22
Rater3 Pre Pearson y 4 -
Correlation Sitl, 94(") !
Sig. (2-tailed) .000 .000 .
N 22 22 22

** Correlation is significant at the 0.01 level (2-tailed)

106

From Table 4.13, it shows that in rating the scale on oral pre-test, the

correlation between Rater 1 and Rater 2 was 0.99 and the correlation between Rater 1

and Rater 3 was 0.93. The correlation between Rater 2 and Rater 3 was 0.94. The

correlation is significant at the 0.01 level (2-tailed).

Table 4.14: Correlations among raters (post-test)

Raterl Post | Rater2 Post | Rater3 Post
Raterl Post Pearson e ke
Correlation : 93(") 92(")
Sig. (2-tailed) - .000 .000
N 22 22 22
Pearson b ke
Correlation — _ 89(")
Sig. (2-tailed) .000 f .000
N 22 22 22
Rater3 Post Pearson e R
Correlation 92(*%) 89(*) !
Sig. (2-tailed) .000 .000 .
N 22 22 22

**Correlation is significant at the 0.01 level (2-tailed)

From Table 4.14, it reveals that in rating the scale on oral post-test, the

correlation between Rater 1 and Rater 2 was 0.93 and the correlation between Rater 1

and Rater 3 was 0.92. The correlation between Rater 2 and Rater 3 was 0.89. The

correlation is significant at the 0.01 level.

In summary, in terms of raters’ reliability, high correlations (> 85%)

among raters have been found from both the pre-test and post-test. This indicates the

degree to which the ratings of one rater can be predicted from the ratings of the other
raters (Hatch and Farhady, 1982: 203).
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For statistical measurements, the scales given by majority of the raters

i.e. two out of three were assigned to each participant. Results from the pre- and post-

tests are demonstrated in Table 4.15.

Table 4.15: Oral/speaking test results

Pre-Test Post-Test
Student (S) Rl | R2 | R3 Result R1 R2 R3 Result
(two out of (two out of
three raters) three raters)
Sl 0 0 0 0 2 2 2 2
S2 0 0 0 0 1.5 15 1 15
S3 2 2 2 2 2 3 25 25
sS4 0 0 0 0 0 0.5 1 0.5
S5 1.5 | 15 2 2.5 2 2
S6 1.5 | gif5" | T 05 2 2 2 2
S7 1 1 1 1 %5 15 15 15
S8 1 1 1 1 1 1 15 1
S9 1 1 1 1 2 15 2 2
S10 15 1 1 1 1.5 1 15 15
S11 0 0 0 0 0.5 0.5 1 0.5
S12 1 1 1 1 1 1 1 1
S13 05 |05 1 0.5 2 25 2 2
S14 2 2 2 2 2.5 2.5 2 2.5
S15 15 | 15| 2 5 2 15 2 2
S16 1 1 1 1 2.5 3 2.5 2.5
s17 0 0 0 0 1 1 1 1
S18 0 0 0 0 2 2 2 2
S19 05 |05 1 0.5 1 1 1 1
S20 0 0 0 0 2 25 2 2
S21 P L5 | L5 15 2 2 2 2
S22 0 0 0 0 0.5 0.5 1 0.5

Note: ‘R’ stands for “rater’

From Table 4.15, the scale rated by each of the three raters for each

participant has been presented for-both pre- and post-test. For statistical

measurements, scale from majority i.e. two out of three raters was assigned to each

participant. Results from the test will be further discussed in the following part.

2.1.1 Oral Pre-test Results

The number and percentages of participants being rated

at each English Oral Communication Rating (EOCR) scale from the oral pre-test has

been presented in Table 4.16.
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Table 4.16: Frequencies and percentages of participants at each EOCR scale from oral pre-test

EOCR Scale Frequencies and percentages
of participants at each scale
(Pre-test)
0 8 (36.4%)
0.5 2 (9.1%)
1 6 (27.3%)
15 4 (18.2%)
2 2 (9.1%)
2.5 -
3 -
35 -
4 -
45 -
5 -
Total 22 (100.0%)

From Table 4.16, it shows that 36.4%, 9.1%, 27.3%, 18.2% and
9.1% of the participants were rated at the scale of ‘0, “0.5’, ‘1’, “1.5” and ‘2’
respectively. As being highlighted in the table, the mode of the scale from the oral
pre-test was “0’. The highest percentages of participants i.e. 36.4% (8 participants)
were at this particular scale. The common language behaviors of this group of
participants in the pre-test were that they needed several repetitions of the questions
along the test and took long time to think and still could not complete the
conversation. Some did not answer at all. The highest scale from the oral pre-test was

‘2’ in which only 9.1% (two participants) were at this level.

2.1.2 Oral Post-test Results
The number and percentages of participants being rated at each
English Oral Communication Rating (EOCR) scale from the oral post--test has been

presented in Table 4.17.
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Table 4.17: Frequencies and percentages of participants at each EOCR scale from oral post-test

participants were at the scale of *0.57, ‘1°, “‘1.5°, “2’ and ‘2.5’ respectively. None of

EOCR Scale Frequencies and percentages
of participants
(Post-test)
O -
0.5 3 (13.6%)
1 4 (18.2%)
15 3 (13.6%)
2 9 (40.9%
25 3 (13.6%)
3 -
8 -
4 4
4.5 -
5 =
Total 22 (100.0%)

From Table 4.17, based on the same rating scales with the same
three raters, in terms of percentages, 13.6%, 18.2%, 13.6%, 40.9% and 13.6% of the

the participants was rated at the scale of ‘0’ from the post-test. The mode of the scale

from the oral post-test was “2°. The highest percentage of participants i.e. 40.9% (9

participants) were rated at this scale.

The results from t-test have been presented in Table 4.18.

Table 4.18: Oral/speaking test — Paired samples test (t-test)

Paired Differences

95% Confidence
Interval of the
Std. Error Difference
Mean Std. Deviation Mean Lower Upper t df Sig. (2-tailed)
Pair 1 Average
o) | -84 62 13| 412 .56/  -6.32 21 000
Average
After

From Table 4.18, the results of -6.32 from t-test indicated that

participants in the study had higher scores in their oral post-test at a significant level

(p <.05).
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In terms of the effect-size, Cohen’s d is the appropriate effect
size measure to use in the context of a t-test on means. d is defined as the difference
between two means divided by the pooled standard deviation for those means.
(Wikipedia, 2006). According, to Cohen (1988: 22), the values of the effect- size
were used for the interpretation in terms of the correlation between an effect (in the
present study — the BEOC course) and the dependent variable (in the study —
participants’ improvements in oral English proficiency). The rationale underlying the
computation of effect-size as suggested by Cortina and Nouri (1999: 1-8) is “due to
the interpretational limitations, we often want information relating not only to the
question of whether or not an effect exists, but also to the magnitude of the effect.”

However, different people offer different advice regarding how
to interpret the resultant effect-size, but the most accepted opinion is that of Cohen
(1992: 155-159) where 0.2 is indicative of a small effect, 0.5 a medium and 0.8 a

large effect-size. The effect-size is shown in Table 4.19.

Table 4.19: Effect-size

t value df
-6.32 21
Cohen’sd effect-size r
-2.76 0.81

From Table 4.19, the effect-size r of 0.81 obtained from the
calculation using t values and df indicates a large effect size.

To summarize, it is found that most participants achieved
higher scales from the oral post-test. The highest percentages of participants i.e.
‘mode’ from the pre-test were at the scale of ‘0” which is the ‘beginner’ level whereas
‘mode’ from the post-test was at the scale of ‘2’ which is the ‘survival® level. In terms

of effect-size, the size of the effects of the present study is large.
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2.2 Vocabulary in Context

In order to determine the participants’ use of vocabulary in context,
steps taken are listed as follows:

1) The recorded oral pre- and post-test was transcribed.

2) Each observed vocabulary used was counted only once regardless
of number of repetitions.

3) The observed vocabulary items used by each participant were
totaled.

4) The use of observed vocabulary items between each participant’s
oral pre-and post-test was compared.

5) SPSS was employed for statistical descriptions and t-test result.

Observed use of vocabulary in context in each participant’s oral pre-
and post-tests has been provided in Appendix L.

Paired samples statistics and t-test results from pre-and post-oral tests
are provided in Table 4.20 and Table 4.21.

Table 4.20: Vocabulary in context: Paired samples statistics

Std. Error
Mean N Std. Deviation Mean

Pair 1 Vocabulary in
context from 1.82 22 1.33 .28
oral pre-test

Vocabulary in
context from 16.36 22 3.62 77
oral post-test

Based on Table 4.20, for the oral pre-test, out of the 40 observed
vocabulary items, the maximum number of observed vacabulary used in context by
participants was 5 and the minimum was 0. The mean of observed vocabulary from
the oral pre-test was 1.82. For the oral post-test, out of the same 40 observed
vocabulary, the maximum number of words used was 22 and the minimum was 9. The
mean of number of the observed vocabulary used in the context from the oral post-test
was 16.36.
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Table 4.21: Vocabulary in context: Paired samples test (t-test)

Paired Differences
95% Confidence
Interval of the
Std. Error Difference
Mean | Std Deviation | Mean Lower | Upper t o Sig. (2-tailed)
rar xgg:gﬂ:gg EL‘?&Z; -14.55 3.43 .73 -16.07 -13.02 -19.88 21 .000

From Table 4.21, the result of -19.88 from t-test indicated that

participants in the study achieved higher scores from the observed vocabulary in

context during their oral post-test at a significant level (p < .05). This can be

concluded that participants gain improvements in their vocabulary knowledge after

taking the course.

Extracts from the tape transcription of two participants presented in

Table 4.22 for purpose of comparisons in terms of their use of vocabulary in context

between oral pre-and post-test. The same four topics i.e. customer-verification; credit

card enquiries; bank/card payment and update, and; ATM or card cancellation were

used in both pre-and post-test. Each participant was asked to select two topics for the

test. They may or may not select the same topics they used to answer in their pre-test

for their post-test.

Table 4.22: Extracts from tape-transcription: \VVocabulary in context

Pre-test

Post-test

S3

Card cancellation:

Good afternoon, may |
help you?

May | have your name
sir?

(..uh...) what is your
telephone number?
Do you have (..uh...)
supp. (use abbreviation)
card, sir?

Thank you, sir.

You want to cancel
credit card?

You inform your supp.
(abbreviation) card and
fax the copy to bank
(...pause..) bank send
new card to you, sir.
Thank you.

(laugh.. I do not know
what to say.)

Credit card enquiries:

Good afternoon, phone banking, this is S3 speaking. How may | help you?
May I have your name, please?

May | have your card account number, please?

(..pause..) for security and confidentiality reasons, ..pause... please allow me to do verifications for
account owner.

May | have your home phone number?

May | have your-office number?

Do you have supplementary card?

What is your mobile phone humber?

Thank you for the information, sir.

Your available balance is (..uh..) twenty two thousand baht, sir.

Is there anything else | can do, sir?

Thank you for calling ABC bank. | am S3 handling your enquiry.

Card activation:

Good afternoon, phone banking, this is S3 speaking. How may | help you?
May | have your name, please?

May | have your card account number, please?

What is your date of birth?

(..uh..) What is your mailing address, sir?
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(No. of observed
vocabulary used in
context = 3)

And, (..pause..) what is your credit limit?

Thank you, sir.

The bank will activate the card. You can use in five minutes, sir.

Your cycle date is twenty-three of every month and due date is on eighteenth of every month. You can
use the (..pause..). cash advance. The fee is 3 per cents of your credit limit. The amount will show on the
(...pause...) statement next month.

Is there anything, sir?

Thank you for calling. | am S3 handling your enquiry.

(No. of observed vocabulary used in context = 22)

S6

Credit card enquiries:

May | have your name,
madam?

What is your ..uh.. mail
(ing) address?

Where you use credit
card last time?

How much do you pay
(..pause..) to bank?

(..Uh. ) your balance
forty thousand baht,
madam.

(laugh)
(I cannot continue ..
sorry)

(No. of observed
vocabulary items used
in context = 2)

Credit card enquiries:

(in Thai, I am so excited.) (laugh)

Good afternoon, how may | help you?

What is your account number?

What is your full name, sir?

For security reasons and the sake of confidentiality, (..pause..) please allow me to ask some verification
questions.

What is your billing address?

What is your mobile phone number?

(..Uh..) Do you have supplementary card?

Thank you for providing the information.

Your current credit card balance is two thousand baht, sir.
Is there anything else | can do for you?

Thank you for your custom. | am S6 handling your request.

Payment updates:

What is your home phone number?

What is your office phone number?

You would like to update your statement, right?

The bank (..pause..) received your payment yesterday, sir.
Your last transaction is four thousand baht.

Your outstanding balance is ( ..pause...) fifty thousand baht.
Thank you for your custom.

I am S6 handling your case.

(No. of observed vocabulary used in context = 20)

Note: S = student

From Table 4.22, during the pre-test, S3 used only 3 observed

vocabulary items and S6 used only 2 items from the observed list whereas during their

post-test, S3 and S6 used as many as 22 and 20 vocabulary items respectively from

the observed list. This indicated a remarkable increase in their use of vocabulary in

context. From the transcription, it is also observed that participants usually use such

abbreviations as ‘supp. card’ for the term *supplementary card’ and ‘CSR’ for

‘customer-services representatives’. However, after attending the BEOC caurse,

participants started to properly use full terms in their post-test.
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2.3 Participants’ Confidence Level in Using English

Regarding the participant’s confidence level in using English, this
aspect has been obtained from participants’ self assessment and from the researcher’s

observations throughout the course.

1) Participants’ Self Assessment

Participants in the study were asked to rate their level of
confidence in using English before and after taking the course. They rated their
confidence level on the first day of the class and again on the last day of the class
using the same scales from 0 to 5 in which 0 indicates ‘no confident at all’, 1 indicates
‘not very confident’, ‘2" indicates “a little confident’, “3” indicates “fairly confident’,
‘4’ indicates ‘confident” and ‘5’ indicates “very confident’.

The participants’ self assessment of confidence levels in

using English are presented in Table 4.23.

Table 4.23: Participants’ self assessment of confidence level in using English before and after the

training
Participant Confidence level Confidence level
(Student: S) BEFORE AFTER
the training the training
S1 - 5
S2 1 3
S3 4 5
sS4 0 4
S5 0 3
S6 3 5
S7 1 3
S8 3 5
S9 2 4
510 1 3
S11 0 1
S12 3 5
S13 1 5
S14 3 5
S15 4 5
S16 3 5
S17 2 3
S18 1 3
S19 2 4
S20 1 3
S21 2 5
S22 1 4
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Table 4.24: Participants’ confidence in using English: Paired samples statistics (self-assessment)

Std. Error
Mean N Std. Deviation Mean
Pair 1  Level Of
Confidence-Before L. 22 1.23 26
Level Of Confidence-After 4.00 22 111 24

From Table 4.24, the participants’ mean scale before taking the

course is ‘1.77° (between ‘not very confident’ and “a little confident”) whereas the

mean scale is ‘4’ (confident) after the training. This shows that most participants feel

that they gain quite a remarkable increase in their confidence level after taking the

course.

Table 4.25: Participants’ confidence in using English: Paired samples t-test (self-assessment)

Paired Samples Test

Paired Differences

Mean

Std. Deviation

Std. Error

95% Confidence
Interval of the
Difference

Mean

Lower

Upper t

df

Sig. (2-tailed)

Pair 1  Level Of
Confidence-Before - Level

Of Confidence-After

-2.23

.922 197

-2.64

-1.82

-11.327

21

.000

From Table 4.25, the results of -11.38 from t-test indicated that

the participants in the study rated themselves a much higher level of confidence in

speaking English after the training at a significant level (p < .05).

2) Observed Participants’ Confidence Level in Class

From class observations and participants’ logs, participants’

confidence level in using English in class has been rated using the scale of 0 to 5.

From literature review, there are no specific criteria suggested in the area of

confidence in speaking. The aspects of fluency in terms of pauses/ hesitations together

with frequency/number of voluntary participation in class was then considered in

rating the participants’ confidence level in the study. The aspect of willingness or

volunteer in class was considered as this demonstrates participants’ confidence to

some extent. It is observed that those who are very shy or lack of confidence,
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regardless of their English proficiency did not usually volunteer to share or answer in
class. They simply kept quiet unless being asked in particular.

The observation was taken mainly during class discussions
which last approximately 20-25 minutes in each session.

The interpretation of each scale has been presented in Table
4.26.

Table 4.26: Participants’ observed behaviors

Scale Observed behaviors

0 Did not volunteer to share or speak in English al all.

1 \olunteer to answer or share in English one time with long
pauses

2 Volunteer to share and answer one time with short pauses.

3 Volunteer to share and answer two times with short or no
pauses.

4 Volunteer to share and answer three times with short or no
pauses.

5 Volunteer to share and answer more than three times with
short or no pauses.

Note:
Short pause is defined by not more than five seconds in silence or one uh/ah
Long pause is defined by more than five seconds in silence or more than one uh/ah

The scale of each participant’s level of confidence in using
English in each class throughout the 26 sessions is presented in Appendix M.
The scale of each participant’s confidence in using English

during the first class and the last class has been highlighted in Table 4.27.



Table 4.27: Participants’ confidence level (from class observations)

Student
(S)

Observed confidence
level from the first class

Observed confidence
level from the last class

Sl

0

4

S2

S3

S4

S5

S6

S7

S8

S9

S10

S11

S12

S13

S14

S15

S16

S17

S18

S19

S20

S21

S22
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Table 4.28: Participants’ confidence level: Paired Samples Statistics (from class observations)

Std. Error
Mean N Std. Deviation Mean
Pair 1 Level Of
Confidence-Before 1.09 22 92 196
Level Of
Confidence-After 4.00 22 .87 .186

From Table 4.28, the participants’ mean scale from class

observation during the first class of BEOC course is “1.09* (between ‘not very

confident’ and “a little confident’) whereas the mean scale is ‘4" (confident) from
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class observation on the last day of the class. This corresponds with the participants’

self assessment that most of them gained a remarkable increase in confidence level at

the end of the course.
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Paired Differences

95% Confidence
Interval of the

Std. Error Difference
Mean Std. Deviation Mean Lower Upper t df Sig. (2-tailed)
Pairl Level Of
Confidence-Before - Level -2.91 .750 .16 -3.24 -2.58 -18.19 21 .000
Of Confidence-After

From Table 4.29, the results of -18.19 from t-test indicated

that, participants in the study have been rated a higher level of confidence in speaking

English from observation on the last class of the course, at a significant level (p < 05).

To conclude, majority of the participants gained much level of

confidence in using English after taking the course compared to before taking the

course in their self assessment and from class observations. Extracts from

transcription of two participants in their oral pre-and post-test are presented in Table

4.30 as additional instance of participants’ increase in confidence level.

Table 4.30: Extracts from tape-transcription: Participants’ observed confidence

Student

Pre-test

Post-test

S8

Card cancellation:

Good afternoon.
You (..pause...) want
to stop card
(..pause..) (...uh..)
cancel supp. (use
abbreviation) card?
He (..pause..)
overuse the card?

(In Thai.. something
like that.. I am not
confident to
continue.)

Payment update:

Good afternoon, phone banking, | am S8. How may | help you?
What is your account number?

What is your name, sir?

Thank you.

May | have your personal information for security reasons and the sake of confidentiality
(...pause...) (laugh) please allow me to verify

your account owner.

What is your credit limit?

What is your billing address?

What is your (...pause...) cell phone number?

Thank you, sir.

When did you pay (...uh...) to the bank, sir?

How much is your cheque?

Forty thousand baht, right?

Tomorrow your payment will update on the system.

Your outstanding balance is forty five thousand baht.

Anything else, sir?

Thank you for your custom. This is S8 handling your enquiry.

Card activation:

What is your date of birth, sir?

Do you have supplementary card?

What is your credit limit?

Thank you for the information.

When did you (..ah..) receive the credit card, sir?

At your office?

Okay, | will activate your card. After you hang up, you can use the card.

Your first statement cycle will be every fourth of the month. Payment due date is twenty-eighth of
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every month.
Is there anything else, sir?
Thank you for your call. This is S8 handling your enquiry.

S13

Customer-
verification:

May | have (..uh..)
your name, please?
(..uh..) what is your
(.......long .pause......)
telephone number,
madam?

(in Thai, | am very
excited. | am not sure
what | should say)

Credit card enquiries:

Good afternoon, phone banking, how may | help you?

What is your account number, sir?

May | have your name, please?

For security and confidentiality sake, please allow me to ask some verification questions.
What is your date of birth?

What is your mobile phone number?

What is your home phone number?

Thank you for the information.

Your (...uh...) current balance is twenty-five thousand baht, sir.
Is there anything else, sir?

Thank you for your custom. This is S13 handling your case.

Payment updates:

Please allow me to verify your account owner, Sir.

What is your credit limit?

(..uh...) Do you have supplementary card?

Thank you, sir.

We received your cheque yesterday.

And, (...pause...) your outstanding balance is now fifty thousand baht, sir.
Thank you for your call. I am S13 handling your enquiry.

During the pre-test, both S8 and S13 expressed in Thai that they were not very

confident in speaking English. Many pauses and the use of ‘uh’ or ‘ah’ were observed

and both of them gave up speaking pretty soon. On the contrary, during the post-test,

these two participants could speak much fluently and successfully complete the task

with noticeable decrease in number of pauses or the use of ‘uh’ or ‘ah’.

2.4 End-of-course Evaluation

Information from end-of-course evaluation form has been summarized
and presented in Table 4.31 (page 120-121).
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Table 4.31: Information from end-of-course evaluation

Rate your own attitude/progress/ performance No. of Learners
AFTER taking the BEOC course Frequencies (percentages)

Attitudes towards English

Very good 9 (40.9%)
Good 11 (50.0%)
Fair 2 (9.1%)
Bad 0 (0%)
Total 22 (100%)
Your Progress in English

Very good 2(9.1%)
Good 15 (68.2%)
Fair 5 (22.7%)
Bad 0 (0%)
Total 22 (100%)

Your Performance in English
Very good 1 (4.5%)
Good 11 (50.0%)
Fair 10 (45.5%)
Bad 0 (0%)
Total 22 (100%)

After taking the course, how much progress have
you made in using English in these following areas?

Vocabulary in Banking

None 0 (0%)
Little 0 (0%)
Fine 10 (45.5%)
Great 12 (54.5%)
Total 22 (100%)
Self-Introduction
None 0 (0%)
Little 0 (0%)
Fine 11 (50.0%)
Great 11 (50.0%)
Total 22 (100%)
Customer Verification
None 0 (0%)
Little 0 (0%)
Fine 10 (45.5%)
Great 12 (54.5%)
Total 22 (100%)

Providing credit card information to customers

None 0 (0%)
Little 0 (0%)

Fine 18 (81.8%)
Great 4 (18.2%)
Total 22 (100%)

Handling basic customers’ complaints

None 1 (4.5%)
Little 9 (41.0%)

Fine 11 (50.0%)
Great 1 (4.5%)

Total 22 (100%)
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Providing information on bank accounts

None 0 (0%)
Little 3(13.6%)

Fine 17 (77.3%)
Great 2 (9.1%)
Total 22 (100.0%)

In overall,
This course was....

0,
Very useful 5 21 (95.5%)

2 1 (4.5%)
3 0 (0%)
) 0 (0%)
0 (0%)
Not useful 1 o
Total 22 (100%)
The teacher was....
Very helpful 5 22 (100%)
4 0 (0%)
3 0 (0%)
2 0 (0%)
Not helpful 1 0 (0%)
Total 22 (100%)
The materials were....
Very useful 5 17 (77.3%)
4 5 (22.7%)
. 0 (0%)
2 0 (0%)
Not useful 1 0 (0%)
Total 22 (100%)

From Table 4.31, the first part of the evaluation form was about
participants’ attitudes, progress and performance after taking the course. Participants’
attitudes towards English were ‘good’ (50.0%), ‘very good’ (40.9%) and “fair’ (9.1%)
respectively. Their progress in English was ‘good’ (68.2%), ‘fair’ (22.7%), and ‘very
good’ (9.1%) respectively. In terms of their performance in English, they rated ‘good’
(50.0%), “fair’ (45.5%), and “very good’ (4.5%) respectively. None of the participant
rated ‘bad’ for this part.

The next part of the form was about participant’s progress in each of
the competency. Progress in banking vocabulary was rated as “great’ (54.5%) and
‘fine’ (45.5%). Progress in self-introduction was rated as ‘great’ (50.0%) and *“fine’
(50.0%).

Regarding credit card information, progress was rated as ‘great’
(54.5%) and “fine” (45.5%). A tough area like handling customers’ complaints was
rated as ‘fine’ (50.0%), ‘little progress’ (41.0%), ‘great progress’ (4.5%) and ‘no
progress’ (4.5%) whereas providing information on bank accounts was rated as ‘fine’
(77.3%), “little progress’ (13.6%) and “great progress’ (9.1%).
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When asked to rate the overall course, the teacher, and the materials,
participants said the course was ‘very useful’ (95.5%) and ‘useful’ (4.5%); the teacher
was ‘very helpful’ (100%); and the materials were ‘very useful’ (77.3%) and ‘useful’
(22.7%).

The last part of the form was the open-response question asking for
participants’ additional comments. There were nine participants providing their
suggestions/ comments. Five of them said they wanted to continue learning the
course, two said the course was good and interesting and two said the course was very
suitable for their jobs.

In addition to the end-of-course evaluation form, the researcher
requested the participants to describe what they have learned or gained from taking
the course. Some participants provided more than one comment. The comments are

grouped and presented in Table 4.32.

Table 4.32: Comments from participants on the last day of the course

What | have learned and gained from taking BEOC No. of Learners
. ’ Frequencies (percentages)
(Participants may provide more than one answer)

1. Lessons were very authentic and useful for my work ) 12 (43.0%)

2.1 have learned many new things about English language

e.g. vocabulary, pronunciation 6 (21.4%)

3. I have gained more confidence in speaking English 4(14.3%)

4. | have acquired more knowledge about cross-cultural

communication 2 (7.1%)

5. 1 think English was not that difficult and | had more

positive attitudes towards English 2 (7.1%)
6. | got to know my friends more. 2(7.1%)
Total comments 28 (100%)

From the table, the comment that lessons were “authentic’ and ‘useful’
for their work represents the highest percentage of 43.0%. Then, 21.4% and 14.3% of
the participants mentioned that they learned many new things about English from the
course and they gained more confidence in speaking English respectively. The
remaining comments included knowledge about cross-cultural communication; that
they had more positive attitudes towards English and, they got to know their friends

more.
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2.5 Teacher’s and Participants’ Logs

Records on teacher’s log throughout the two-month course are
provided in Appendix N. Summary of records on participants’ logs are provided in
Appendix O.

Two major interesting qualitative aspects i.e. classroom environment
and motivation observed from the logs and along the course have been presented as

follows:

1) Classroom Environment

The learners were customer-services staff that have interests
and potential in using English at their work. They applied for the course mostly on a
voluntary basis. There were a few learners who just joined the bank and were
encouraged by their managers to attend the class. All of them were pre-tested and
post-tested for their speaking and their vocabulary skills. They were also asked to fill
in their confidence level in using English in a form before and after taking the course.

At the beginning of the class, there were twenty-three learners.
However, after two weeks, one learner requested to drop the course due to her health
problem. Therefore, there were twenty-two learners that successfully completed the
course.

The room used for this English course was the department
meeting room . The size of the room was appropriate to accommodate approximately
twenty persons. Thus, the room space was a bit limited especially when all the 23
learners and one or two of their manager/supervisor (as observers) attended the class.
Learners were seated in two U-shape rows. Three lesson plans are provided in
Appendix P.

On the first day of the class (February 1, 2006), it was observed
that several learners were still nervous, shy and quiet. Some were not acquainted with
others from different working teams. The atmosphere of the class was a little tense. A
brief field note describing the classroom environment on the first day of the class has
been provided in Table 4.33.
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Table 4.33: Field Note describing the classroom environment on the first day of the class

Field Note: Classroom learning contexts for BEOC course
(February 1, 2006)

There were twenty three staff applying for the course. On the first day of the class, twenty one of
them attended the class. One absentee was on his leave and another one was still working on evening
shift till the end of the week. Learners were all working in the phone-banking (or commonly known as
‘call-center’) department. They came from different working teams under different supervisors. Hence,
they may or may not know each other. A few learners just joined the bank for a short time. The room
used for the English class was the department meeting room. It was occupied for other meeting till 5.35
p.m.

When the room was available, the teacher set up the computer and CD player. The class began at
5.40 p.m. when most of the learners arrived. They looked a bit tired from work. One of their managers
came to observe and wrote each learner’s nickname on a piece of paper. Their nicknames were attached
at the wall behind their desks. The teacher briefly introduced herself to the class. Then, the first module

on general English about ‘greeting and introduction’ was discussed in class. A few learners carried

their talking dictionaries and searched for words from time to time. Each learner paid good attention in
class. Next, each learner practiced giving a short self-introduction. The teacher made it clear to the
class that the use of English was preferred, yet language mix between Thai and English was still
acceptable during the first few classes. Most learners attempted to speak in English with only one
learner asked for permission to introduce herself in Thai. As the class moved on, the teacher asked for
ideas and answers from learners on a voluntary basis. There were 6-7 learners that volunteered to
participate and share their ideas. The rest usually kept silent and took short notes. During the self-
introduction practice, S1, S4, S11, S18 produced only a few sentences and their faces either turned pale
or became flushed. The teacher did not push them further. It was observed that these four learners
usually asked their classmates sitting next to them for the Thai meaning of some words. Around 7.25
p.m., the teacher distributed the participants’ logs to all learners. Each learner completed his/her log
before leaving the class. Due to different language proficiency levels among learners (ranging from the
scale of ‘0’ to “2” from their oral pre-test) a few learners commented that the class was a little too fast
while a couple said it was too slow. The teacher acknowledged and planned to adjust as appropriate.
The class adjourned-at 7.35 p.m. Some learners rushed back home while the rest went back to their
offices to clear up their jobs.

Note: The room size was somewhat limited and thus, learners had to sit pretty close together.
There was not enough room for them to move around. Yet, the good point is that none would feel left
alone and it was easy for learners to get to know the persons sitting next to them or to ask for any

assistance.
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Throughout the class, several learners particularly S1, S4, S11
and S18 looked quite nervous. These four learners were at the scale of ‘0” from the
oral pre-test. They also rated their confidence level in using English at either ‘0" or ‘1’
indicating either ‘no confident at all’ or ‘not very confident’.

However, after a few weeks, it was clearly noticed that there
were more interactions among learners themselves and between learners and teacher.
Learners now seemed much relaxed in class. A few learners expressed that they were
quite stressed and tired from work. Yet, once they attended the class, most of them
voluntarily shared their knowledge and experiences. The class has a very friendly
atmosphere as learners became very close to one another, teasing each another from
time to time. Several learners demonstrated more confidence in using English. They
also informed the teacher that they successfully handled some foreign calls
themselves by referring to the course manual. The field note on February 23, 2006,

three weeks after the class, is presented in Table 4.34.

Table 4.34: Field Note describing the classroom environment after three weeks of the class

Field Note: Classroom learning contexts for BEOC course
(February 23, 2006)

The topic for the class was on the second module of English for customer-services staff about
‘request to change the billing address and the payment cycle of the credit card.” There were twenty
attendants today. It was observed that after a few weeks of the course, learners were much relaxed.
They were very enthusiastic in discussing in class especially when the teacher shared a new article
retrieved from the internet about funny and wrong translation commonly found in several DVDs,
VCDs. They were all participative and active in sharing, asking and answering questions. S1, S4 and
S11 who usually kept silent started to answer more questions-and share their views. Sometimes they
did such things themselves and sometimes their friends encouraged them to speak up. Once these
learners participated in class, the rest usually appreciated their efforts by expressing certain words like
“wonderful” and “wow”.

When class ended, a couple of learners came to ask a few questions and shared their experience in
using English at work. S13 and S18 said they were very much delighted for being able to handle some
foreign calls themselves without having to transfer the lines to their supervisors. They seemed to gain

more confidence in using English and also felt good that they could make it.

From participants’ logs on February 23, 2006, most learners
shared similar comments that ‘my classmates are helpful and co-operative in class.’,

and, “it’s very fun today.” Three of them said ‘my friends are very clever.” Four
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mentioned that ‘I like the friendly and warm atmosphere in class.” One learner wrote
‘I learn good things about English from my classmates and that is useful to improve
myself.

Since the second week of the class onwards, S1 and S18
usually came to class before time. Both of them would offer to set up the room by
arranging the desks in two u-shape rows and assisted the teacher to set up the
computer and CD player.

Throughout the course, several participants also stated that
they never had much opportunity to speak English in class either at schools or in any
English training courses. Teachers usually lectured and students simply listened. They
commented that this course was the first English course that they really had chance to
participate, practice and speak a lot. They were enthusiastic and had a good time
practicing English. Extracts from a few participants demonstrating about this aspect

are:

S1: I never had a chance to speak English in class before. Normally, the
teacher just came to lecture and students just listened and took notes.

S9: Most of the English classes I took in schools focused a lot on grammar.
Things like tenses, adjectives and adverbs are quite complicated and
sometimes discouraged me to learn English. Most English teachers never
asked me to speak in class. | usually learned by heart to take the English
tests and | nearly forgot everything | learned once | stepped out of the
class.

S20: English is quite difficult in my viewpoint. Yet, this course is pretty much
enjoyable. The way the teacher asked the class to do pair-work, practice
role-play and speak up in class makes me less nervous about English.
Now, | think English is fun and | feel enthusiastic to attend every session
of the class. (Her attendance level is-as high as 92 %.)

2) Motivation
2.1) Motivation on Learners’ Part
“Without sufficient motivation, even the brightest
learners are unlikely to persist long enough to attain any really useful language”
(Dornyei, 2001: 5). In the present study, learners want to learn and improve their
English as they recognize that English proficiency plays a significant role for their

career advancement. As a result, they tend to pay more attention to learn and develop
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their English. This also supports some of the advantages of ESP by Strevens (1988)
cited in Dudley-Evans and St John (1998: 9) that “being focused on the learner’s
need, it wastes no time; it is relevant to the learner; and it is successful in imparting
learning”.

Motivation seems to play a very significant role
for participants in the study. It has been observed that those with strong motivation
to learn achieved considerably outstanding English improvements from their learning.
Two participants i.e. S1 and S18 with low pre-test scores from both speaking and
vocabulary test achieved very remarkable increase in both aspects after taking the
course.

Extracts from these two participants’ logs together with

a number of informal conversations with the teacher are presented as follows:

S1: I think English is very important for my career path if I want to
work here (in the area of international banks) and move up to higher
positions. Besides, | used to learn lots of difficult things in the past
and thus, I believe English couldn’t be more difficult. With my attention
and hardworking in the study, | should be able to learn and improve my
English as well.

S18: In my opinion, English is very difficult. And yet, my job requires me to
use a lot of English which | feel very stressed and uncomfortable.
Anyway, | tell myself that if | want to stay and grow with the bank, |
need to improve my English. Thus, | decided to attend the course. | try to
pay attention and practice English both in and outside the class. | hope |
could have more or less progress in my English.

Both S1 and S18 seem to have a similar language goal
toward instrumental orientation as they view English as the important instrument to
help them grow in their career.

These two participants rarely missed the class. Their
attendance level was among those highest in class (96%). Once in a while, both of
themsaid ‘I am very tired from work but I don’t want to miss the class at all. | want to
learn as much English as | could during these two months.” Their pre-and post-test

scores and their percentages of attendance are presented in Table 4.35.



Table 4.35: A pre-and post-test scores of two students with the highest attendance

Student/ | Speaking | Speaking Vocabulary- | Vocabulary | Attendance

score (pre-test) (post-test) %
(pre-test) | (post-test)

S1 0 2 18 38 96%

S18 0 2 21 41 96%
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In the oral pre-test, these two participants were both
rated at “‘0’. S1 could understand very little of the guestions asked. She had long
pauses during conversations and needed a lot of repetitions from the interviewer.
Eventually, she could not complete the test. S18 simply did not answer at all. She just
smiled and said in Thai that “I’m sorry. | am very poor in English.’

However, in the oral post-test, both of them
demonstrated higher level of English proficiency by answering smoothly with very
few repetitions.

Examples of extracts from tape-transcription from the

oral post-test of these two participants i.e. S1 and S18 are given:

(Topic “Current usable credit card enquiry™)

S1:  Good afternoon, phone banking, this is S1 speaking. How may | help you?

Rater: Good afternoon, Miss S1. I’d like to know my current usable credit card
balance.

S1:  Excuse me, madam, may I have your name, please?

Rater: I am Mrs. Williams Basinger.

S1:  Mrs. Basinger, May | (uh) have your card account number, please?

Rater: Yes, it is 4550 1122 1133 1144.

S1: 4550 (uh...) 1122 1133 1144. Thank you. Mrs. Smith, for security reasons and
the sake of confidentiality, may I ask you some verification questions?

Rater: Okay.

S1: (uh...) May I have your date of birth, please?

Rater: It is’August 10, 1976.

S1:  August 10, 1976. Thank you. May | have your mailing address, please?

Rater: 165 New Road, Sathorn, Yannawa, Bangkok.

S1: = Thank you. And, (uh...) do you have any supplementary card, madam?

Rater: No, I don’t.

S1:  Thank you for providing me the information, Mrs. Basinger. (uh...) Your
current usable credit card balance is twenty-five thousand Baht, madam.

Rater: Okay. Thank you.

S1: Is there anything else that I can do for you, Mrs. Basinger?

Rater: Um..., when do | have to settle my payment?

S1:  Settle my (uh...) your payment? It’s on 25" of every month, madam.

Rater: 25". Okay.
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S1:  Thank you for your call.  am S1 and | have been taken care of your enquiry.
Have a nice afternoon. Good bye.

(Topic “Bank payment enquiry and update™)

S18: Good afternoon, phone banking, this is S18 speaking. How may |
help you?

Rater: Good afternoon. I’d like to know if the bank has already received my
cheque which | mailed to the bank yesterday.

S18: Of course, may | have your name, please?

Rater: Roberts Nicholas

S18: Mr. Nicholas, may I have your personal information (uh...) for verification of
the bank owner, sir?

Rater: Uh huh.

S18:  May | have your mailing address, please?

Rater: 39 Chaeng Wattana Road, Pak Kret, Nonthaburi.

S18:  Thank you. And, what is your office phone number, sir?

Rater: 02 655 7890

S18:  Thank you for your information. Mr. Nicholas, how much did you (uh...)
mail to the bank yesterday, sir?

Rater: Forty thousands baht

S18: Forty thousands baht. Let me check. All right, we have already received it, sir.

Rater: How much is my updated balance now?

S18: Your updated balance is (uh...) seventy-five thousands baht, sir.

Rater: Okay. Thanks.

S18:  And, would you like any other information, sir?

Rater: No, that’s all.

S18: Thank you for calling the bank, Mr. Nicholas. 1 am S18 and | have been
answering your inquiry. Have a nice day. Goodbye.

The above behavioral patterns produced by S1 and S18 in their oral
post-test made these two participants qualify for the scale of ‘2’ — ‘survival’ as both of
them can successfully accomplish the task. They can fluently ask and describe these

matters in some details. Only a few pauses or mistakes were found.

2.2) Motivation from the Teacher’s Part
Realizing how important motivation could play
in language learning, thus, in the BEOC course, apart from the motivation from
learners themselves, the teacher in this course also attempted to create the
motivational conditions in class. She tried to bring about appropriate teacher
behaviors and a good relationship with the learners. She also attempted to promote a

pleasant and supportive classroom as well as a cohesive learner group as much as
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possible. The teacher found that such conditions actually yielded satisfactory results

in learners’ language attitudes and learning.

Summary

This chapter presents the results and findings from each stage of the study in
response to the research questions. Information from the needs analysis via the use of
questionnaires, semi-structured interviews and site observations has been reported.
The information points out that the participants’ current level of English proficiency is
inadequate and they need more English training to properly perform their tasks as
customer-services staff working in international banks.

To fill the gap, a tailor-made Business English Oral Communication (BEOC)
has been developed. The second section of this chapter then presents the course
development process. Comments from experts regarding the course together with the
results from the pilot study are reported. The course is then adjusted according to the
experts” comments and information obtained from the pilot study for actual course
implementation. The main study was conducted and evaluation of the course is made.

With regard to quantitative side, the increase in scales from oral test, and the
use of vocabulary in context together with the participants’ confidence level in
speaking English after the course implementation is statistically significant. The
qualitative analysis on such aspects as motivation and the classroom environment
were brought up to provide insights and the clearer picture of the course.

The last chapter will cover the summary, discussions of the findings,

suggestions and recommendations for further study.
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CHAPTER V
SUMMARY AND DISCUSSION

. Summary

The present study has the main objectives to investigate the needs for business
English oral communication of customer-services staff in international banks; to
develop a Business English Oral Communication (BEOC) training course for Thai
customer-services staff in international banks based on the needs analysis; to evaluate
the effectiveness of the Business English Oral Communication (BEOC) training
course; and, to explore participants’ self-confidence level in using English after the
training.

Participants in the needs analysis stage were customer-services staff and
supervisors/managers from six international banks in Thailand. Participants in the
main study were customer-services staff working in an international bank in Thailand.
22 participants completed the course. The class time was scheduled between 5.30 p.m.
to 7.30 p.m. on every Tuesday, Wednesday and Thursday for two months during
February and March 2006. The total course hours were 52 hours in 26 sessions.

There are three main parts in the study - needs analysis, course development

and course implementation/evaluation.

1. Needs Analysis

In order to develop the course, needs analysis was conducted. The
details are described as follows:

Needs Analysis was conducted to gather information about the
customer-services staff” backgrounds, their needs and problems in using English. The
instruments were questionnaires, semi-structured interviews and observation at the
bank

1.1 Questionnaires were distributed to one hundred and seventy

four customer-services staff in six international banks in Thailand.
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1.2 Semi-structured interviews were conducted with fourteen
customer-services staff and six managers/supervisors in six international banks.

1.3 Observation was done at the bank during November, 2004
to October, 2005. The researcher observed 22 times and spent approximately three

hours for each observation.

2. Course Development

Adult-learners and competency-based syllabus were the underlying
principles in designing the course materials. The content of the lessons was mainly
based on the needs analysis, the authentic materials and through the sharing of
knowledge and experiences of participants in the study.

After the course was developed, it was validated by five experts. Then,
one sample lesson was piloted with nine participants having similar characteristics
with the participants in the main study. The information obtained from the pilot study

was used to adjust the lesson as appropriate.

3. Course Implementation and Evaluation

The course was implemented with the participants in the main study
(customer-services staff in an international bank) for two months totaling 52 hours.
To evaluate the effectiveness of the course both quantitatively and qualitatively, the
instruments used and their timing were summarized as follows:

3.1 The course was evaluated through the participants’
improvements in the oral/speaking test before and after the training together with their
use of vocabulary in context.

3.2 The course was also evaluated via the participants’
confidence level in speaking English together with the teacher’s class observations
before and after the training.

3.3 End-of-course evaluation form was distributed to have

participants rate each aspect after the training.
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3.4 Participants’ logs and teacher’s logs were used to gather

more information about the course in terms of qualitative data.

Il. Findings

1. In response to the research question 1: What are the needs for business
English oral communication of customer-services staff in international banks?,
information from the needs analysis using questionnaires, interviews and site
observations has been collected and analyzed.

From questionnaires, regarding the level of difficulty in using each skill at
work, most staff rated the four skills as moderately difficult. The results also indicated
that speaking and listening skills were considered difficult and very difficult skills for
staff when compared to reading and writing. In terms of their current ability, a high
percentage of staff still considered their ability to be either poor or very poor. The
sampled staff considered additional English training for most of the tasks/
competencies to be necessary, very necessary and most necessary.

Information gathered from the interviews with staff also indicates that most of
the sampled staff thought that the management still considered their English
proficiency as being insufficient for use. Such response corresponds with the
information gathered from interviews with the management. All the managers/
supervisors being interviewed shared the same opinion that English is very important
for the area of international banking field. However, most of their present staff still
did not have satisfactory level of English proficiency to handle their jobs. Information
from the site observations further supports information from those of questionnaires
and interviews that the level of English proficiency required by the staff under the

study is still different from their current level.

2. In response to the research question 2: Will the business English oral
communication course meet the needs to enhance the participants’ business English
oral communication?, the results of -6.32 from t-test indicated that participants in the
study had higher scores in their oral post-test at a significant level (p <.05). The
effect-size r of 0.81 obtained from the calculation using t values and df also indicates

a large effect size. In terms of participants’ use of vocabulary in context as observed
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from their oral pre- and post-tests, the result of -19.88 from t-test indicated that
participants have achieved higher scores from the observed vocabulary in context at a
significant level (p <.05). All these results indicate significant improvements in
participants’ business English oral communications, and thus, demonstrate that the
course successfully met the needs of participants under study. In addition, participants
also rated positively in most areas and aspects of the course in their end-of-course

evaluation form.

3. In response to the research question 3: Will the participants have higher
level of self-confidence in speaking English after the training?”, the result of -11.33
from t-test from the participants’ self assessment indicates that participants rated
themselves as having higher level of confidence in speaking English after the training
at a statistical significant level (p < .05). The results of -18.19 from t-test from class
observation comparing between the means of participants’ confidence level between
the first day and the last day of the course also indicated that participants gained a

higher level of confidence in speaking English at a significant level (p <.05).

I11. Discussions

This study demonstrates how a language teacher can develop an EOP course
tailoring to the learners’ needs. Some distinguishing features of the study that have
contributed to the participants” improvements in their language and their confidence

level will be discussed.

1. An English for Occupational Purposes (EOP) Course

The present study is in the area of English for Occupational Purposes
(EOP). The BEOC course is designed specifically to meet the language needs of
participants in the study who are staff currently working full-time in the area of

customer-services in international banks.
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The authentic materials used in the study were prepared mainly based
on the actual Thai scripts that staff are using in handling the customers’ calls in
various situations. According to Dudley-Evans and St John (1998: 29), a text is truly
authentic if it is exploited in ways that reflect real world use. In this context, most of
the calls are in the area of credit card enquiries, banking enquiries, complaints and
general enquiries and materials in form of a manual were developed accordingly.
Participants shared in class that they kept this course manual as a valuable tool and
reference in handling foreign customers. As the lessons and materials are authentic
and useful for their work, participants have more opportunity to practice the lessons
learned on their actual daily work enabling them to acquire higher level of English
proficiency and confidence level.

As mentioned earlier, most of the previous studies in English
for Specific Purposes focus on English for Academic Purposes (EAP) rather than
English for Occupational Purposes (EOP) (Supatakulrat and Wasanasomsithi, 2005:
21). This incidence may be due to the fact that most ESP teachers have a language
teaching background and do not have first-time experience of the content and context
of other disciplines (Dudley-Evans and St John, 1998: 60). Besides, the issue of
confidentiality, particularly in the area of business, makes it even more difficult to get
access to the target groups to analyze their needs and problems (St John, 1996).
However, once such obstacles have been overcome, the results are very rewarding.

From the course evaluation, it is found that the results answer
the research question i.e. whether the course has enhanced participants’ level of
English oral proficiency and vocabulary knowledge after the training; and, they also
have higher level of confidence in speaking English after the training. Though,
normally, learners’ speaking proficiency might not change at a drastic level within a
short period of time, participants in this study achieved significantly higher scores
after the training. Evidence of participants’ improvements in their English oral
proficiency and their confidence level in speaking English are demonstrated as
follows:

1.1 Oral/Speaking Test
From the oral pre-test, for those participants who were
rated at the scale of ‘0’, most of them have certain similar language behaviors or
patterns that fall in this particular scale. S1, S4, S11, S17 and S22 could understand

very little of the questions asked. They usually had long pauses during conversations
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and needed a lot of repetitions from the interviewer. S2, S18 and S20 simply did not
answer at all. They just smiled and said in Thai that “I’m sorry. | am very poor in
English and have no idea what to say.”

S13, S19 were at the scale of ‘0.5 as these two could
somehow understand the questions and attempted to answer. Yet the answers given
were not so complete and need repetitions. While those who were rated at the scale of
‘Speaking 1’ like S7, S8, S9, S10, S12 and S16 could give some basic information to
the questions asked with some pauses and a few repetitions from the interviewer.

S5, S6, S15 and S21 were at the scale of “1.5” as
they had reasonably good understanding of the questions asked and could provide
simple information with fewer pauses, yet, they did not use any modifying or
connective devices which are the requirements for the scale of ‘2’.

S3 and S14 were the only two participants who were
rated at the scale of *2” from the pre-test. These two staff had good understanding of
the questions asked and can answer them quite fluently. They also demonstrated the
use of subordinate clauses and connective devices. However, they had some problems
with vocabulary in the area of banking. For instance, they use the term ‘supp card’
when talking about the types of credit cards available. When the rater asked what the
meaning of such term is. They cannot think of the full term which is ‘supplementary
card’.

From the oral post-test, S4, S11 and S22 were rated at
the scale of ‘0.5’. These three participants were previously rated at ‘0’ from the pre-
test. For the post-test, they seemed to have better understanding of the questions asked
and can provide some information. However, they still needed a number of repetitions
and took long pauses to answer. From the pre-test, S4 and S22 were at the scale of ‘0’
as they did not answer at all saying in Thai that their English is very poor whereas
S11 did try to speak but with-many mistakes and long pauses.

S8, S12, S17 and S19 were rated at the scale of “1’. The
scale remains unchanged for S8 and S12 in both pre-test and post-test. S17 gained
improvement from ‘0’ in the pre-test and S19 improved from “0.5’.

S2, S7 and S10 were rated at the scale of “1.5°.
Compared to the pre-test, all of them achieved higher scale as they can understand the
questions and can communicate quite comprehensibly with fewer pauses. Yet, not

many connective devices were used.
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S1, S5, S6, S9, S13, S15, S18, S20 and S21 were rated
at the scale of “2’. The main language behaviors of this group were that they could
properly describe the matters in some details with the use of subordinate clauses and
modifying devices with reasonably good vocabulary. These participants have good
understanding of the questions. A few pauses are encountered from time to time but
not often. Among these participants, S1, S18 and S20 got drastic increase in scale
from ‘0’ to ‘2’

S3, S14 and S16 were rated at the scale of “2.5’. These
three participants demonstrate similar language behaviors as they could clearly and
smoothly express their points about the topics asked. They have similar language
behaviors with those of “2” but with somewhat higher level of fluency and minimal
pauses. However, when asked about something else apart from what is learned in
class, they could not answer very fluently.

Aspects contributing to participants’ improvements in their
language abilities are discussed in details in the following sections under competency-
based approach, motivation in language learning and participants’ learning

strategies and interactions.

1.2 Participants” Confidence Level in Speaking English

Before taking the course, three (13.6%), eight (36.4%),
four (18.2%) , five (22.7%) and two (9.1%) of the participants rated their confidence
level in speaking English at ‘0°, “1°, “2°, “3’, and ‘4’ respectively. None of the
participants rated ‘5 for their confidence level.

After taking the course, one(4.5%) , seven (31.8%),
four(18.2%) and ten (45.5%) of the participants rated their confidence level in
speaking English at ‘1’, ‘3, “4” and ‘5’ respectively. None rated ‘0’ or ‘2’ for their
confidence level.

Five participants i.e. S1, S4, S13, S21 and S22 rated
drastic increase in their confidence level after taking the course. From their logs and
observations during the course, these participants expressed similar viewpoints that
they never have much chance to practice English before and they were nervous of
making mistakes. After a few weeks, they tend to gain confidence. From the class
observations, these participants rarely spoke or used English during the first few

weeks. They seemed to be too quiet and shy to express any opinions in English. Yet,
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after a while, they began to ask and answer more questions voluntarily with more
confidence. This may be due to certain aspects as observed from their logs and

informal conversations with the teacher.

S1: I went back home and practice speaking English almost every day. | find
English is fun and not that difficult. Yesterday, my husband said my
English accent is getting much better. | don’t want to miss the class at all.

(Note: At the beginning of the class, S1 looked very tense in class. After a
few weeks, she looked much relaxed and happier in class.)

S4: 1 am shy and afraid of using English. (He normally blushed when being
asked to speak in class during the first week). Anyway, | like when the
teacher asks each student to practice and answer questions in class. With
more chance to practice, | gradually feel less shy and find it fun instead.

S15 and S21 shared similar points: | think my English is getting better and so |
gain more confidence in speaking it in class and at work. When foreign
customers called, | attempted to answer by referring to the handouts. It
works quite well. | could handle quite many simple calls myself.

S22: | rarely spoke English at school. Even when | have been working here
(at the international bank), | always avoid speaking English and ask my
friends to help me handle those English calls. However, after taking the
class, | believe | learn quite a lot. Besides, | got the course handouts and
manuals which | can always refer to at all times.

In conclusion, the above participants reported the lack of opportunity to
practice much English at school and at work. Once they started to practice in the

course, they gradually gained higher levels of confidence (Parker 2001).

2. AWhole Picture of ESP Course

While most studies in ESP.merely utilize the concept of needs analysis
to determine the language needs of each target group without translating them into
actual course and a large number of English courses are developed without
conducting a full-scale needs analysis (Pholsward, 1989; Savangvororose, 1983;
Silpa-Anan, 1991; Tubtimtong, 1994), the present study has completely covered the
whole process of an ESP course design ranging from a thorough needs analysis to

course development, course implementation and course evaluation.
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Referring to Figure 4.11 ‘framewark for course development’ as
previously presented in Chapter IV, the study has started from the needs analysis with
relevant theories of adult learners, social constructivism and ESP. The study then
moves to the development of the Business English Oral Communication (BEOC)
course. The validation process has been conducted through experts and pilot test.
After the adjustment, the course has been fully implemented with participants that are
actual stafl in an intérnational bank. The course was evaluated both in terms of
quantitative and qualitative data. Each step is analyzed and presented in details for
readers to have the whole picture of how an ESP course has been designed and used.

One of the most important reasons leading to the effective course
design is that the course has been tailor-made in response to the very specific needs of
these learners and this enables them to be able to properly focus their.concentration
and achieve satisfactory learmng results. According to Dudley-Evans and St John
(1998: 122}, needs analysis is the corner stone of ESP and leads to a very focused
course. Results from this present study confirm that needs analysis, to gather as much
information about the needs and problems of participants in this context of

international banking, is the key and vital step for a successful ESP course design.



Based on the effective practices in workplace language training

suggested by Friedenburg et al. (2003: xi-xiii), this study has fit almost all of the

practices that were relevant to the context. Such practices are summarized in

Table 5.1.

Table 5.1: The Effective Practices as performed in the present study

Effective practices in workplace language

training

The present study

1) Effective Practice 1: the workplace language
training provider has an effective, current
strategic plan including setting goals and
creating development and strategies.

The present study determined a very clear
goal to enhance participants’ business English
oral proficiency, their vocabulary knowledge
and confidence level in speaking English.

2) Effective Practice 2: The workplace
language training provider conducts effective
marketing activities to understand the target

market and maintain a positive public image.

The researcher spent time visiting the
workplace in order to learn and acquire
knowledge about the participants and their
current practices while maintaining a positive
public image. The stake holders were kept
informed and explained of the potential
academic benefits from the research.

3) Effective Practice 3: The workplace
language provider builds a strong-client
relationship in conducting an organizational
needs assessment and developing a proposed

program and contract.

The researcher gave strong emphasis on this
aspect from the beginning of the study and

throughout.

4) Effective Practice 4: The workplace
language training provider provides quality

program staff and appropriate staff support.

The researcher (who also performed the role
of the teacher/instructor} attempted to qualify
herself with teaching knowledge and
promoted a number of motivational conditions

in class to help enhance participants’ learning.

5) Effective Practice 5: The workplace
language training provider conducts a
comprehensive research-based instructional

needs assessment.

The researcher collected and analyzed data on
language use in the workplace on a
comprehensive basis with questionnaires,

interviews and site observations.

6) Effective Practice 6: The workplace
language training provider creates a research-

based instructional design.

The present study is research-based with

triangulation of research instruments.
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7) Effective Practice 7: The workplace
language training provider develops and selects
program-specific training materials and

activities.

The researcher gathered authentic materials
specific to the workplace and engaged learners

in the practice of work-related language use.

8) Effective Practice 8: The workplace
language training provider delivers instruction

that keeps participants involved and motivated.

The researcher involved the workplace
supervisors and other staff as appropriate. The
course was adjusted according to the feedback
or comments from participants. The topics
learned were prioritized in response to the
urgent needs of participants. For instance, the
topic of credit card enquiries was studied prior
to the topic of banking enquiries as most calls
are in the credit card areas. More relaxing
activities like songs were also added to the
course to release participants’ tension from

work.

9) Effective Practice 9: The workplace
language training provider conducts a program
evaluation that relates program outcomes to
program goals and serves as a guide for future

training.

The researcher designed and implemented
appropriate evaluation mechanisms. The goal
of the course was to help enhance
participants’ business English oral
proficiency, vocabulary in context and their
confidence level in speaking English.
Therefore, oral test, lists of observed
vocabulary-in context and assessment of
participants’ confidence level were conducted
to evaluate such aspects.

Table 5.1, demonstrates that the present study fulfilled the
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effective practices as proposed by Friedenburg et al. The positive results and feedback

from the present study may be due to such effective practices.

3. Competency-based Approach

In this study, the competency-based approach has been emphasized. As

described by Mcintosh (1996), competency-based means learners was measured

against the course objectives with emphasis on acquiring the essential knowledge and
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concepts needed to perform a job, not just acquiring new knowledge. Sujana (2005)
also states that the focus on learner’s needs is the major issue in designing a syllabus
in a competency-based approach as well as in the ESP context and, in the
competency-based approach, what the learner has to know in order to function
effectively in the real situation may be used as the starting point to determine what
learners should have possessed at the end of the course. Such information can be
obtained from the study and observations of job responsibilities of the learners in their
actual workplace. The researcher did observe and identify learners’ job responsibility
as previously presented in Chapter IV.

From the questionnaires, a high percentage of staff still considered
their competency level in doing their jobs as being poor and very poor. Also, as
gathered from the interviews, most of the sampled staff thought that the management
still considered their English proficiency as being insufficient for use which
corresponds with information from interview with management that staff do not
possess satisfactory of language proficiency. Once staff have problem in handling
these calls, they will ask for assistance from their team or their supervisors who have
to spend time handling these foreign calls for their subordinates instead of doing their
management functions.

Information from the questionnaires also reveals that the sampled staff
considered additional English training for most of the tasks/competencies to be
necessary, very necessary and most necessary. Among the competencies in which
English training has been indicated as being very necessary, general enquiries, credit
card enquiries and handling customers’ complaints top the three highest lists whereas
credit card enquiries, handling customer’s complaints and payment problems top the
three highest lists among the tasks in which English training is most necessary.

Therefore, in every session of the BEOC course, participants were
encouraged to practice scripts on each task/competency through pair-work or role-
play. Each lesson including scripts and activities aims to equip the participants to
better perform their jobs as customer-services staff. Such practice, the learning of key
vocabulary items together with their strong motivation to learn in class, could be one
of the reasons why participants demonstrated significant improvements in terms of

confidence using the language.
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4. Motivation in Language Learning

Teacher can also promote a number of motivational conditions in class
to help enhance participants’ learning. As previously mentioned, certain aspects
regarding motivational conditions suggested by Dornyei (2001: 32- 49) include
appropriate teacher behaviors; a pleasant and supportive atmosphere in the classroom;
and, cohesive learner group with appropriate group norms.

In the present study with adult learners, it is observed that to improve
their motivation to learn, a pleasant classroom atmosphere is deemed very significant .
These learners experience significant pressure and stress from work, and thus
appreciate a supportive and relaxing class atmosphere.

Some examples of extracts from participants’ logs about how

atmosphere can have impact on them are presented:

S4: 1 am very tired from work today. There are several customers’ complaints
and tough cases to handle. Sometimes my mind is still so much concerned with the
pending tasks when | enter the English class. Learning via English songs and jokes
help me feel much better and more relaxed.

S9: The atmosphere in the class is warm. Everyone assists one another.
Though my English is rather poor, | do not feel left behind in class and | think that
supports my learning.

S17: My friend took leave since yesterday and I got to take care some of her
workload. Yet, the friendly atmosphere in class boosts me up. I can learn English and
be relaxed at the same time. That’s why | do not want to miss the class.

Regarding the cohesive learner group with appropriate group norms,
though learners inthe study may have different immediate supervisors, they all
belong to the same department. They need to achieve the department target as a team.
This aspect was clearly observed in the course. Learners demonstrated good co-
operation among themselves on each activity or task assigned. They assisted and
supported one another. Those who were less capable requested those who were more
capable to assist them or to do the role-play first. Those who were more capable
paired up and tutored those who were less capable. The participants’ logs frequently
included such sentences that ‘my friends are helpful and co-operative’; ‘I learn a lot

from the teacher and my friends’, and, ‘I have a good time in class.’
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5. Participants’ Learning Strategies and Interactions

In this study, certain aspects about participants’ learning strategies and
their interactions in class are interesting to be presented.

When looking into the strategies in language learning of participants
in the present study, some of the frequently used strategies observed in class and from

the logs are:

5.1 Teacher encouraged participants to use the language despite
their gaps in knowledge via e-mails and telephone to practice their English with
teacher and their classmates. Four participants i.e. S8, S11, S14 and S18 wrote e-mails
and/or called the teacher to practice their English approximately once or twice a week.
Though their English is not perfect in grammatical aspects, they could use some key-
words or synonyms to deliver their messages quite successfully. A few of their e-

mails are given as examples:

S11: How are you? I (am) sorry that | did not joined (join) the class yesterday.
My daughter (was) sick and I took her to (see the) doctor. | want (to)
study what you teach (taught) yesterday and (I will) ask you (if | have)
any problem (questions). Thank you. Bye.

S18: Please read (this) interesting (forwarded) message. I think (it’s) fun to
read. Hope you like it. This morning, | handle (d) two customer (s’) calls
in English. | exciting (was excited) but | can verification (verify) the
customer ©. I will try again. See you tomorrow.

5.2 Asking the teacher or their friends to assist them about the
pronunciation and meaning of certain difficult words or part of the script in class.

5.3 Arranging among participants to take turn doing the role-
plays in class. Participants would make sure that each and every one of them had
equal opportunity to practice English-and do role-plays. This aspect supported most
participants to acquire more fluency and confidence in using English.

5.4 From teacher’s observations and management feedback,
many participants practiced speaking English with their classmates and other
colleagues (who did not take this BEOC course) during their office hours. S3, S4, S5,
S9, S15, S16, S18 and S21 shared in class that they attempted to handle most of the

foreign calls themselves without transferring lines to their supervisors while other
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colleagues who did not take the course still seek assistance quite often from their
SUpervisors.

These strategies seem to help enhance participants’ English proficiency
at a certain level. Their improvements are demonstrated through their higher scores in
the oral post-tests and the use of vocabulary in contexts together with their higher
level of confidence in speaking English at the end of the course as earlier presented.

In terms of participation, from class observations and logs, it is found
that most participants demonstrated good participation in class. After a couple of
weeks, they constantly volunteer to answer, share experiences and assist their
classmates who need help. Participants frequently encouraged and cheered up one
another to learn and practice English throughout the course. From both teacher’s logs
and participants’ logs, such terms as participative, helpful, warm, encouraging,
supportive and co-operative were mentioned in almost every session. Some

participants wrote in their logs that:

S1: “I appreciated my classmates for their encouragement and
assistance in class. They help explain terms I do not clearly
understand. This supported my learning quite a lot.”

S11: “I gained improvements in English because my classmates always
assisted and cheered me up. When I have problem about English,
| can always ask for their help”

S16: “Everyone in class was very supportive; | felt warm and happy in
class. Even when | made mistakes or gave wrong answers, no
one blamed me. They usually encouraged me to try again
instead.”

The class observations also supported what they wrote. Participants
usually encouraged those who seemed to be shy and nervous to try practicing English
little by little. They applauded cheerfully when their less capable peers attempted to
answer or speak in English. Those who were more capable were willing to share their
English knowledge and working experiences to their classmates. By the fourth week
of the course, participants were very much acquainted with one another and their
English improvements were also noticeably observed. Nervous participants
participated and shared more (in English) both with their classmates and to the class

with positive feedback from the class. From the middle till the end of the course,
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almost every participant volunteered to answer and discuss in English at least once or

twice in each class.

IV. Implications

The present study provides a complete picture of how an EOP course could be
designed and implemented. As mentioned earlier, a real research in EOP is rarely
conducted mainly due to the difficulty in data collection. This study was an example
that EOP can be done with effort and perseverance. The researcher would therefore
encourage scholars in the field to attempt more of this kind of research with the

following suggestions:

1. Basturkmen (2003: 57) described that it is rather difficult to get access to the
target groups to investigate their precise language use. Especially in the study on
Business English, St John (1996) stated the issue of ‘confidentiality” as one of the
major limitations in conducting the research in this area. Besides, such a study is
usually time-consuming and probably very few ESP practitioners have enough
available time to do so (Basturkmen, 2003: 61).

Though it was pretty hard and challenging to gain access to conduct the
research at the actual workplace, such effort is very rewarding both in terms of new
aspects of academic knowledge, and opportunity for teachers to provide an English
course that truly meets their learners’ needs . Once the course proves successful in
improving the learners’ English proficiency, both learners and their management
express their willingness to continue with such a customized course. Management is
satisfied with their staff’ English improvements and hence, informing the researcher
that they are planning to propose to their executives board to arrange for additional

courses like this.

2. In English for Occupational Purposes (EOP), the teacher or researcher
should be very open-minded in listening and learning from their learners. The teacher
should also play the role of a constant learner. Learners’ experiences are very useful
resources that could make a significant contribution in enhancing authentic English

knowledge in each particular workplace context.
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3. Again in EOP, building rapport, trust and good relationship with key staff is
strongly suggested. In conducting a study in this area of language for occupational
purposes, it is very essential for the researcher to convince stakeholders involved
about the significance of the study. Strong effort, persistence and time are required to
build sound connection and rapports with personnel in the field in order to obtain their
co-operation. However, once the stakeholders understand and realize the benefits that
the study might also bring for their workplaces, they are very supportive and willing
to provide necessary information. Stapp (1998: 171) also mentions how collaboration
with the management or owner of a printing company enabled her to design and
deliver a course to improve the listening and speaking skills of immigrant workers

relevant to their workplace communication.

V. Recommendations for Further Study

Based on the results and information from the study, the

recommendations for future research are as follows:

1. The findings show that participants achieved improvements in their
English oral proficiency and the use of vocabulary in context after attending the class.
This may be due to the nature of the course which is very focused and tailored to this
particular group of learners’ needs together with participants’ motivation to learn as
previously discussed. However, due to confidentiality aspect of the business
particularly in the area of finance and banking, it was impossible to have staff from
more than one bank to attend the course. As a result, all participants in the pilot study
and main study were all working in the same international bank. Though the nature of
business is the same, there might still be minor differences in each individual
workplace. Similar courses may need to be conducted in other international banks for

generalizability of the study.

2. Confidence is the aspect mentioned by respondents in the study as
their most problem in using English. Confidence is also one of the subjective aspects
and thus, somewhat difficult to measure. In an attempt to identify this aspect of

confidence, more than one instrument should be used for triangulation purposes. In
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the present study, self-assessment form and teacher’s class observations were
employed to determine if there is any increase in participants’ confidence level after
taking the course. Results from both instruments indicate significant increase in
participants’ confidence level. However, if situation permits, in the future research,
additional instruments like video recording and in-depth interviews may be employed
to gain further insight about this particular aspect and it might well be of interest to

see how they improve in the real context when they are handling their jobs.

3. There should still be a great demand for other tailor-made English
courses in other workplace contexts. As mentioned earlier, lots of time and challenges
are required in designing such courses; yet, it is very much worth the effort. Learners
achieve higher English proficiency and the company gets higher productivity from
their staff’ better performance as well as morale. The teacher/instructor also acquires

updated knowledge or information that is beneficial for educational side.
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APPENDIX A
Questionnaire (English)
This questionnaire consists of two main parts:
Part I: General Information of customer-services staff

Part 11: Overviews of problems and needs of using English at work

Part I: General Information

Directions: Please answer the following questions.

1. Sex/Gender Male Female
2. Age Below 20 years 20-25 years

26-30 years 31-35 years

36-40 years 41-45 years

46-50 years More than 50 years
3. Education

Lower than Bachelor’s Degree
Bachelor’s Degree
Master’s Degree
Other (please specify)
4. Your current position
Customer Services Representative (CSR)
Senior Customer Services Representative
Team Leader
Other (please specify)
5. Number of years of your working experience in the field of customer-services:
Less than 1 year
1-5 years
6-10 years
More than 10 years
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6. Number of years of your working experience in current position:
Less than 1 year
1-5 years
6-10 years
More than 10 years
7. Before working, have you even taken any English courses after graduation?
Yes, at
No

8. Once you have been working in customer-services area, have you ever attended any

English courses?

Yes No
If the answer to question no. 8 is “Yes”, please provide additional information about
the course you have attended.

Name of your workplace Duration of the course

Training Period No. of learners in the course

Content of the course

Benefits or what you have learned from the course

9. What do you think is your current level of English proficiency?

(1) Very good

___ (2) Good

_ (3) Average

(4 Weak

_ (5) Very weak

10. Do you think your current level of English proficiency is sufficient for your work?

Yes, because

No, because

11. Are you taking any English courses now?
No

Yes, at
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Part 11: Overviews of problems and needs of using English at work

Directions: Please mark the choice that mostly corresponds to your case.

1. Please rate the frequency of each skill needed at work

Skills/ Frequency

5
Very often

Often

3

Sometimes

Rarely

Never

listening

writing

speaking

reading

Other (please
specify e.g.
translation from
Thai to English or
from English to
Thai

2. Please rate the level of difficulty in using each skill.

Skills/Level of
difficulty

Very
difficult

Moderately
difficult

Little
difficult

Easy

Very easy

listening

writing

speaking

reading
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Other (please
specify e.g.
translation from
Thai to English or
from English to
Thai

3. Please rate your level of oral proficiency in performing each task (if you have to)

Tasks/Level of oral
proficiency

Very
good

Quite
good

Could do
with some
difficulty

Could do
with lots
of
difficulty

Cannot do
this at all

1. Answering bank
accounts enquiries.

2. Answering credit
card enquiries

3. Answering general
enquiries e.g. asking
for telephone numbers,
addresses of shops,
etc.)

4. Promoting and
giving information
about bank products or
services

5. Handling
customers’ complaints

6. Dealing with
customers’ payment
problems
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7. General
conversation or daily
talk with foreign
colleagues or
executives

8. Making
presentations to
management

9. Other task(s), please

specify
9.1.

9.2.

9.3.

2. Please rate the task that you find most necessary or urgently needed to be improved

Tasks/ Level of
Necessity

Most
necessary

Very
necessary

Quite
necessary

Not much
necessary

Not
necessary
at all

1. Answering bank
accounts enquiries.

2. Answering credit
card enquiries

3. Answering general
enquiries e.g. asking
for telephone numbers,
addresses of shops,
etc.)

4. Promoting and
giving information
about bank products or
services

5. Handling
customers’ complaints
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6. Dealing with
customers’ payment
problems

7. General
conversation or daily
talk with foreign
colleagues or
executives

8. Making
presentations to
management

9. Other task(s), please
specify

9.1
9.2
9.3

5. Please specify the degree of problem in each aspect of English that causes you
difficulty in using English at work.

Aspect of Most

English/ Level of | problem

problem

A lot of
problem

Moderate
problem

Little
problem

No
problem

General
Vocabulary

Business/banking
vocabulary

Grammar

Accent

Fluency

Confidence

Cross-cultural
understanding

Other (please
specify)

51

5.2

5.3
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6. Please specify the degree of your need for each aspect of English to improve your
oral proficiency.

Aspect of Most Very Moderately | Little Not
English/ Level of | needed needed needed needed needed
problem

General
Vocabulary

Business/banking
vocabulary

Grammar

Accent

Fluency

Confidence

Cross-cultural
understanding

Other (please
specify)

6.1

6.2

6.3

7. In your opinions, what should we do in our English language class that would assist
Thai learners to be successful in communicating with foreigners especially those who
are working in customer-services department in international banks?

Thank you very much for your co-operation.
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Questionnaire (in Thai)
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Appendix B

Interview with staff

Interview Form A

Date and time Interviewee’s name
Age Contact number
Gender Male  Female Position

Other info.

Main questions in the interview:

1. Have you taken any English training courses before?

If yes, what kind of training course was that?

Do you think such courses serve your needs?

If no, do you expect or plan to attend any training courses in the near future?

What kind of courses do you prefer to take?

2. Do you spend time practicing English outside the workplace? Yes  No

If yes, how often do you do (approximately per week)

You practice by:
____Talking in English with Thai friends or relatives
___Talking in English with foreigners

____Reading English books

___Listening to English stations on the radio
____Watching English sound track film

___Studying English text books, cassette tape, CD, video
____Others, please specify
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3. Are there any concerns or comments from management regarding your English

proficiency?

Do the management provide any support or training to help develop you and the
staff?

If the management provides certain training courses, what are your comments

about such courses?

4. Do you have any idea about the management’s criteria in promoting staff?

Is English proficiency one of the criteria for promotion?

If yes, what do you think or plan to do regarding this aspect of English

proficiency? Or you just simply do nothing and let it be.

5. What do you think you should do to improve your job performance towards

career advancement and success?

6. Other relevant questions as appropriate.
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Interview with staff (in Thai)
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Appendix C

Interview with Management

Interview Form B

Date and time Interviewee’s name
Age Contact number
Gender Male  Female Position

Other information

Main questions in the interview:

1. What does the management expect staff to be able to reach in terms of English

proficiency?

Is there any benchmark or criteria set? If yes, what is it?

2. For staff to be promoted to a higher managerial position, what is the
management expectation in terms of staff’s English proficiency? For example,
apart from staff’s job performance, are there any particular tests like TOEIC,

TOEFL or other standardized tests to support the decisions?

3. What is the management ‘plan in terms of staff development?

Are there any English training courses to enhance staff’s English proficiency?

What kinds of such English training courses are given to staff — General English
or ESBP?

Who conducts such training course — the company’s training department, or

outside institutes?

4. In the future, does the management have any particular plan to support their

staff’s English enhancement?

5. Other relevant questions as appropriate.
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Interview with Management (in Thai)
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Observation Form
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Observation Checklist

Date and time Participant’s name
Age Contact number
Gender Male  Female Position
Other info.
Task Frequency Factors contributing to the Remarks
success or failure of each task (e.g. nature
(e.g. use of key-words, speech of the task,
repetition, assistance from language
colleagues, etc.) used)

1 Bank accounts
enquiries

2 Credit card
enquiries

3 General enquiries
4 Payment issues

5 Complaints

6 Other type of call
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Appendix E

Oral/Speaking Test

Interview (12 minutes)*

* The test is adapted from a business test called BULATS

(http://www.bulats.org/candidates/result.html.) to suit the context of customer-

services staff working in international banks.

Part 1: Interview in English (3 minutes)
This is a warm-up section. Raters ask participants general questions to start the

interview.

1.1 Briefly describe your family, yourself, your personal strengths and weaknesses.
1.2 Briefly describe your work, previous and present experiences.

1.3 Briefly discuss about your interests, your hobbies, etc.or what you like to do in
your free time.

1.4 Briefly discuss your career path in the next 2 years

Part 2: Task Sheet - Presentation (5 minutes)

Raters give participants a sheet with three topics on it. Participants choose a topic
and have one minute to prepare a short presentation. Participants speak on the topic
for one minute.

Afterwards, the raters ask them one or two questions after the presentation.

Instructions: Please read all three topics below carefully. Choose one which you feel
you will be able to talk about for one minute. You have one minute to read and

prepare your talk. You may take notes.
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Topic A: Customer verification
Describe in details the steps of customer verification. Give examples and explain to

the customers why such verification is required.

Topic B: Current usable credit card balance enquiry and update
Describe the steps and techniques to handle a customer named Mr. William Smith
who is calling to ask about his current usable credit card balance. Please make sure

you also ask if the customer needs any other assistance before ending the call.

Topic C: Bank payment update and enquiry

Describe the steps and techniques to handle a customer named Mr. Roberts Nicholas
who is calling to ask if the bank has received his 40,000 baht payment by check
yesterday. Please make sure you also ask if the customer needs any additional

assistance before ending the call.

Topic D: ATM or Credit Card Activation

Describe the steps and techniques to handle a customer named Miss Jennifer Lopez
who is calling to activate the new ATM or credit card she just received this morning.
Please make sure you also ask if the customer needs any additional assistance before

ending the call.

Part 3: Information Exchange and Discussion (4 minutes)
Raters give participants a sheet with a role-play situation. Participants may ask
the raters questions to get the required information. This leads to a discussion on a

related topic.
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Instructions: You have one minute to read through this task to do a role-play. You
may ask the raters any questions you have to get the required information to perform
the task.

‘Giving information about new bank product or service and selling it to a new
customer’

Information Exchange

Suppose the rater is a bank customer who is asking about a new product or
service offered by the bank e.g. new high interest-rate time deposit, a six-month
interest-free installment loan or a direct debit service for paying public utility or
phone charges. You have to describe and try to sell the product or service to this
customer.

Find out this information:
- From what channel does the customer learn about this service
- The customer’s needs or wants

- The customer’s concerns about risk or problem in using this service

Discussion
Now discuss this topic with the raters.

- What are the main selling points of this service?
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International Second Language Proficiency Ratings (ISLPR)

General description of language
behavior

Examples of language behavior
version for English

Comment

S: 0 ZERO PROFICIENCY

(not provided)

What is described here is the point
at the extreme beginning of the
developmental continuum for each
macroskill-which is speaking in this
study. Learners may be able to
produce or understand a very small
number of words and/or formulaic
phrases in English but still be rated
within the Zero band (particularly
when these words or phrases are of
very little communicative
significance) because they have
essentially no ability in the
particular macroskill in the
language.

Learners at this level will come
from a range of literacy
backgrounds. The length of time
particular learners will need to
progress to the next level(s) on the
scale will be partly determined by

their language backgrounds.

S: 0+ FORMULAIC
PROFICIENCY

Able to perform in a very limited
capacity within the most
immediate, predictable areas of
own need, using essentially
formulaic language. Provided there
is strong support from the context,
the learner can communicate the
most basic and predictable of own

needs to persons who are used to

Can communicate (generally with a
single word or simple, formulaic
phrase in response to a cue from an
experienced interlocutor) simple,
basic personal information (e.g.
own name, age and marital status,
number of children, nationality/
country of origin, name of first
language, occupation). Can spell
out own name and those of most
immediate family.

Can indicate need for familiar

Language use at this level is
formulaic. Learners may have
encountered the formulae in a
formal course or in a natural
learning environment; or,
anticipating their needs, they may
have consulted a reference work, or
a mentor who is bilingual or very
experienced in communicating with
non-native speakers.

Note that the middle column
provides only EXAMPLES. Needs
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communicating with non-native
speakers (e.g. staff in English
language centers, officials,
vendors). Uses a limited range of
simple discrete utterances; these
are items which have been
committed to memory as formulae
or ‘set pieces’ as a means of
responding to needs. Utterances are
generally very short, many
consisting of isolated words. The
range of vocabulary demonstrated
in actual purposeful language use is
limited to that needed for
expressing the most immediate
needs and to the most basic
courtesy formulae, which are often
inappropriately used. Pronunciation
is very strongly influenced by L1.
Repetition may frequently be
needed, even when the interlocutor
is used to communicating with non-
native speakers, and communication
may break down totally in less
supportive contexts. Expression is
often excessively marked by
inappropriate sympathetic features.
Uses few non-verbal features not
found in own culture. The influence
of sociocultural factors from L1 is
very strong, and may impede
communication.

Any attempt to use more ‘creative’
or original language is-likely to
cause communication to break
down completely. Original
utterances are fragmentary or
highly distorted, and production is
very hesitant, with frequent long
pauses between words, and
repetition of the interlocutor’s
words and/or insertion or

substitution of words from L1.

objects in situations where the
context strongly supports the
utterance (e.g. making a simple
purchase where pointing or other
gesture can support the verbal
reference; asking the teacher in the
classroom for a textbook).

Can say ‘yes’ or ‘no’.

Can use some basic greetings and
leave-takings (e.g. Good morning;
Hi; Goodbye), and courtesy
formulae (e.g. please; thank you;

Sorry).

depend on the individual learner.
They will differ according to
whether a learner is living in an
English-speaking environment or
using the language in a “foreign-
language’ environment (e.g. with
expatriate English speakers).
Participation in an English language
course creates its own ‘needs’.
‘Sympathetic features’
inappropriately used may include
phatic noises (the equivalent of, for
example, ah; um; er) and gestures
from L1, words such as yes; thank
you, and repetition of the
interlocutor’s words.

Distortion is particularly, though
not solely, evident in word endings
(both inflectional and non-
inflectional), and may involve
omission, addition or substitution of
morphemes, phonemes or
allophones.

Influence of sociocultural factors
from L1 is likely to result in the use
of functions which are inappropriate
to the situation or to the discourse.
If, for example, saving face of
others is central to the L1 culture,
learners may answer yes to a
question t avoid causing offence or
embarrassment to the interlocutor,
even though the form no (the
appropriate answer in English) has
been learned.

The ability to state people’s names
according to the norms of the target
culture (surname, given names, etc.)
is dependent on the L1 system and
the learner’s other prior learning
experiences as well as the
knowledge and sensitivity of the
interlocutor. Some learners at this

level may not have the necessary
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knowledge to handle names
appropriately.

The ability to spell out names aloud
will depend on the learners’ literacy

background.

S:1- MINIMUM ‘CREATIVE’
PROFICIENCY

Able to satisfy own immediate
predictable needs, using
predominantly formulaic language.
Provided there is strong support
from the context, the learner can
communicate own basic,
predictable needs and other basics
information on very familiar topics
to persons who are used to
communicating with non-native
speakers (e.g. staff in English
language centers, officials,

vendors).

Etc.

Can communicate to experienced
interlocutor simple, predictable
personal information (e.g. length
of time in country, place and
duration of English learning). Can
also give simple, basic, predictable
information (of the type
exemplified in S:0+) about
significance others (e.g. spouse,
children, host parents).

Can make simple material
purchases, including stating what is
wanted, indicating (non)suitability
of goods (e.g. No, too big) and
asking the price, where the context
supports the verbal message. Can
buy tickets on familiar public
transport systems, using utterances
such as Two return(s) (to) Central,
please.

Etc.

There is a significant quantitative
difference between this and the
previous level; learners can use
longer formulae and a broader range
of them.

There are also at this level some
signs of ‘creativity’. Learners are
using their increasing repertoire of
language items with a degree of
creativity or flexibility, in the sense
that they produce original
collocations of, for example,
subjects and verbs.

Needs will differ according to
whether the learner is living in an
English-speaking environment or
using the language in a “foreign-
language’ environment (e.g the
expatriate English speakers).
Participation in an English language
course creates its own ‘needs’.

Etc.

S: 1 BASIC TRANSACTIONAL
PROFICIENCY

Able to satisfy own basic everyday
transactional needs. Provided there
is support from the context, the
learner can initiate and sustain very
simple face-to-face conversations
directly related to own basic
transactional needs, or on very
familiar topics. Can generally be
understood in such conversations by

an interlocutor who is a sympathetic

Can make basic transactions-in
familiar shops and institutions
such as post offices or banks,
stating needs and giving very
simple follow-up information.
Can use familiar public transport,
asking for and giving basic
information.

Can ask for directions to get from
A to B, and give simple two-step
directions. Can order a simple meal.
Can make simple enquiries about,

and requests for, temporary

By this level, ‘creative’ language
use is established. There are
original collocations of words, the
utterances formed, while they may
be very non-standard, have all the
parts needed to be considered
sentences (e.g. subject, verb, and
object). Learners can, therefore,
express basic unpredictable needs
within familiar situation types,
those regularly encountered in, for
example, shopping, commuting,

work or school.
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and/or experienced member of the
general public. Uses a variety of
functions, including giving and
seeking factual information,
suation, and (very tentatively)
asking about and expressing
emotional attitudes.

Etc.

accommodation (e.g. in a hotel or
hostel).

Can ask for and give the time of
day, day and date of an event
without strong support from the
context (e.g. can confirm an
appointment, or can enquire about a
function without an advertisement
to point to).

Etc.

There is however, little or no use of
modifying devices, those forms (e.g.
verbs, adjectives, adverbs, phrases,
clauses) that permit elaboration and
qualification of the expression of
ideas. Learners are, therefore,
largely restricted to conveying
‘universal’ or stereotypic meanings
and can not use English as a
vehicle for expressing their own
personality.

Etc.

S: 1+ TRANSACTIONAL
PROFICIENCY

Able to satisfy own simple everyday
transactional needs and limited
social needs. Provided there is
support from the context and the
interlocutor is a sympathetic and/or
experienced member of the general
public, the learner can initiate and
sustain simple conversations on a
limited range of familiar topics
beyond immediate ‘survival’ needs.
Expressed (tentatively) own
emotional and (very tentatively)
own intellectual attitudes about
such topics, although the
information conveyed is limited in
precision, and there is often a
significant difference between what
the speaker wants or intends to
convey and the total message
(including purposive and attitudinal
elements) that is actually conveyed.
Uses simple, high-frequency
conjunctions to relate contiguous
parts of the text, and can use
simple, high-frequency discourse
markers. In extended discourse,
however, coherence may suffer.

Uses a variety of simple questions

In transactions in shops and
institutions such as post offices or
banks, can cope with an element of
complication (e.g. asking if a size
not on the shelf is available, or
returning faulty merchandise). On
public transport, can ask another
passenger where to alight for an
unfamiliar destination. Can explain
some personal symptoms to a
doctor, but with limited precision.
In social situations, can make
introductions (although there may
be inappropriate use of names and
terms of address), give basic
biographical information about self
and family, and express simple
intentions.

Can convey simple attitudes about
own lifestyle (e.g. diet, dress,
studies, job). Can give basic
information about a problem
affecting own life and the cause of
the problem.

In ‘vocational’ (e.g. work)
situations, can communicate simple
routine needs (e.g. for
replenishment of supply of an
expendable commodity, or attention
to an overheating machine). Can

At this level, the use of simple
modifying devices (mainly single
words and simples phrases, but
some simple subordinate clauses)
permits some slight elaboration and
qualification in the expression of
ideas. This provides a means of
expressing, although very
tentatively and with little precision,
individual ‘personalised’” meaning,
as opposed to ‘universal’ or
stereotypic meanings. Learners’
repertoire of connectives extends
beyond the simplest coordinating
conjunctions and discourse markers.
As well, their immediate memory is
less restricted, and their operations
are less laboured, allowing
coherence to be sustained in some
longer (though very simple) texts on

familiar topics.

As a result of these developments,
learners have some flexibility in
transactional situations. They can
also participate in simple social
interactions, although the
effectiveness of their contribution
will depend on the individual
learner’s personality and extra-

linguistic communication skills.
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forms. Uses simple modifying
devices (mainly single words and
simple phrases, with some simple
subordinate clauses). Grammatical
errors may often cause or contribute
to misunderstanding where there is
less support from the contest Word
order and other grammatical forms
are influenced by L1.

Etc.

provide basic details of less
predictable occurrences (e.g. an
accident) provided key vocabulary

is familiar.

Etc.

Etc

S:2 BASIC SOCIAL
PROFICIENCY

Able to satisfy social needs, and
the requirements of routine
situations pertinent to own
everyday commerce and recreation
and to linguistically undemanding
‘vocational’ fields. The learners
sustains basic social conversations
on everyday topics, routine
transactions pertinent to won
consumption of goods and services,
and routine tasks in a ‘vocational’
area which does not require high-

level or specialized language skills.

In social situation, can participate
in informal conversations on
everyday topics face-to-face with
one or more interlocutors, or on the
telephone. Can give biographical
information about self and family
(e.g. educational and/or
employment background, part and
present living conditions, a present
or recent job or activity) in some
detail and can express intentions
and hopes in some detail. Can
describe and/or comment on
everyday things in the environment
(e.g. own neighborhood, the
weather, simple current events) and

other topical or otherwise familiar

At this level, the use of modifying
devices of the language, including a
variety of subordinate clauses,
permits elaboration and
qualification in the expression of
ideas. This allows learners to
express individual ‘personalized’
meanings (as opposed to ‘universal’
or stereotypic meanings) with some,
though not great, precision. They
have sufficient mastery of
embedding processes to be able to
convey simple reported speech.
Their repertoire of connectives
allows them to express a variety of
simple prepositional and textual
relationships.

matters in some detail. Etc.
Etc.
S: 2+ SOCIAL PROFICIENCY _ | (not provided) This level is assigned in speaking,

Level 2+ behaviour is significantly
better than level 2 but has not
reached level 3.

listening, reading or writing when
the rater cannot be confident that
the person’s proficiency is more 2-
like or 3-like; that is, when the
behaviour in the macroskill is
‘midway’ between these two
described levels.

A rating of 2+ should be assigned
only after performance on level 3
tasks as well as level 2 tasks has

been observed.
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S:3 BASIC “VOCATIONAL’
PROFICIENCY

Able to perform effectively in a
wide range of informal and formal
situations pertinent to social and
community life and everyday
commerce and recreation, and in
situations which are not
linguistically demanding in own
‘vocational’ fields. In most
conversations in such situations, the
learner conveys fairly precise
meaning, and has sufficient
control of discourse to be able to
sustain to some extent the
juxtaposition of different ‘planes of
meaning’. In interviews and
discussions, however, cannot
pursue the argument to the
complexity, depth, level of
precision and/or abstraction that are
often required in specialized fields.
Etc.

Readily enter, participates, in, and
exits from most conversations
related to social and community
life and everyday commerce and
recreation with native speakers,
whether friends, associates or
strangers, face-to-face or on the
phone. Can elaborate own
emotional and intellectual attitudes.
Can provide and request
information about relatively
abstract topics (e.g. system of
government in own country). Can
effectively differentiate ‘planes of
meaning’ in most conversations
(e.g. can discuss the opinions of an
absent third party, or speculate on
‘what might have been’ versus
‘what is”) but not in extended
discourse which involves complex
prepositional relationships and a
significant level of abstraction.
Etc.

Register flexibility is a feature of
this level. Learners can talk in
English on any topic they can in
their L1 (though generally not as
well-see below). There is great
breadth in the range of everyday
situation types in which they
perform effectively; they also have
some degree of mastery of the
specialized language of their
‘vocational’ fields(s). Thus they can
use English across the macro-roles
of consumer of goods and services,
participant in social and recreational
activities, worker and/or student and
citizen (of the local community and
the wider world). While these
categories are to some extent
arbitrary, they are intended to
represent all the macro-roles that
adolescent and adult members of
society perform in that society.

Etc.

S: 3+ BASIC ‘VOCATIONAL’
PROFICIENCY PLUS

Level 3+ behaviour is significantly
better than level 3 but has not

reached level 4.

(not provided)

This level is assigned in speaking,
listening, reading or writing when
the rater cannot be confident that
the person’s proficiency is more 3-
like or 4-like; that is, when the
behaviour in the macroskill is
‘midway’ between these two
described levels.

A rating of 3+ should be assigned
only after performance on level 4
tasks as well as level 3 tasks has

been observed.

S:4 *VOCATIONAL’
PROFICIENCY

Able to perform very effectively in

Can take on community roles which
are linguistically demanding (e.g.
organizing and leading a delegation

of parents to lobby a parliamentary

A key factor at this level is a high
degree of mastery of the specialized
language of learners ‘vocational’
field (s) (with a high degree of
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almost all situations pertinent to
own ‘vocational’ fields. The learner
conveys his/her desired meaning in
straightforward conversations,
interviews, discussions and
monologues with virtually the same
fluency, precision and complexity,
and to virtually the same depth as
do native speakers of the same
sociocultural variety. Usually needs
no more support from the context to
communicate than a native speaker

does.

representative about a problem at
school).

Copes with all spoken aspects of
‘vocational’ roles requiring
specialized skills, except a very
select few where the highest level
of mastery of the linguistic and
cultural systems is essential (e.g.
top-level diplomatic negotiating or
interpreting into English). In many
educational systems, learners at this
level are considered sufficiently
proficient to be responsible for
teaching English (and other areas
of the curriculum) to native-
speaking children.

In work situations, can make a
product presentation and respond in
depth to technical questions. Can
negotiate contracts and other
important agreements. Can handle
complicated complaints from a
customer or colleague about a
product or service.

Ete.

flexibility, permitting
communication with lay people).
The learner will perform ‘very
effectively’ in “almost all situations’
pertinent to his/her ‘vocational’
field(s) unless a major field happens
to be one of the *very select few’
which feature tasks which demand
the highest level of mastery of the
linguistic and cultural systems.

The range of straightforward
everyday situation types in which
learners can perform effectively is
very close to that of native speaking
peers; flexibility when confronted
with new situation types is close to
that of such native speakers.

Etc.

S: 4+ ADVANCED
‘VOCATIONAL’
PROFICIENCY

Level 4+ behaviour is significantly
better than level 4 but has not
reached level 5.

(not provided)

This level is assigned in speaking,
reading, listening or writing when
the rater cannot be confident that
the person’s proficiency is more 4-
like or 5-like; that is, when the
behaviour in the macroskill is
‘midway’ between these two
described levels.

A rating of 4+ should be assigned
only after performance on level 5
tasks as well as level 4 tasks has

been observed.
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S:5 NATIVE-LIKE
PROFICIENCY

Proficiency equivalent to that of a
native speaker of the same
sociocultural variety. In all
situations pertinent to social and
community life and everyday
commerce and recreation, and in all
those pertinent to own “vocational’
field(s), the learner’s speech in all
its features is indistinguishable
from that of native-speaking peers.
Language use displays native-like
knowledge and understanding of the
target culture.

Etc.

In even the most complex, sensitive
situations (e.g. delicate business or
diplomatic negotiations) no
limitations are attributable to L2.
In situations in everyday life and
own ‘vocational’ field(s), can
convey meaning accurately and
fluently in informal consecutive

interpreting from L1.

At this level, learners bring to bear
in language use a native-like
breadth of knowledge of the
culture (e.g. of ‘peripheral’ aspects
of institutions, history, religion,
sports, literature and other art
forms) and a native-like depth of
understanding esoteric aspects of
the culture which determine, inter
alia, what may be expressed
directly and/or indirectly and how it
may be expressed in particularly
situations. They access the same
breadth of connotations of
meaning as do native-speaking
peers.

Etc.

(Wylie and Ingram 1999)
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Appendix G

Self-assessment Form: Confidence Level in Speaking English

(Before taking the course)

Self-assessment Form: Confidence Level in Speaking English

Instructions:
Please answer the question below by giving marks from O to 5.
0 = no confident at all
1 = not very confident
2 = a little confident
3 = fairly confident
4 = confident
5 = very confident
What do you think about your level of confidence in speaking English?

Before taking the Business English Oral Communication course

Thank you for your co-operation.



191

Self-assessment Form: Confidence Level in Speaking English (cont.)

(After taking the course)

Self-assessment Form: Confidence Level in Speaking English

Instructions:
Please answer the question below by giving marks from 0 to 5.
0 = no confident at all
1 = not very confident
2 = a little confident
3 = fairly confident
4 = confident
5 = very confident

What do you think about your level of confidence in speaking English?

After taking the Business English Oral Communication course

Thank you for your co-operation.
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End-of-course Evaluation Form
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Business English Oral Communication Course — End-of-course Evaluation

l. Self-evaluation:

How would you rate your own progress and performance AFTER taking this course?
Attitudes towards English: A B C D
Your Progress in English : A "BLAC b
Your Performance in English: A B C D
(A=Verygood B =Good C=Fair D =Bad/Poor)

After taking the course, how much progress have you made in using English?

Competencies/Level of Improvements None | Little | Some | Great
Vocabulary in banking
Self-introduction
Customer Verification
Providing credit card information to customer
Handling basic customers’ complaints
Providing information on bank accounts
I1. Course Evaluation:
In overall, this course was 5 4 3 2 1
Very useful Not useful
The teacher was 5 4 3 2 1
Very helpful Not helpful
The materials were 5 4 3 2 1
Very useful Not useful

Your other suggestions:

Thank you very much for your co-operation.
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End-of-course Evaluation Form (in Thai)

Business English Oral Communication Course — End-of-course Evaluation

I. msdszdiusanines (Self-evaluation)

* A o ' Y o a 9 3 3 o A o &
yuszdsziiudnendnals ludwirund anudnd uag ﬂ'J'IiJ’Cﬂlﬂiﬂ‘luﬂﬁi‘lfﬂWHWﬂQﬂi}H WarIuHangasu

inunfnilinemudangu A B C D
anutwh/Waanmsmumudangy A B C D
anuansalumslEmudngy A7 B JCmbD

(A =adew B=3a C = wol¥ D = hid)

o Y o o g A Yo o o A o P} 9 ) y o
HANQ IV UIgUHANGATH W1uﬂﬂ3’]°ﬂ1“‘1ﬂuﬂ1iwmu']ﬂﬂ'ﬂ$ﬂ§allﬂ'nllﬂ']'JWu’]ﬂfJ’]\i‘{li‘]J’]\i(luﬂ']ﬁbl"]fﬂ1ﬂ']f]\1ﬂqﬂ

1=

anuansa/szdvveaiannms aiai 1antio WOTANAIS N

ﬁﬁwﬁmqﬁ'mﬁmmi

.
msuuzihaueuiowdu

miasnnaeugnm (customer verification)

9 o o A o Y (1 A )
ﬂ]iﬁlﬁﬂlﬂyﬁﬂﬂilﬂﬁﬂﬁﬂ“ﬂgﬂfﬂ(k‘lﬂl UGN UNINYDA LAY

k) o
doyamsdse)

—
mssamsduiiuguiumsaedmienilinelavesgnd

7
msIddeyafiugudutinydsuas (€.g. bank account

types/balance enquiry)

1. madsziiundngns (Course-evaluation)

)
* wdngasil ... 5 4 3 2 1
flseTeniun Tuitllse Toand
* fdou ... 5 4 3 2 1
' A = £ nw e A
v lumsizeusuin lai'ldsremae
* Jenanslén ... 5 4 3 2 1
sz Temndun Titlse Toand

* Jorruaunzoug

Thank you very much for your co-operation.
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Appendix |

Teacher’s Log (Form)

Teacher’s Log

Date
1. Main Topic of the day

2. How the class is going on (in general)

3. Interactions between teacher and learners

4. Interactions among learners

5. Strategies that learners use in class to accomplish each task / how often

6. Overall impression of the class

7. Additional notes/comments of the class
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Appendix J

Participant’s Log (Form)

Participant’s Log

Date Name

1. Main Topic of the day

2. Benefits / what has been learned today...

3. What I like about the class today...

4. What | don’t like about the class today...

5. What I think about my classmates...

6. What | think about my teacher...

7. Overall impression of the class today
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Participant’s Log (in Thai)

a

. y
2. dsgleninsedan 1d5uanmssenluiuil

A Ao ~ o 2
3. Feaniuseulumsisouiuil

4, FendnldsevlumsGenTuil

v

v & oo a d ' o A ' Y
5. il fulianuaatiuveis lsnuiieusiuite usou

2
9

v A v oA a < [ @
6. Suil sulianuAarivesalsnudaey
ooy

’
7. anuidn vieanuisziinlalassuiunsEouluiuil
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Appendix K
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Evaluation Form for the Sample Lesson

To analyze the appropriateness of this lesson, please assess the sample lesson in this

evaluation form by putting a tick in the box that is relevant to your opinion. Your

valuable comments and suggestions will be beneficial in developing the appropriate
English course for staff working in international banks.

Strongly agree

Agree

Neutral

Disagree

RINWA~O1

Not agree at all

Areas

Opinion

3

1. The lesson is useful for my
work.

2. The lesson is easy to
understand.

3. The lesson is interesting and
fun.

4. The lesson is authentic.

5. The time allotted for each part
IS appropriate.

6. The sequence of the lesson is
appropriate.

7. The pace of the lesson studied
today is appropriate.

8. In overall, | like the lesson (s)

Comments and suggestions:

Thank you very much for your valuable comments.
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nuulseRiunnHINZ ANV VNS BUMIBE1

v '
o &R A

a Ao 9 Y Yty ' A = o A& a '3 o Y
llﬂﬂﬂixlﬂuu ﬂﬂﬂ?ﬂluLWaiﬁFj‘lﬁfJuVlﬂﬂﬁ?uﬁ?ﬂiuﬂ1iwzﬂ'ﬁm']ﬂﬂﬁﬂu@]']ﬂﬂ']ﬁ Lwamﬂﬁx’ﬁmmmmzﬁﬂumiuﬂﬂh

a o A oA o a g ' o o A v ' < S 1A
IN ﬂiﬂ!']'i/l']Lﬂi?N“ﬁll']FJGLu“lfﬂ\?‘V]ﬂiQﬂ‘Uﬂ'ﬂllﬂﬂlﬁu"llfN‘V]'IH ﬂmuzum‘iﬂ"uamummmmmu%Lﬂuﬂiﬂﬂ%uﬂmwﬂumi

fatmdngasmusengudmsusmihiisumsalszmaludrdudeli

3 v A a'
L‘I’iuﬂ?ﬂﬂﬂﬁﬂﬁ/ﬁﬂﬂﬂqﬂ

3 v
L‘Viuﬂ’)ﬂ/iﬂﬂ

meq/thunan

luiudrelos

RN W A~ O

v g oA {
Tiudvedada/dosiiaa

Areas

-~
ANUAANY

3

1. unGeudivse Teaninozinly1dau

2. uniSeudhlade

3. unSeuaynuazianly

4 ywiSeuiinnuanas (Quthentic)

QW ' VA
5.naildlumsaeuudazaiaiinim

[Muegauy

>
6. Tunou/drduvesunGeumzay

<
7. anusrlumsSeunemung

:
8. Tagsnuad suvenunGeuluiuil

A g Ay A
ANNAATIUTIIDUBITUBUUZ DU

Thank you very much for your valuable comments
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Observed use of vocabulary in context (tape-transcription)

199

Students Pre-test Observed Post-test Observed
vocabulary vocabulary
S1 (In Thai, let me try next time. | do not (nil) Credit card enquiries: (20)

know what to say.)

Good afternoon, phone banking, this is S1 speaking. How may | help you?
Excuse me, madam, may | have your name?
May | (..pause..) have your card account number, please?
Thank you, madam, for security reasons and the sake of confidentiality, may | ask you some
verification questions?
(...uh...) May I have your date of birth, please?
May I have your mailing address, please?
And, do you have any supplementary card, madam?
Thank you for providing me the information. Your current usable credit card balance is twenty-
five thousand Baht, madam.
Is there anything else that I can do for you, madam?
Settle my (..uh...) your payment?
It’s on twenty fifth of every month, madam.
Thank you for your custom. | am S1 and | have been taken care of your enquiry.

Card activation:

When do you receive the card; sir?

All right, please sign your name on the card. | will activate the card. You can use in five minutes,
Sir.

Your cycle date is the twentieth of every month (..uh..) the due date is on twenty-fifth of every
month. You can cash advance (..pause:.)

up to your credit limit. The fee is three per cents, sir.

Anything else | can do for you, sir?




200

Thank you for calling to the bank. I'am S1 taking care of your request.

S2

Credit card enquiries:

Hello, How may | help you?

(...uh...) What is your name, sir?

About your payment (...pause...) January
(..uh..) one thousand baht sir.

(In Thai, that’s it.)

1)

Customer verification:

Good afternoon, how may | help you?

What is your card account number, sir?

May I have your name, please?

For security and the sake of confidentiality, please allow me to ask some verification questions,
Sir.

May | have your date of birth?

May I have your mobile phone number?

And, (..uh..) may | have your office phone number?

What is your billing address, sir?

Thank you for providing the information.

Credit card enguiries:

For your balance, ..pause.. your current credit card balance is twenty thousand baht, sir.
Your (..uh..) outstanding balance is fifty thousand baht.

Anything else I can do, sir?

Thank you for your call. | am S2 answering your enguiry.

(13)

S3

Card cancellation:

Good afternoon, may | help you?

May | have your name sir?

(..uh...) what is your telephone number?
Do you have (..uh...) supp. (use
abbreviation)_card, sir?

Thank you, sir.

You want to cancel credit card?

You inform your supp. (abbreviation)

©)

Credit card enquiries:

Good afternoon, phone banking, this is S3 speaking. How may | help you?

May | have your name, please?

May | have your card account number, please?

(..pause..) for security and confidentiality reasons, ..pause... please allow me to do verifications
for account owner.

May | have your home phone number?

May I have your office number?

Do you have supplementary card?

(22)
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card and fax the copy to bank (...pause..)
bank send new card to you, sir.
Thank you.

(laugh.. I do not know what to say.)

What is your mobile phone number?

Thank you for the information, sir.

Your available balance is (..uh..) twenty two thousand baht, sir.
Is there anything else I can do, sir?

Thank you for calling ABC bank. | am S3 handling your enquiry.

Card activation:

Good afternoon, phone banking, this is S3 speaking. How may | help you?

May | have your name, please?

May I have your card account number, please?

What is your date of birth?

(..uh..) What is your mailing address, sir?

And, (..pause..) what is your credit limit?

Thank you, sir.

The bank will activate the card. You can use in five minutes, sir.

Your cycle date is twenty-three of every month and due date is on eighteenth of every month. You
can use the (..pause..). cash advance. The fee is 3 per cents of your credit limit. The amount will
show on the (...pause...) statement next month.

Is there anything, sir?

Thank you for calling. | am S3 handling your enguiry.

S4

Hello, good afternoon.
May | have your name, sir?
What is (..uh..) your request, sir?

(Sorry, I do not know how to continue in
English.)

1)

(S4 flushed and seemed very excited once entering the room; he always flushed in class too but
getting more relaxed as class went on.)

Payment updates:

Good afternocon, May | help you?

Of course, (..uh..) may | have your card account number, please?

May | have your name, please?

Thank you, sir.

For security reasons and the sake of confidentiality, please allow me to ask you (..pause...) some

(13)
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personal information.

May | have your (..uh..) home phone number, please?
What is your mobile phone number?

Thank you for providing the information.

How much you pay cheque (...pause...) to the bank?

Yes, we already received your cheque.

Your available balance is fifty five thousand baht.

Is there anything else (..pause...) | can do for you?

Thank you for calling the bank. 1 am S4 handling your call.

Credit card activation:

May | help you?

Of course, (..pause..) may | have your card account number, please?

Okay, | will .uh.. activate the card. You can use the card within five minutes.
We sent PIN code to you (..pause..) two weeks ago.

Is there anything else | can do for you?

Thank you for your call. I am S4 handling your enquiry.

S5

Credit card enquiries:

I pick up call uh..

Good afternoon.

May | have your name, sir?
(..Uh...) what is your (..pause...)
telephone number sir?

Yes, thank you.

What | can do for you, sir?

You want to ask the balance, okay.

Your balance is five thousand baht, sir..

(In Thai, that’s it.)

2

Credit card enquiries:

Good afternoon, this is S5 speaking, how may I help you?
Yes, may.l have your account number, please?

What is your full name, sir?

Thank you, sir.

For security reasons and confidentiality sake, please allow me to ask some verification questions.
What is your date of birth?

What is your home phone number?

What is your mobile phone number?

(~.Uh...)What is your business phone number?

And, pause...what is your credit limit, sir?

Thank you for providing the information, sir.

You would like to check your available balance?
Your-current balance'is (..uh..) four thousand baht, sir.
Is there anything else | can do for you, sir?

1)
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Thank you for your custom. | am S5 taking care of your request.

Payment updates:

What is your account number, sir?

May I have your name, please?

For security reasons, may | ask some verifications of the account owner?
What is your credit limit, sir?

What is your home phone number?

Thank you, sir.

(.Uh..) I'will check for you about your payment (..pause..) please hold the line.
Your payment is update (d) in the system already, sir.

The outstanding balance is (..pause..) twenty thousand baht.

Anything else you need, sir?

Thank you for your call.

I am S5 handling your reguest.

(In Thai, | am quite excited, and yet, | tried to practice quite a lot.)

S6

Credit card enquiries:

May | have your name, madam?

What is your ..uh.. mail (ing) address?
Where you use credit card last time?
How much do you pay (..pause..) to
bank?

(..Uh. ) your balance forty thousand
baht, madam.

(laugh)
(I cannot continue .. sorry)

2

Credit card enquiries:

(in Thai, I am so excited.) (laugh)

Good afternoon, how may. 1 help you?

What is your account number?

What is your full name, sir?

For security reasons and the sake of confidentiality, (..pause..) please allow me to ask some
verification questions.

What is your billing address?

What is your mobile phone number?

(~.Uh..) Do you have supplementary card?

Thank you for providing the information.

Your current credit card balance is two thousand baht, sir.
Is there anything else I can do for you?

Thank you for your custom.'| am S6 handling your request.

(20)
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Payment updates:

What is your home phone number?

What is your office phone number?

You would like to update your statement, right?

The bank (..pause..) received your payment yesterday, sir.
Your last transaction is four thousand baht.

Your outstanding balance is ( ..pause...) fifty thousand baht.
Thank you for your custom.

I am S6 handling your case.

S7

Asking about the bank’s products:

How you know (..uh..) the promotion?
What do you (...pause...) interest in the
promotion?

This promotion have interest rate high
(..uh..) you have two hundred thousand
..uh.. one hundred thousand baht, you
(..pause..) receive interest for twenty year
(..uh..) twenty month four point twenty
five per year. (..uh..) interest more than
(..pause..) savings... normal savings.

(That’s the end.)

®3)

Credit card enquiries:

Good afternoon, phone banking (...pause...) this is S7. How may | help you?
May | have your account number?
May I have your name?

For security reasons and the sake of confidentiality, please allow me to ask some verification

questions.

What is your date of birth?

What is your home telephone number?

What is your office telephone number?

How much is your (...pause...) credit limit?

Do you have any supplementary card?

Thank you for providing the information, sir.

(..Uh..) your current available credit is (..pause..) twenty thousand baht.
Anything else | can do?

Thank you for your call. This is S7 taking care of your enguiry.

Payment updates:

May | have your name, please?

May | have your account number?

(..Uh..) your last payment how much-amount you pay?
You pay by-cash or cheque, sir?

Do you pay at the bank?

(18)
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We received your cheque (...pause...) amount twenty thousand baht, sir.
Anything else | can do for you?
Thank you for your custom. | am S7 handling your reguest.

S8

Card cancellation:

Good afternoon.

You (...pause...) want to stop card
(...pause...) (..uh..)..cancel supp. (use
abbreviation) card?

He (...pause...) overuse the card?
(. long pause......)

(In Thai.. something like that.. I am not
confident to continue.)

@)

Payment update:

Good afternoon, phone banking, | am S8. How may | help you?
What is your account number?

What is your name, sir?

Thank you.

May | have your personal information for security reasons and the sake of confidentiality
(...pause...) (laugh) please allow me to verify your account owner.
What is your credit limit?

What is your billing address?

What is your (...pause...) cell phone number?

Thank you, sir.

When did you pay (...uh...) to the bank, sir?

How much is your cheque?

Forty thousand baht, right?

Tomorrow your payment will update on the system.

Your outstanding balance is forty five thousand baht.

Anything else, sir?

Thank you for your custom. This is S8 handling your enquiry.

Card activation:

What is your date of birth, sir?

Do you have supplementary card?

What is your credit limit?

Thank you for the information.

When did you (..uh..) receive the credit card, sir?

At your office?

Okay, | will activate your card. After you hang up, you can use the card.
Your first statement cycle will be every fourth of the month. Payment due date is twenty-eighth of
every month.

Is there anything else, sir?

(21)
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Thank you for your call. This is S8 handling your enquiry.

S9 Card cancellation: (2 Credit card enquiries: (20)
Good afternoon, May | help you? Good evening, phone banking, this is S9 speaking, how may | help you?
If you cancel card, (....pause..) inform May I have your account number?
your supp.(use abbreviation) card. The May | have your name?
bank will cancel card (.. uh..) and the May I have your personal information for (..pause..) verification of the account owner?
bank issue the card. What is your credit limit, sir?
(laugh) What is your home phone number?
(That’s it.) What is your mobile phone number?
What is your mailing address?
Thank you for providing information, sir.
Your current (..pause...) credit balance is (...uh...) one hundred thousand baht, sir.
Is there anything else you need, sir?
Thank you for your custom. This is S9 taking care of your enquiry.
Payment updates:
For security reasons and the sake of confidentiality, please allow me to ask verification questions.
What is your credit limit, sir?
And, uh.. do you have any supplementary card?
When_ is your last payment?
Thank you, sir.
About your cheque payment (... uh...) how much is your cheque, sir?
Forty thousand baht, right?
Which bank do you pay, sir?
Okay, we get it.
Your outstanding balance is one hundred thousand baht.
Thank you for your call. | am S9 handling your enquiry.
S10 Customer verification: (2) Customer verification: (14)

Good afternoon, sir.

Good afternoon, phone banking, this is $10, how may I help you?
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(laugh) May I (...uh...) check your
information? Do you want (..pause...)
current balance or total balance?
Current balance? (..pause...)

The maximum is ( ..uh..) one hundred
thousand baht.

(laugh.. That’s all.)

What is your account number, sir?

May | have your full name?

For security reasons and confidentiality sake, please allow me to ask verification questions.
What is your billing address?

And, (..pause...) what is your date of birth?

What is your mobile phone number?

How much is (..uh..) on your last statement?

Thank you for the information.

Credit card enquiries:

Your current credit card balance is (..uh...) twenty thousand baht, sir.
Your outstanding balance is thirty thousand baht.

Is there anything else you need, sir?

Thank you for your custom. | am S10 handling your call.

S11

(Sorry, | cannot answer in English.)
Vo1

(nil)

Customer-verification:

Good afternoon, my name is S11, ( ..pause..) may | help you?

May I have your name, please?

May | have your account number?

For security reasons and confidentiality, please allow me to ask some (..uh..) verification
questions.

What is your birthday (..uh..)_ date of birth?

What is your telephone number.. mobile phone number?
What is your (..pause..) mailing address?

Thank you for calling phone banking.

I am S11 (.. pause...) handling your case.

(In Thai, That’s all-l can do. | am very excited.)

©)

S12

Talking about bank product:

What product do you want to ask, sir?

)

Customer verification:

Good evening, phone banking, | am S12 speaking, how may. | help you?

(12)
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About money deposit with bank, (..uh..)
interest is (...pause...) more higher than
other banks..

How you know (..uh..) about the product,
sir?

Newspapers? okay..

(In Thai, that’s all I can think of now.)

What is your account number, sir?

May | have your name, please?

For security reasons, may | ask verification questions?
What is your date of birth?

And, (...pause..) what is your billing address?

What is your office phone number?

How much is (...pause..) your credit limit?

Thank you for the information.

Credit card enquiries:

Good evening, phone banking, this is S12 speaking. How may | help you?

What is your account number, sir?

What is your name, sir?

For security reasons, (..pause...) may I have verification for the account owner?
May I have your home phone number?

..uh.. What is your credit limit?

Thank you for the information, sir.

Your available balance is (..pause..) twelve thousand baht, sir.

Anything else that you need, sir?

Thank you for calling the bank. I am S12 handling your case.

S13

Customer-verification:

May | have your name, please?
(..Uh..) what is your (..pause..) telephone
number, madam?

(in Thai, I am very excited. | am not sure
what | should say)

@)

Credit card enquiries:

Good afternoon, phone banking, how may | help you?
What is your account number, sir?
May | have your name, please?

For security and confidentiality sake, please allow me to ask some verification questions.

What is your date of birth?

What is your mobile phone number?

What is your home phone number?

Thank you for the information.

Your-current balance is twenty-five thousand baht, sir.
Is there anything else, sir?

(17
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Thank you for your custom. This is S13 handling your case.

Payment updates:

Please allow me to verify your account owner, sir.

What is your credit limit?

..uh.. Do you have supplementary card?

Thank you, sir.

We received your cheque yesterday.

And, (...pause...) your outstanding balance is now fifty thousand baht, sir.
Thank you for your call. | am S13 handling your enquiry.

S14

Credit card enquiries:

Good afternoon. May | have your name,
please?

If he (..uh..) you have good payment, |
will waive (..uh..) the charge. (..pause..)
next time, you can pay... pay on due date.
We have loan or IL (...pause..) new
product for you. It (..pause..) free of
interest. You pay (..uh..) principal only.
You can have .(.pause).. term loan in five
(..uh..) years.

Do you know... (use Thai language to ask
the rater “How did you find this
information..)

Can you give me your mobile number,
(.....long .pause......) 1 will advise sales to
call you.

Thank you, sir.

®)

Credit card enquiries:

Good evening, ABC bank, this is S14 speaking. How may | help you?
May I have your account number, please?
What is your name, madam?

For verifications of the account owner, please allow me to ask some questions.

What is your birthday?

What is your mailing address?

Do you have supplementary card?

Thank you for the information.

Your current usable credit card balance is twenty thousand baht, madam.
Is there anything else, madam?

Thank you for calling phone banking. | am S14 handling your case.

Payment updates:

For verifications, may | ask you some personal information, madam?
What is your mobile phone number, madam?

What is your credit limit?

How much is on your last statement?

Thank you for the information, madam.

We have received your payment yesterday.

Your outstanding balance is now fifty thousand baht, madam.

(16)
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Thank you for your custom. | am S14 taking care of your request.

S15 Customer verification: (3) Card activation: (18)
Hello. Good afternoon. Hello, How may | help you?
Please tell me your name. And, May I have your card account number, sir?
(...pause...) your number (..uh..) office May | have your name, please?
number.. .. For security and confidentiality reasons, may | ask some verification questions?
May | have your address? What is your hirth of date (laugh) uh.. your date of birth, sir?
How much (.. uh..) is your payment? And, (..pause..) your credit limit, sir?
Okay, five thousand. Thank you for providing the information.
I'just activate your card. In five minutes, you can use your card. Your statement cycle is seventh of
(That’s it) every month. Your PIN code (..uh..)
sent to you after you get the card two weeks.
Thank you for calling. | am S15 handling your case.
Credit card enguiries:
How may | help you?
Please allow me to ask some verification questions.
May | have your mobile phone humber?
May | have your office phone number?
Thank you, sir.
Your current usable credit balance is two thousand baht.
Is there anything else, sir?
Thank you for your custom. | am S15 taking care of your enquiry.
S16 Credit card enquiries: (3) Credit card enquiries: (19)

May | have your name please?

What is your account number, sir?
What is your (..uh..) last payment, sir?
How much you pay to the bank?

Your statement is now (..uh..) ten
thousand baht.

Good afternoon, phone banking; this is-S16 speaking..How may | help you?

What is your account number, sir?

And, what is your name, sir?

For security and confidentiality sake, (..pause...) may | have verifications for the account owner?
May I have your mobile phone humber?

..uh.. Do you have any supplementary card?
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(That’s all.)

Thank you for providing the information, sir.

Your available balance is (...pause...) one thousand baht, sir.
Anything else you need, sir?

Thank you for calling the bank. This is S16 taking care of your request.

Card activation:

Good afternoon, phone banking, this is S16 speaking. How may | help you?
What is your date of birth, sir?

What is your mailing address?

What is your mobile phone number?

What is your ID number?

Do you have any supplementary card?

Thank you for the information.

I will activate your card in five minutes. Sign your name at the back of the card. Your statement
cycle is (..uh...) tenth of every month and ..uh..your due date is twenty of every month.

Welcome you to (..pause..) our card membership, sir.

Thank you for your call. I am S16 handling your request.

S17

Customer-verification:

May | have ( ..uh...) your personal
information for verification?

May | have your name?

May | have your phone humber? (..uh...)

(in Thai, what should I say then... | am so
excited.)

®3)

Customer-verification:

Good afternoon, for security and confidentiality reasons, please (..uh..) allow me to ask some
verification questions.

What is your telephone ..uh.. mobile phone number?

May | have your billing address?

What is your birthday (..uh..) date of birth?

And, your credit limit, sir?

Do you have..pause.. supplementary card?

Thank you for the information.

(14)
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Credit card enquiries:

How may | help you?

Yes, your current usable credit card balance is (..uh..) twenty thousand baht.
And, ..pause.. your outstanding balance is forty thousand baht, sir.

Thank you for calling. | am S17 handling your reguest.

S18

Card cancellation:
(In Thai, what should I say?)
(..Uh..) Please inform your ..uh.. the bank

is lost your card.. because (..uh..)
(I have no idea how to continue)

(nil)

Credit card enquiries:

Good evening, phone banking, | am S18, how may | help you?

For security and confidentiality sake, please allow me to ask verification questions.
What is your date of birth?

What is your ..uh..credit limit?

And, ..pause.. what is your mobile phone number?

Thank you for your information.

Your current usable credit card balance is ..pause.. forty thousand baht, sir.

Is there anything else | can do for you?

Thank you for your custom. This is S18 handling your request.

Payment updates:

Good afternoon, phone banking, this is S18 speaking. How may | help you?
Of course, may | have your name, please?

May | have your personal information (uh...) for verification of the account owner, sir?
May | have your mailing address, please?

And, what is your office phone number, sir?

Thank you for your information.

How much did you (..uh...) mail to the bank yesterday, sir?

Forty thousands baht. All right, we have already received it, sir.

Your updated balance is (..uh...) seventy-five thousands baht, sir.

And, would youlike any other information, sir?

I am S18 and | have been answering your enquiry.

(in Thai, I'am still excited but I have more 'confidence in answering customers in English.)

(17
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S19 Customer-verification: (2 Customer-verification: (12)
(in Thai, Do | have to speak in English?) Good afternoon, | am S19 phone banking, may | help you?
May | have your name, please?
CSR (use abbreviation) will verification May I have your account number, please?
(..uh..) all account owner The credit card May I have your personal information for ..(..uh..) verification of the account owner?
discount five percents.(. uh..) What is your mailing address?
(cererenne long pause......... ) What is your mobile number?
(I cannot continue.) What is ..uh.. your date of birth?
May: I have your credit limit?
Thank you.
Payment updates:
Uh.. about my.. uh.. your statement, how much is your payment to the bank.. ..pause.. yesterday?
We have received twenty five thousand baht already.
Your current balance is .. pause.. thirty five thousand baht, sir.
Thank you for calling. I am S19 handling your case.
S20 Credit card enquiries: (nil) Credit card enquiries: (15)

CSR (use abbreviation) (..uh..) pick up
the phone.
Good afternoon. How may | help you?

(Sorry, I don’t know how to answer.)

Good evening, phone banking, S20 speaking. How may | help you?

May | have your account number, please?

What is your full name, sir?

For security reasons and the sake of confidentiality, please allow me to ask some verification
questions.

May | have your telephone (..uh..) cell phone number, please?

May | have your date of birth?

What is your credit limit, sir?

Thank you for the information.

Your (..pause..) current credit card balance is twenty thousand baht, sir.
Is there anything else I can do for you, sir?

Thank you for your call. I am S20 handling your case.
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Payment updates:

May | ask some verification questions for security reasons?

What is your home phone number, sir?

And, (.. pause..) do you have supplementary card?

Thank you, sir.

When did you pay to the bank, sir?

Yesterday? Okay, we received it already.

Your outstanding balance is ten thousand baht.

Is there anything else you need?

Thank you for calling to the bank. This is S20 answering your enguiry.

S21

Customer verification:

What is your name, madam?

What’s your address?

Do you have supp.(abbreviation) card?
Your (..uh..) balance is five thousand
baht.

(In Thai, I just joined the bank. I do not
know much.)

®3)

Credit card enquiries:

Good afternoon, phone banking, | am S21. How may | help you?
What is your account number?
What is your name, sir?

For security reasons and the sake of confidentiality, please allow me to ask (..pause..) verification

questions.

What is your credit limit, sir?

What is your date of birth?

Thank you for providing the information.

Your current credit card balance is (..pause..) fifty two thousand baht, sir.
Is there anything else I can do for you, sir?

Thank you for your custom. | am S21 handling your request.

Payment update:

What is your account number, sir?

Whatis your full name, sir?

Thank you for the information.

We received your cheque payment ..uh..yesterday, sir.

The outstanding balance is (..uh..) one-hundred thousand.
Anything else you need, sir?

Thank you for your custom. | am S21 handling your enquiry.

(17
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S22

(In Thai, what do you want me to do?
Sorry, | do not understand your questions.
I am not ready..)

(nil)

Credit card enquiries:

Good afternoon, how may I help you?

May | ask you some (..uh..) verification questions?

May I have your mobile phone (..uh..) mobile phone number?
May I have your ..pause.. office phone number?

May | have your birthday?

Thank you for information, sir.

Your current balance is twenty thousand baht.

Anything else you need, sir?

Thank you for calling. This is S22 handling your request.

Card activation:

Good afternoon. May | help you?

May I have verification for security?

Okay, thank you.

Please see the name on the card (...uh..) is it correct, sir?

Your cycle is seventh of every month and ..uh.. your payment due on tenth, sir. Please wait five

minutes (..pause..) and you can use the card.
Thank you for your call. This is S22 answering your enquiry.

(12)

1.82

16.36
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Appendix N

Teacher’s Log (Summary)

218

.Teacher’s Log

Date Main Topic Interactions Interactions Strategies used to Overall Comments
between teacher among learners accomplish the task | impression of the
and learners class
01/02/06 Greeting, Getting to know | Learners also got to | Learners preferred to | Most learners were | * Teacher asked learners at the end of the class

introduction and

leave-taking

one another

know one another
and assisted each

other.

ask for help from
their friends sitting
next to them rather
than asking the

teacher

not confident to
speak out much—
they said they were
afraid of making
mistakes but at the
end of the class,
they seemed to be
more relaxed and
gained more
confidence to speak

in English

for overall comment; a few said the class was a
bit too slow while another few said the class was
a bit too fast. This was due to different language
proficiency levels among learners.

* The training room was occupied for other
training till 5.35 p.m. so class started a little bit
late.

* The size of the room was limited and thus, no
space for learners to move around.

* One learner was on vacation and another one
was still working for the evening shift. Both of
them would not be able to attend the class for

approximately one week.
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02/02/06 Greeting, Warm, friendly Supportive and They asked for help; | Learners were * When asked at the end of the class, most
introduction and encouraging request those who active and showed | learners found the class learning pace
leave-taking were better in strong attention in | satisfactory, only a few still said it was a bit too
(cont.) English to answer class. fast.

first. * Learners were stressed from work and needed
some relaxing materials before starting on the
actual materials

07/02/06 Making offers Warm Learners Learner asked for Fine * Some learners missed the class because they
and suggestions encouraged one additional had to attend their relatives’ funeral ceremony,

another to try explanation from or some other parties.
communicating in | teacher
English

08/02/06 Customer Two-way Supportive Learners attempted to | Interesting and fun | * Two learners shared to the class that they used

verification communication- repeat the new terms the learned script in answering foreign customer

learners started to
speak more and
shared their
working
experiences to
class

and use them in class

and they had more confidence in so doing.
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09/02/06 Credit card Participative Encouraging Learners asked for Challenging on * Most learners were stressed and tired from lots
balance enquiries help from those who | how to make class | of urgent work. Teacher should attempt to make
had better English. fun and educating class more relaxing and fun
at the same time.
14/02/06 Credit card Participative Friendly and active | Learners proposed A bit quiet today * Today was Valentine’s day resulting in many
payment date that their classmates | due to many absentees (about 8) as they had appointments
who have better absentees yet, good | with their family, friends.
English should do the | thing was that
role-play first. Then learners had more
those who were chance to speak
weaker would out.
attempt later
15/02/06 Payment update | Good Supportive Learners practiced Several learners Learners asked more questions about the

and details of
card transaction;
Credit card

activation

and kept on repeating
the scripts until they
could communicate
quite fluently.

gained more
confidence in
speaking English
They also asked
more questions.

vocabulary and script. One learner asked how
past tense of regular verbs (ending with ed )
should be properly pronounced- leading to
further discussion and practice in class.
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16/02/06

Request for new
card due to name

change

Participative

Enthusiastic

Learners asked
questions and

practiced the scripts.

Enjoyable

* An internal company board posting in front of
the rest room saying that “recommend a friend
and get baht XXX; those with previous working
experiences and fluent English are considered an
advantage” When discussed with learners in
class, all agree that every job now requires good
command of English.

* Learners felt more relaxed and they asked
more questions to teacher and among
themselves.

* Because of limited time, learners said that they
prefered the class to move to new lessons to

reviewing the previous lessons.

21/02/06

Request for new
card due to
magnetic error;
Customer did not
receive the

renewed card

Co-operative

Warm and
supportive

Learners repeated the
scripts and asked for
help from others

when needed

A bit stressful as
some learners were
late for class and
management would
like to impose
some penalty.

* Management seemed to be concerned about
learners who were late for class and would like
to collect 10 Baht from those late-comers.
Learners seemed to be frustrated and stressed —
they said they did not want to be late for class
but they were really occupied with some urgent
tasks. Eventually, management decided not to
impose such penalty but insisted that learners
should try to attend the class on time.
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22/02/06 Customer did not | Good Helpful Learners asked Somewhat quiet as | * 5 Learners have to attend an urgent meeting
receive the PIN Attentive questions and there were several and thus, cannot attend the class
code practiced the scripts | absentees

23/02/06 Request to Good Friendly and Learners discussed The class was fun Learners were very much interested in
change the helpful and asked questions as learners were discussing new articles about wrong translation
billing address; very active and in DVD, VCD (retrieved from the internet).
Request to participative in
change the learning.
payment cycle

28/02/06 Request to Fine Enthusiastic Learners practiced Learners enjoyed * Need to finish the class 20 minutes before time

increase the
credit limiton a

temporary basis

and asked questions
from the teacher and
also among
themselves at their

convenience.

learning extra
knowledge apart
from the prepared
materials esp. those
new articles from
the internet—it
added lots of fun to
the class.

as there was a fare-well party for one manager in
the department who moved to take other position
in the bank—one of the many uncontrollable
factors that took away class time e.g. urgent
meetings, certain festivals (like Valentine’s
Day), special parties, etc.
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01/03/06 Disputed At the beginning, | Learners Learners practiced Teacher needed to | Learners were awarded from the management as
transaction; learners were encouraged and and asked for help find every possible | they met the target. The award included chicken,
Points tired and sleepy, | teased one another | when needed. way to handle the Thai salad and sticky rice causing learners to be
redemption and thus, they from time to time class and help them | sleepy during class time. Teacher asked the class
were a bit slow to | as they became learn, otherwise, it | about how to help them become more active.
respond. Yet very much would be such a One learner proposed to sing and have a few
after a while, acquainted waste of time. minutes’ aerobics. It worked! Learners became
they became alert and more lively.
better and more
active
02/03/06 Lost/stolen credit | Fine Friendly and warm | Some learners asked | Lots of absentees Teacher needed to be very responsive and aware
card their more capable as the bank’s of what was going on in their workplace and
classmates to start auditors were tried to adjust the lesson and activity to suit each
the role-play first and | coming and case for the best result.
they themselves did learners with their
next. staff” roles needed
to finish their tasks.
07/03/06 Cancellation of Interactive-two- | Very encouraging. | They looked at their | Teaching adults Starting the class with relaxing and nice English

credit card

way

communication

Learners often say
“Wow” when their
friends spoke
English better or
more fluently.

more capable friends
and the latter usually
helped the former
answer or provide

some clues.

needed to be
flexible and

responsive

songs seemed to be very much appreciated from
the class as they were exhausted from work and
would like to relax before actually focusing on
the text.
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08/03/06 Bank account Co-operative Warm and friendly | Learners encouraged | Learners were Adult learners had experiences and were willing
types enquiries each other in class to | lively and to share when asked.
equally do the role- participative.
play. They also
provided help to their
friends as needed.
09/03/06 Foreign Interactive Supportive Learners practice and | Good There were a few absentees as they were on
exchange sought for help as leave to take care of their kids during school
needed break.
14/03/06 ATM card Lively and warm | Friendly, Learners repeated the | Everyone put effort | Some learners were still taking leave to
activation encouraging difficult parts of the | to learn and accompany their kids during school break
script for a couple of | improve one’s
times before English
performing the role-
play.
15/03/06 Lost/stolen ATM | Co-operative Friendly Learners practiced When learners Songs, interesting articles should be properly
card and asked for help were relaxed, they | included in teaching adults. Focusing only on

when necessary.

seemed to learn
better. They were
eager to-answer and
asked more

guestions.

texts is too dry.
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16/03/06 Credit facility Very interactive | Encouraging one Learners practiced Good When learners gained more confidence in using
services; another to speak and performed the English, they were more willing to volunteer to
Handling English role-play speak
customers’
complaints

21/03/06 Handling Co-operative Supportive Learners attempted to | Enjoyable One learner came to discuss with the teacher
customers’ practice speaking saying that she believed knowledge and
complaints English. They asked proficiency in English could help upgrade her to
(cont.) for help from their the higher level of job and so she wanted to take

friends and teacher additional English courses as much as possible.
when needed.

22/03/06 Cross-cultural Participative Encouraging one Learners attempted to | Learners seemed to | Staff who were not taking the class ask the
knowledge and another to speak more and enjoy learning and | teacher in the rest-room whether there would be
communication answer/speak in asked for help when | speak better, more | any other new course for them. They said the
on the phone English needed fluently current learners seemed to have better English

and thus, they were interested in learning too.

23/03/06 Cross-cultural Good Friendly Learners discussed The class was very | A couple of management came to observe the

knowledge —

names and titles

and asked questions
showing their
attentiveness.and

enthusiasm to learn.

lively.

class and commented that the learners seemed to
have better English especially those who did not
speak up at the beginning of the training, they
now gained more confidence and spoke much
better.
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28/03/06 Telephoning Interactive Warm and helpful | Learners practiced Learners were One learner shared her feeling with the teacher
across culture both in and outside attentive and that she was not really willing to take the class at
the class with their willing to the beginning but the management encouraged
friends participate in class. | her to do so. Yet, now, she said she really

enjoyed and learned a lot from the class. She
wanted the class to be extended if possible.

29/03/06 Pronunciation Very Friendly and Learners paired up to | A lot more sharing | When asked, learners became more willing to
practice; participative supportive practice the script of learners’ share their experiences in using English at work
Revision and assisted one experiences in to the class. Again, they said they liked to be

another class. called rather than volunteering to speak
themselves.
30/03/06 Wrap-up Very interactive | Friendly and Learners practiced Learners paid Learners and management arranged a small
supportive and asked questions | attention and tried | party for closing the course. Every one seemed
to participate in to appreciate the course.

every activity in
class.
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Participants’ Logs (Summary)
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Participants’ logs

Date Main Topic What | like about the What | don’t My impression for My impression for Overall impression today
English class today like about the | my classmates today my teacher today
English class
today
01/02/06 Greeting, introduction * Learn new things (8) * Attentive (11) *Friendly (14) * Interesting (7)
and leave-taking * Opportunity to speak and *Nil (15) * Helpful (7) * Active (6) *fun (5)
practice (6) *A bit too fast * Co-operative (6) * Kind (6)
* Get to know my colleagues | (3) (so participants they
(5) *Too slow (2); were not much afraid
* Interesting lessons (3) * Not familiar to speak out)

(20 attendants)

with friends in
class (2)
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02/02/06 Greeting, introduction * Opportunity to speak and *Attentive (14) * Talkative (12) * Encouraging atmosphere
and leave-taking (cont.) | practice (9) * Nil (18) * Helpful (7) @)
* Learn new things (8) *|_esson was a *Warm (8) *fun (5)
* Teacher was caring (2) bit difficult (2) * Kind (5) Note: one participant said
* Strong effort and she liked the class because
attempt to teach (3) the teacher was friendly
(20 attendants)
07/02/06 Making offers and * Learn new vocabulary (11) * Co-operative (11) * Fun (9)
suggestions * Pronunciation practices (6) *Nil (18) * Attentive (6) * Knowledgeable * Interesting (6)
* Gain more confidence to * A bit too fast * Helpful (6) (10) * | like the class (4)
speak English (3) 2) * Friendly (7) * | enjoyed the class but a
* Teacher got good bit sleepy because | was
techniques in tired from work (1)
(20 attendants) teaching (5)
08/02/06 Customer verification * Opportunity to practice and | * Nil (19) * Attentive (15) * Energetic(11) *Fun (7)
speak English in-class.(11) * Teaching what - | * Helpful (7) * Knowledgeable (6) | * Teacher was always in a
* Learn new vocabulary (5) I already knew * Clever (3) * Friendly (5) good mood (5)

(21 attendants)

* Pronunciation practices (4)
* Teacher was caring (2)

@

* Strong effort and
attempt to teach (3)

* | felt good and relaxed in
class (2)
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09/02/06 Credit card balance * Opportunity to practice and * Co-operative (7) * Friendly (11) * Enjoyable and | liked the
enquiries speak English by using the *Nil (19) * Helpful (7) * Talkative (7) class (5)
scripts (9) * Active/ attentive (6) * | liked opportunity to
* Learn new things (6) * lovely (3) * Teacher was speak.(2)
* Lesson and script assists me willing to explain and | * | felt excited to speak
to speak better English (2) provided as much English in long sentences
knowledge as Q)
possible (3)
(19 attendants)
14/02/06 Credit card payment * Opportunity to practice and * Attentive (8) * Friendly (7) * Interesting (6)
date speak (8) *Nil (14) * Co-operative/ * Knowledgeable (6) | * Teacher was kind and

(15 attendants)

* Learn new things (5)
* The script is authentic and
useful for my current job (4)

* A little bit too

fast some times

o))

Participative (4)
* Lively (4)

* Kind (4)
* Energetic (3)

friendly (3)

* Learn new useful
knowledge for work (2)
Note: Today was
Valentine’s day and hence
several participants were

absent from class.
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15/02/06 Payment update and * Learn new things (7) * Co-operative (8) *Warm (7) * Good and fun (9)
details of card * Getting new knowledge (6) | * Nil (18) * Attentive (8) * Friendly (5) * Interesting (5)
transaction; Credit card | * Enjoy practicing * Many new and * Cheerful (4) * A bit tired from work (2)
activation conversation using the script difficult * Clever (2) * Strong effort and
5) vocabulary (2) attempt to teach (4)
* Friendly atmosphere (5) * Taking too
much time to
review previous
(21 attendants) lessons (1)
16/02/06 Request for new card * Learn new knowledge (7) *Attentive (10) *Warm (8) *Very good and enjoyable
due to name change * Opportunity to speak and *Nil (19) * Helpful (7) * Friendly (8) (12)
practice English (6) * Class time is * Clever/smart (2) * Strong effort and * relaxing (3)
* Warm and relaxing too short (1) attempt to teach (5) * | enjoyed learning the
atmosphere (4) technique from more
(20 attendants) * Teacher was caring (2) capable classmates (1)
21/02/06 Request for new card * Opportunity to speak and *Attentive, active (8) | * Knowledgeable (7) | * Fun/ interesting (5)

due to magnetic error;
Customer did not
receive the renewed

card

(21 attendants)

practice (9)

* Learn new knowledge (6)
* Authentic scripts useful for
my work (4)

*Nil (20)
* Class time is
too-short (1)

* Co-operative (7)
* Friendly (3)

* Warm (5)
* Energetic/ active

®)

* Good participation in class
(4)

* | was impressed and
appreciate the teacher (2)

* Every one in class was

active (2)
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22/02/06 Customer did not * Learn new knowledge (7) *Nil (19) * Helpful (9) * Friendly (7) * Enjoyable (11)
receive the PIN code * Opportunity to practice and * Co-operative (8) * Warm (5) * Teacher put her mind to
speak (5) * Attentive (6) * Knowledgeable (5) | teach (3)
* Interesting lessons (2) * Cheerful (4)
* Everyone in class was active
@)
(19 attendants) * Teacher was caring (2)
23/02/06 Request to change the * Learn new knowledge (8) * Nil (19) * Helpful (8) * Friendly (7) * Fun/ Enjoyable (9)
billing address; Request | * Opportunity to practice * | was sleepy * Co-operative (8) * Teacher had good * Teacher was caring and
to change the payment | English in class (7) and tired from * Clever/smart (3) technique in teaching | friendly (3)
cycle * Friendly atmosphere (4) work (1) 4
* | enjoyed every thing in * Knowledgeable (4)
class (2) *Fun (2)
(20 attendants)
28/02/06 Request to increase the | * Learn new knowledge (7) *Nil (19) * Attentive (9) *Warm (7) *Very good/ enjoyable
credit limiton a * Opportunity to speak and * Helpful (7) * Energetic/active (5) | (12)
temporary basis practice (6) * Hard-working (3) * Caring (5) * | learned good things from

(19 attendants)

*Warm and friendly
atmosphere (3)

* Teacher was caring (3)

my classmates to improve

myself (1)
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01/03/06 Disputed transaction; * Learn new knowledge (7) * Nil (18) *Attentive/ * Knowledgeable * Good (10)
Points redemption * Opportunity to speak and * | was a bit Enthusiastic (10) @) * Fun (6)
practice (7) sleepy (1) * Helpful (6) * Kind (6) * | learned new knowledge
* Useful scripts for my work * Co-operative (5) * Cheerful (4) that is useful to improve my
(@) English (2)
* Teacher was caring (3)
(19 attendants) * | enjoyed everything in class
@)
02/03/06 Lost/stolen credit card * Opportunity to practice and | * Nil (16) * Attentive/ * Knowledgeable (7) | * Interesting and fun (8)
speak (8) enthusiastic (7) * Friendly (5) * A bit quiet due to several
* Learn new things (7) * Helpful (6) * Caring (4) absentees (3)
(16 attendants) * Every one was enthusiastic * Smart (3)
@)
07/03/06 Cancellation of credit * Learn new knowledge (7) *Nil (20) * Attentive/ * Knowledgeable (8) | * Enjoyable/good (11)
card * Opportunity to practice and enthusiastic (9) * Friendly (5) * Interesting lessons (4)
speak (6) * Helpful (6) * Caring (5) * Get new knowledge (4)
* Teacher was caring (4) * Co-operative (4) * Lovely (2)
(20 attendants)
08/03/06 Bank account types * Learn new knowledge (7) * Nil (18) * Enthusiastic (7) * Friendly; warm (9) | * Good (10)
enquiries * Every one was helpful (5) * Abit too slow | * Helpful (7) * Knowledgeable (5) | * Fun (7)

(19 attendants)

* Opportunity to practice and
speak (5)

@)

* Co-operative (4)

* Enthusiastic (5)

* More confidence in
speaking English (2)
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09/03/06 Foreign exchange * Opportunity to practice and | * Nil (21) * Attentive (8) * Very caring (6) *Very good /good (12)
speak (7) * Helpful (8) * Enthusiastic (6) * * | enjoyed discussing in
* Learn new knowledge (6) * Hard-working (2) Knowledgeable (5) class (2)
* | enjoyed learning English * | used to attend a very
through songs (5) stressful class but this class
was very warm and relaxing
@)
(21 attendants)
14/03/06 ATM card activation * Learn new knowledge (7) * Nil (19) * Attentive (8) * Knowledgeable (7) | * Good and fun (8)

(19 attendants)

* Opportunity to practice and
speak (7)

* | enjoyed learning and
singing English songs (5)

* Teacher was caring (4)

* Classmates were

encouraging and supportive

@

* Helpful (7)

* Co-operative (4)

* Enthusiastic (5)
* Friendly (4)
* Teacher was good

at teaching (3)

* Always have a good time
in class (4)

* | appreciated my
classmates for their

encouragement and support

(1);
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15/03/06 Lost/stolen ATM card * Opportunity to speak and * Nil (20) *Helpful (8) * Knowledgeable (6) | * Good and fun (11)
practice (8) * Attentive (7) * Cheerful (4) * | would like to have more
* Learn new things (5) * Talkative (3) * Caring (4) time for English class
* | enjoyed learning and * Good technique in | though I was quite tired
singing English songs (4) teaching (3) from work(1)
(20 attendants) * Interesting lessons (3)
* Teacher was caring (3)
16/03/06 Credit facility services; | * Learn new knowledge (7) *Nil (19) * Helpful (10) * Knowledgeable (8) | * Fun (10)
Handling customers’ * Opportunity to practice and * Attentive (7) * Friendly/ kind (5) * | enjoyed singing (3)
complaints speak (6) * Hard-working (3) * Caring (4) * Teacher was caring (3)
* | enjoyed singing and * Enthusiastic (3) * Teacher always
learning vocabulary from encouraged learners to
English songs (6) practice English (1)
(19 attendants) * Teacher was caring (3)
21/03/06 Handling customers’ Opportunity to practice and *Nil (20) * Attentive/ * Friendly (7) Very good; got chance to

complaints (cont.)

(20 attendants)

speak (7)

* Learn new: things (6)
* | enjoyed, singing (5)

* Teacher was caring (4)

enthusiastic (11)

* Co-operative (7)

* Classmates looked
a bit exhausted from
work (1)

* Knowledgeable (6)
* Caring (5)

participate; enjoy singing
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22/03/06 Cross-cultural * Learn new knowledge (7) *Nil (21) * Helpful (11) * Friendly/kind (8) * Fun (14)
knowledge and * Opportunity to practice and * Friendly (5) * Knowledgeable (7) | * I liked listening and
communication on the speak (6) * Co-operative (4) * Enthusiastic (4) singing nice songs (2)
phone * Teacher was caring (5) * Encouraging (2) * | was very tired today but
* | enjoyed singing (5) I didn’t want to miss the
* | felt relaxed in learning (2) class because | enjoyed
learning lots of new
knowledge (1)
(21 attendants)
23/03/06 Cross-cultural * Learn new knowledge esp. *Nil (20) * Helpful (12) * Knowledgeable (8)) | * Fun/ enjoyable (12)

knowledge — names and

titles

(20 attendants)

on cross-cultural aspects (8)
* Opportunity to practice and
speak (7)

* Interesting lessons (4)

* | enjoyed singing (4)

* Friendly (7)

* Friendly/kind (5)

* Teacher was caring
and put her mind to
teach (3)

* Enthusiastic (3)

* Good (6)
* | was never bored in class

)
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28/03/06 Telephoning across * Opportunity to practice and | * Nil (21) * Attentive (9) * Knowledgeable (7) | * Very good (6)
culture speak (8) * Helpful (7) * Enthusiastic/ lively | * Fun/ enjoyable (5)
* Learn new knowledge (6) * Smart (2) (6) * Teacher put her mind to
* | enjoyed listening and * Classmates looked | * Teacher always got | teach (4)
singing English songs. (6) a bit tired from work | interesting things to * Everyone was very
* Classmates were (1) teach (2) attentive in class (2)
encouraging (3)
* Teacher was caring (3)
(21 attendants)
29/03/06 Pronunciation practice; | * Opportunity to practice and | * Nil (20) * Very caring (6) * Enjoyable (6)

Revision

(20 attendants)

do role-play (6)

* Teacher was caring (5)

* | enjoyed singing and
learning vocabulary from the
songs (5)

* Helpful (7)
* Lively (5)
* Participative (5)

* Friendly (5)
* Talkative (4)
* Knowledgeable (4)

*Very good (5)

* | felt happy and relaxed in
class (2)

* | wished to have more
English classes like this (1)
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30/03/06

Wrap-up

(22 attendants)

* Learn and share knowledge
(6)

* Opportunity to practice and
speak (5)

* Teacher was caring (5)

* Friendly atmosphere (4)

*Nil (22)

* Very helpful (11)
* Co-operative (5)
* Attentive (5)

*Warm/ friendly (8)
* Knowledgeable (5)
* Enthusiastic (5)

* Strong willing to
share and teach (3)

*Very good (7)
*Enjoyable/ fun (5)

* | always had good time
in class (2)

* Teacher was consistently
caring and enthusiastic (2)
* | got good English
knowledge to teach my
own kids (1)




Appendix P

Lesson Plans

Course duration (52 hours): 9 weeks, 3 sessions a week, 2 hours per session
Module 1: English for general conversation
Module 2: English for workplace — customer-services in international banks

Module 1: English for general conversation (week 1-2)
1.1 Making request

1.2 Expressing opinions

1.3 Making presentation

1.4 Other survival English

Module 2: English for customer-services staff (week 3-9)

2.1 Know our customers and customer verification (week 3)
- Know our company, know our customers
- Customer Verification guideline

2.2 Credit card enquiries (week 4-5)

- Credit Card activation

- Payment amount /due date and payment update of card transactions
- Refuse to pay for certain transactions

- Report lost or stolen card

- Request to increase the credit limit

- Request for replacement card

- Request to waive interest charges or annual fee
- Request to change payment cycle

- Card conversion

- Cancellation of credit card

2.3 Bank account enquiries (week 6-7)

- Types of accounts — savings, time/fixed deposit, current
- Bank account balance

- Request for an overdraft

- Foreign currency exchange

- ATM card activation/ATM card lost

- Bank loan

2.4 Customers’ complaints/dissatisfaction (week 8)
- Situation A: If the bank is in the wrong

- Situation B: If the bank is in the right — but will give way (the bank is prepared to

help.)
- Situation C: If the bank is in the right — and can’t give way.

2.5 Cross-cultural knowledge and communication and wrap up (week 9)
- Cross-cultural communication on the telephone
- Stereotype, values
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Module 1: English for general conversation

Sample Lesson Plan 1.4 — Food and eating

Learners/participants of the study  : Customer-services staff at an
international bank in Thailand

Main Topic : Food and eating

Obijective of the lesson . To enable learners to acquire

vocabulary and competency in
talking about food and eating

Content : 1. Vocabulary about food and eating
2. Script

Material(s) . Scripts, cassette tape or CD

Duration : 1 session, 2-hour each

Class activities . Class discussion, small group

discussion, pair work, role play, lecture

Evaluation

- Learners must be able to use English language in talking about food and eating.
Learners are evaluated by teacher and themselves when performing each task in class.
Teacher will ask Learners to repeat the task if it is not performed satisfactorily i.e. not
comprehensible or not understandable.

Text books:
e Stempleski, S., Douglas, N., and Morgan, J. R. (2005). World Link —
Developing English fluency. Singapore: Thomson/Heinle.
e Dellar, H., and Walkley, A. (2005). Innovations — A course in natural English.
Singapore: Thomson ELT.

Vocabulary and phrases

Breakfast-toast, bread, bacon, egg, rice, porridge/congee, cereal
Lunch-noodle, hamburger, fried rice, pasta, salad, pizza
Brunch

Dinner-steak, grilled chicken, roasted pork, barbequed seafood, etc.
Beverages

Bottled water

Soda

Dessert

Favorite

Tasty

Delicious

Spicy

Sour

Salty

Sweet

Plain

Horrible/awful

Hungry

Full

Portion




Useful expressions (Talking about likes and dislikes)
Do you like Thai food?

Yes, | love it!
Yes, | like it a lot.
Yes, it’s okay.

No, | don’t really like it.
No, | can’t stand it.

The food was really nice.
The food was horrible.

The food was too spicy.
The portions were really big

Expressions: Saying no to food and drink

No, thanks. I couldn’t eat.
I don’t drink.
I’m full.
I’m on a diet.
I don’t really like anything spicy
| don’t really like anything sweet.
I’ve actually just had one.

Conversation 1

Hey, Dorothy, I’m hungry. Let’s eat.
Okay. Do you like Italian food?
Yes, | love it.

Oh, I don’t really like fish.
Well, they have pasta and pizza, too.
Sounds good — | love pizza. Let’s go!

>H>W> WP

Conversation 2 Practice using short answers with Do and Don’t

A: Hello. I’m Doctor. What is the problem?
B: | feel very tired, doctor.

A: Do you eat breakfast every day?

B: No, | don’t.

A: | see. Do you smoke?

B: Yes, | do.

A: Do you eat a lot of junk food?

B: Yes, | do.

A: Do you exercise?

B: No, | don’t.

A: Do you go to bed late at night?

B: Yes, | do.

A: Oh! You should take better care of your health!

I know a great restaurant. It’s called Pier 39. Their fish is delicious.
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Module 2: English for customer-services staff

Sample lesson plan 2.4 — Handling customers’ complaints

Learners/participants of the study : Customer-services staff at an
international bank in Thailand

Main Topic : Handling complaints

Obijective of the lesson : To enable learners to acquire

vocabulary and competency in

handling basic customer’s complaints.
Content [ 1. Vocabulary in handling complaints

2. Steps and techniques

3. Sceript in handling complaints

Material(s) : Scripts, cassette tape or CD
Duration : 3 sessions, 2-hour each
Class activities 2 Class discussion, small group

discussion, pair work, role play, lecture
Evaluation :
- Learners must be able to use English language in handling basic customers’
complaints. Learners are evaluated by teacher and themselves when performing each
task in class. Teacher will ask learners to repeat the task if it is not performed
satisfactorily i.e. not comprehensible or not understandable.

Textbooks:
e Radice, F. (1992). English for banking. Hong Kong: Macmillan
e Ferguson, N., and O’Reilly, M. (1978). English for bank cashiers. London:
Evans Brothers.

Vocabulary and phrases

Difficulty

Apologize vs. apology
Look into the matter
Explanation of the delay/problem
Transfer

Confirm

Transfer advice
Transfer order
Certainly

The correspondent

In order

Investigate

Made available
Justify

Custom

Confusion
Transaction
Registered name
Billing name
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Steps in handling complaints

Situation A: If the bank is in the wrong.

1. Admit it.

2. Apologize.

3. Explain the cause.

4. Say what you plan to do.

5. Ask if the customer has any other comment or concern.
6. Thank the customer for his/her custom.

(CSR stands for customer-services representative)

CSR: Good morning, ABC Bank, this is Sunanta speaking. How may | help
you?

Customer: Good morning. | am Richards MacDonald. | have a problem about my
transfer.

CSR: Mr MacDonald. May | have your bank account number, please?

Customer: Just a moment. Um, my bank account number is

CSR: Thank you, Mr MacDonald. What is your problem sir?

Customer: | asked the bank to make a transfer three weeks ago to my wife in
Hong Kong, and she hasn’t received anything yet. The transfer was for
50,000 Hong Kong Dollars.

CSR: We are so sorry for the inconvenience caused to you sir. Please let me
investigate the case. What was the date of your transfer sir?

Customer  October 30™.

CSR: October 30™. I’ll look into the matter right away. Can | have your
telephone number, so | can call you back sir?

Customer  Yes, my cell-phone is 01-3456789. Please call me back as soon as you

can.
CSR. Certainly, sir.
Customer  Good bye
CSR. Good bye.

After the case has been investigated...

CSR: Good afternoon. Is that Mr. MacDonald?
Customer  Yes, itis.
CSR: This is Sunanta from ABC Bank. I’ve looked into the

matter, and everything seems to be in order at this-end. I’ve confirmed
the order by fax to our.correspondent. We’ve also asked our
correspondentin Hong Kong for an explanation. As soon as we have
one, I’ll call you back tolet you know the reasons for the delay.

Customer  Okay. Good.

CSR: We will try our best to make sure that your wife receives the transfer
by tomorrow. Please accept our sincere apology for this delay. Would
you like to have any other information or is there anything else that
we may do for you sir?

Customer:  No, thank you.

CSR: Thank you for your custom, Mr. MacDonald. | am Sunanta who is
taking care of your case. Have a nice day. Good bye.
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Steps in handling complaints

Situation B: If the bank is in the right — but will give way (the bank is prepared to
help).

1. Thank the customer for telling us about the problem.

2. Sympathize and avoid criticizing.

3. Tell the customer what we are going to do.

4. Try to suggest how to avoid trouble in the future.

5. Ask if the customer has any other comment or concern.

6. Thank the customer for his/her custom.

CSR: Good afternoon, ABC Bank, this is Sunanta speaking. How may | help
you?

Customer: Good afternoon, Khun Sunanta. This is Robert Welsh. | hold the bank’s
credit card and now | seem to have some problems with it.

CSR: Mr. Welsh, may | have your card account number, please?
Customer: Of course. It is 4550
CSR: 4550 . Just a moment please. All right, Mr. Welsh, what

can we do for you sir?

Customer: | have just got this month’s statement. | don’t understand why I have to
pay for the late charge. | paid it just a couple of days after the due date.

CSR: Thank you for sharing us your concern sir. According to our record, the
due date of your credit card last month was on October 20" and you paid
us on October 27" . The system will automatically include the late charge
of 200 TB plus 18% interest rate on the next statement sir.

Customer: The late charge and the interest rate is too high. I think that it’s unfair for
the customer to pay such a high charge.

CSR: We understand your point sir. In fact, our bank has offered a rather long
interest-free period for customer to settle the statement. If you pay just a
few days after the due date, you are still exempted from any late
payment. Anyway, in this case, it’s about a week after the due date so the
late charge and interest will have to be included, sir.

Customer: Could | be waived for this case? This is my first late payment as | have
been away from town for a couple of weeks.

CSR: As you have been our customer for more than two years and this is your
first late payment, I’ll look into the matter and request for approval from
my supervisor to waive this late charge for you. However, please make

sure the next statements are settled on time as we could waive the charges
on the late payment only once.

Customer: | see.

CSR: Would you like to have any other information or is there anything else we
can do for you sir?

Customer:  No, thank you.

CSR: Thank you for your custom sir, Mr. Welsh. This is Sunanta who is
taking care of your case. Have a nice afternoon. Good bye.
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Steps in handling complaints

Situation C: If the bank is in the right — and can’t give way e.g. customer is late on
payment for several times.

1. Thank the customer for telling us about the problem.

2. Sympathize and avoid criticizing.

3. State our point of view.

4. Try to suggest how to avoid trouble in the future.

5. Ask if the customer has any other comment or concern.

6. Thank the customer for his/her custom.

CSR: Good afternoon, ABC Bank, this is Suporn speaking. How may | help
you?

Customer: Good afternoon, Miss Suporn. | am Diana Ingram. | am your credit
cardholder. I have something to ask about my latest statement.

CSR: Miss Ingram, may | have your card number, please?

Customer: Of course. My card number is 4550

CSR: 4550 . (follow the verification process and then
continues)

CSR: Thank you, Miss Ingram. Please hold the line. Let me check the

information for you. (a few seconds later)... Thank you for holding
line, Khun Ingram. What would you like to check about your statement?
Customer: | don’t understand and | am not happy why | have been charged a
transaction of 3,200 baht at Siphraya Co.Ltd. | believe I have never
bought anything at that company. Thereforel’d like to refuse to pay the
amount you charge me on my statement till the case has been solved.
CSR: All right, Miss Ingram. Thank you for sharing us the information. Let me
investigate the case for you. The due date on your latest statement is on
Nov. 25" which is the day after tomorrow. You may deduct this
transaction from the total amount charged while the case is under
investigation. So the amount to be settled on Nov.25™ will be equal to
11,030 baht. (14,230 — 3,200).
Customer: May I hold the total amount and pay once the case is investigated?

CSR: I am sorry Miss Ingram. Please settle the amount of 11,030 baht first on
the due date-only the amount under investigation can be excluded
meanwhile.

Customer: Okay, I will.

CSR: Thank you, Miss Ingram for your understanding. May | have your

telephone number that I-can call you back once the case has been
investigated?

Customer: My office number is 02-5300122 and my cell-phone number is 04-
9890042.

CSR: 02-5300122 and 04-9890042. Thank you Miss Ingram. Would you like
to ask any thing else?

Customer: No, that’s all.

CSR: Thank you for your custom, Miss Ingram. This is Suporn who is
taking care of your case. | will get back to you as soon as possible.
Good bye.

Customer: Good bye.
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After the case has been investigated, it is found that Siphraya Co. Ltd. is the
registered and billing name of a pharmacy named ‘Pharma for you’ and the
cardholder has actually spent the card there, yet, she may not recognize the billing
name appeared on the credit card statement.

CSR:

Customer:

CSR:

Customer:

CSR:

Customer:

CSR:

Customer:

CSR:

Good morning. I am Suporn from ABC Bank. May | speak to Miss
Diana Ingram please?

This is Ingram speaking.

Miss Ingram, referring to the charge at Siphraya Co.Ltd. that we
discussed last week, it is already investigated.

Oh, good. What did you find out? Why was such a charge included in
my statement?

The name Siphraya Co.Ltd. is the registered name of a pharmacy
called “Pharma for you” and we have received the original copy of

your credit card slip with your signature there.

Really? Let me think. Oh... | totally forgot that I bought some vitamins
and cosmetics at that pharmacy. Besides, the name “Siphraya Co.Ltd.”
isn’t familiar to me at all. Okay, what should | do then?

This transaction amount of 3,200 baht will be included in your next
month statement. We have also requested the company to add the
name “Pharma for you” in their billing name to avoid future
confusion. Is there anything else we can do for you, Miss Ingram?
No, thank you.

Thank you very much for your custom, Miss Ingram. | am Suporn

who is taking care of your case. Have a nice day. Good bye.

Note: In every situation, make sure we answer promptly, and do not argue or criticize.
Give reasons not excuses.
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Module 2: English for customer-services staff

Sample lesson plan 2.5 —Cross-cultural knowledge and communication on the

telephone
Learners/participants of the study

Main Topic

Obijective of the lesson

Content

Material(s)

Duration
Class activities

Text books:

Customer-services staff at an

international bank in Thailand
Cross-cultural knowledge and
communication on the telephone

To enable learners to acquire
vocabulary and knowledge about
cross-cultural knowledge and
communication on the telephone

1. Phrases and Vocabulary about cross-
cultural knowledge and
communication on the phone

2. Script on telephoning across culture
and tips for personal_and business
success

Scripts, quiz on basic cultural
knowledge

1 session, 2-hour

Class discussion, small group
discussion, pair work, role play, lecture

e Sweeney, S. (2001). English for business communication. Cambridge:

Cambridge University Press.

e Barnard R. and Cady J. (2000). Business Venture 2. Oxford: Oxford

University Press.

e Comfort, J. (2000). Business across cultures. York: York Associates.
e Ferris, S. (2003). Global Village Etiquette. Retrieved on 7/25/2004 from

http://www.protocolprofessionals.com

Evaluation

- Learners must be able to acquire basic cross-cultural knowledge and properly use
English language on the telephone in cross-cultural communication. Learners are
evaluated by teacher and themselves when performing each task in class. Teacher will
ask Learners to repeat the task if it is not performed satisfactorily i.e. not

comprehensible or not understandable.
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Test on basic cultural knowledge (warm-up session)

Choose the best alternative to answer the following questions.
1. In which country are decisions most likely to be made in top down fashion?
1) USA
2) Sweden
3) Japan
4) Mexico

2. In which country are people least likely to give bad news directly?
1) Germany
2) Britain
3) Japan
4) India

3. In which country does an invitation for a party at 7 o’clock mean you should
arrive at 7?
1) Italy
2) Germany
3) Switzerland
4) Belgium

4. People in the Middle East and Southeast Asia usually present their business cards
with right hand because...
1) they are right-handed
2) they used to do that all the time
3) left hand is regarded as an ‘unclean’ hand
4) they prefer to put their left hand in their pockets

5. When you are in a social dining, always make a toast
1) before meal
2) after the host
3) during the meal
4) before the host

6. When you are going to give a gift to a Japanese customer, you should wrap it
1) any colored paper
2) white colored papers only
3) no wrapping at all
4) apiece of cloth

7. In which country a business gift is expected?
1) Africa
2) Denmark
3) Saudi Arabia
4) Hong Kong
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8. What should not be given as a gift to the customer from Germany?
1) Beer
2) Flowers
3) Leather
4) Chocolate

9. If you are talking with an American customer, how far from him should you be?
1) 8inches
2) 14to 16 inches
3) 19 inches
4) 36 inches

10. When you are introduced to another person, what is regarded as courteous,
regardless of cultural background?
1) nod your head
2) sitand smile
3) stand
4) wai

11. One or two shakes is appropriate but do bot pump up and down repeatedly except
you are shaking hand with someone from.....
1) Germany
2) ltaly
3) China
4) Australia

12. Westerners especially Americans find that the Chinese comfort zone regarding
distance is a bit too close for their comfort. Instinctively, westerners may back up
when others invade their space, what then do the Chinese usually do?

1) also step back

2) simply step closer
3) stand still

4) walk away

Answer Key
1.(4) 2.(3) 3.(1) 4.(3) 5.(2) 6.(1)
7.(4) 8.(1) 9.(2) 10.(3)11.(1) 12.(2)

Telephoning (for business communication)

Introducing yourself

Good morning, this is Jane Simpson.
Hello, | am from

Hello, my name’s calling from

Saying who you want

I’d like to speak to , please.

Could I have the department, please?
Is there, please?
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Saying someone is not available
I’m sorry. He/She’s not available.
Sorry, he/she is away/ not in/ in a meeting/ in Chiang Mai.

Leaving and taking messages

Could you give him/her a message?

Can | leave him/her a message?

Please tell him/her that

Please ask him/her to call me back/ ring me at

Can | take a message?

Would you like to leave a message?

If you give me your number, I’ll ask him/her to call you later.

Offering to help in other ways

Can anyone else help you?

Can | help you perhaps?

Would you like to speak to his/her assistant?
Shall I ask him to call you back?

Asking for repetition

Sorry, | didn’t catch your name/ your number/ your company name, etc.

Sorry, could you repeat your name, card account number, telephone number, etc.?
Sorry, 1 didn’t hear that.

Sorry, 1 didn’t understand that.

Could you spell that/ your name, please?

Acknowledging repetition
Okay, I’ve got that now.
(Mr. Kidman), I understand.
| see, thank you.

Listen to the text below and answer the questions at the end of the text

Telephoning across cultures

Many people are not very confident about using the telephone in English.
However, good preparation can make telephoning much easier and more effective.
Then once the call begins, speak slowly and clearly and use simple language.

Check that you understand what has been said. Repeat the most important
information, look for confirmation. Ask for repetition if you think it is necessary.

Remember too that different cultures have different ways of using language.
Some speak in a very literal way so it is always quite clear what they mean. Others are
more indirect, using hints, suggestions and understatement (for example, ‘not very
good results’ = “absolutely disastrous’) to put over their message.
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North America, Scandinavia, Germany and France are ‘explicit’ countries,
while British have a reputation for not making clear exactly what they mean. One
reason for this seems to be that the British use language in a more abstract way thaan
most Americans and continental Europeans. In Britain, there are also conventions of
politeness and a tendency to avoid showing one’s true feelings. For example, if a
Dutchman says an idea is ‘interesting’, he means that it is interesting. If an
Englishman says that an idea is ‘interesting’ you have to deduce from the way he says
it whether he means it is a good idea or a bad idea.

Meanwhile, for similar reasons, Japanese, Russians and Arabs — ‘subtle’
countries — sometimes seem vague and devious to the British. If they say an idea is
interesting it may be out of their politeness.

(What do you think about “Thai’’?)

The opposite of this is that plain speakers can seem rude and dominating to
subtle speakers, as Americans can sound to the British — or the British to the Japanese.
The British have a tendency to engage in small talk at the beginning and end of a
telephone conversation. Questions about the weather, health, business in general and
what one has been doing recently are all part of telephoning, laying a foundation for
the true purpose of the call. At the end of the call there may well be various
pleasantries, Nice talking to you, Say hello to the family (if you have met them) and
Looking forward to seeing you again soon. A sharp, brief style of talking on the
phone may appear unfriendly to a British partner. Not all nationalities are as keen on
small talk as the British!

Being aware of these differences can help in understanding people with
different cultural traditions. The difficulty on the telephone is that you cannot see the
body language to help you.

Choose the best definition of the following words from the text.
1. literal
a. direct and clear b. full of literary style  c) abstract and complicated

2. understatement
a. kind words . b. less strong way of talking c. clever speech

3. deduce
a.reduce b.workout c. disagree

4. vague
a. unclear b. unfriendly c. insincere

5. devious
a.rude b. dishonest c. clever

6. pleasantries
. questions b. requests c. polite remarks

o))
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Listen to the text below and answer questions at the end of the text

In some countries, like Italy and Britain, conversation is a form of
entertainment. There is an endless flow of talk and if you break the flow for a second
someone else will pick it up. In other countries, there is a higher value placed on
listening — it is not only impolite to break in but listeners will consider what has been
said in silence before responding. Finland and Japan are examples.

If you are talking to people who are also speaking English as a foreign
language, they are likely to leave gaps and silences while they search for words or try
to make sense of what you have just said. So be patient and try not to interrupt, as you
would hope they would be patient with you.

Every country has its own codes of etiquette. For example, it is common for
Anglo-Saxons to use first names very quickly, even in a letter or fax or telephone call.
Such instant familiarity is much less acceptable in the rest of Europe and Asia where
even business partners and colleagues of many year’s acquaintance address each other
by the equivalent of Mr. or Mrs. and the last name or job title.

So stick to last names unless you specifically agree to do otherwise. Don’t
interpret the other person’s formality as stiffness or unfriendliness. On the other hand,
it business partners with an Anglo-Saxon background get on to first name terms
straightaway, don’t be surprised.

Above all, one should remember that people do not usually mind if their own
odes are broken by foreigners as long as they sense consideration and good will. This
is much more important than a set of rules and etiquette.

(Picture P 36)

After listening to the text, mark the sentences below as True (T) or False (F).

a. For the British and the Italians, it is normal to interrupt the other speaker during the
conversation.

b. A special importance is attached to listening in Japanese and Finnish cultures.
c. One should interrupt and try to help speakers who may have difficulty in saying
what they want to say.

d. It is unusual for Americans and British to sue first names early in a business
relationship:

e. It doesn’t matter if you break certain social rules if it is clear that you are sensitive
to other people.

f. Etiquette is the critical point in telephoning between different cultures.
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Notes:
If you receive a complaint:
e Consider your company’s reputation.
e Express surprise/ understanding as appropriate
e Ask for details
e Suggest action
e Promise to investigate
e Make reasonable suggestions, offers to help

Consider your customer and:
e Show polite understanding
e Use active listening
e Reassure customer

Tips for Personal and Business Success

Whether we are working on assignment or socializing on our own time, others
will judge us and our company on our behavior and appearance. If we want to attract
more business and bring credibility to our company or organization, then projecting a
positive image is vital to our success.

Most Americans would like to be known as gracious, groomed, well mannered,
courteous, accommodating, culturally aware and professional at all times. Wishing
does not make it so but increasing our awareness of how others perceive us is a
beginning. Learning and practicing more effective ways of behaving is the key —
practicing them over and over until the new behaviors become a permanent and
automatic part of our repertoire. We will then engage in these behaviors without
thinking. Twelve useful tips are listed as follows:

1. Know how to say what we do and what the company or organization does in
15 seconds. People have short attention spans.

Example: “We are an international relations consulting firm.” Or “We are an
international special event and-hospitality firm.” What is the most succinct way to
say what you do??? Of course, you want to intrigue the listener to ask more
questions not turn them off with a hard sales pitch that is “me” focused.
Encounters that are more like informational interviews help the. other person to
feel valued rather than put upon. “Spamming” in person. is not any more effective
than it is on the internet.

2. Pursue a marketing strategy of “Attraction vs. Promotion.” If we conduct
ourselves with self-confidence then others will naturally be attracted to us.
Personal charm is like a magnet. The hard sales approach of “used car
salesman” approach is not.

3. Be aware of proper dining etiquette. We should know what to do with our
napkin and utensils. Know how to seat our guests, serve wine, and make
conversation. Never talk with food in mouths, eat with hands or pick teeth in
public.
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Know how to make appropriate introduction. Our demeanor should always be
more formal until invited to do otherwise. This is an art not a science. Use
correct names and titles. Present lower ranking to higher ranking and say
something positive about each person so that the conversation takes off.

Research and be prepared ahead of time. Understand cultural values and how
they are intrinsically bound to one’s behavior. Know something about the
guests’ interests and background ahead of time. Determine if there are any
dietary restrictions or food allergies or if the guest drinks alcohol.
Administrative staff can be very helpful.

Be current on domestic and world events, and what impacts our guests
business or culture. Scan the internet or “World” section of the daily
newspaper so that we can comment on pertinent topics. Our guest will feel
impressed that we took the time and interest.

Do always carry professionally looking business cards with case and know
how and when to exchange them. Do we put an Asian’s card in our pockets?
Are they “dog-eared”, scribbled on or too small to read? Do we pass them out
like playing cards? — Never do that if we want to be successful.

Know how to determine someone’s surname and ALWAYS double check the
spelling and exact title before putting anything in writing. Which is the first
and last name of an Asian name? Are we sure which name is the last name of
someone who has Latin heritage? The worst thing someone can make is
mispronouncing a name.

Adopt the Disney Philosophy, “The guest is always right!” know when it is
more important to be accurate or to be right. Sometimes correcting someone
may seem punitive and perceived as a putdown. Do we have meta-messages in
our language style that really say, “You are stupid”? For example, stated in a
punitive tone of voice, “You should have let ME help you!”

Try never to-say “No”, “I don’t know” or “It’s not my job” but know our
company or organization’s limitations. Asians have a wonderful way of
“saving face”, which acknowledges the value in the other person’s request or
comments but does not necessarily communicate agreement. For example,
“Thank you. That’s a very interesting point — one which we will definitely
have to consider.”

Smile when we talk on the phone and when recording our voice mail. Ever
notice how people sound depressed on their voice mail? Try recording it both
ways, playing it back and we will experience the difference. People are not
attracted to those who reflect a sad, angry, or bored demeanor.



Module 1: English for general conversation
Sample lesson plan: Food and eating
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Objectives Teacher and activities Learners Time Evaluation/Remarks
I. To create warm and friendly I. Warm-up activities
atmosphere for this group of “What I like to eat.” 15 min.

adult-learners to learn,
use/speak English

- Song/ stress-relievers like
jokes may be used

- Stimulate learners to learn
more vocabulary and practice
simple conversation.

Procedure:
1.1 Ask Learners to name their favorite foods.

1.2 Have volunteer to take turns in writing all
the contributions on the board.

1.3 For new words, ask if any Learner knows
the meaning and have him/her share it to the

class, if no one knows, Teacher explains such
a new word.

1.4 Teacher also tells the class her own
favorite food and when Teacher like to eat it.
For example, “I like papaya salad and grilled
chicken and | eat them almost every
weekend.” Then Learners work in a small
group of 2-3 persons and tell one another
about their favorite foods and when they like
to eat them.

1.5 Have each group of Learners describe what
their friends like and when they eat to the
class.

1.1 Each learner tells the name of
his/her favorite food to the class.

1.2 A few volunteers take turns in
writing those names on the board.

1.3 Learners attempt to give
meanings of new words.

1.4 Learners listen to the model
given by Teacher and practice in a
small group.

1.5 Each group of Learners take turn
in describing what their friends like
and when they like to eat to the
class. For example, Sombat might
say, “Suda likes fried rice, she eats it
several times.a week.”

Observe how learners communicate,

focus mainly on meaning rather than grammar and instead of
the teacher making all corrections, teacher should encourage the
class to participate as much as possible.

For example, if Learner ‘M’ says

“l am like omelets.”. Teacher might positively acknowledge
such an attempt by saying “Good”. Then, ask the rest of the
class to keep on trying. After a number of attempts from 4-5
learners with positive acknowledgements, then Teacher asks the
class in general what they think about those sentences, are they
okay, what should be improved.

The class may point out that *am’ or “verb to be’ is used
incorrectly. Then Teacher touches on this aspect, explains the
difference between “I like” and “I am like” to the class and asks
them to practice again.

If no one points out, Teacher may help guide or lead to this
aspect by saying that there is a verb being used inappropriately,
etc.

Note: Teacher should make sure not to pinpoint at any
particular learner who makes such mistakes. Instead, Teacher
should clarify those points in general in order not to embarrass
those adult-learners. (Adult-learners principle). Teacher should
assist learners if necessary as well as encouraging more capable
peers to assist less capable ones (Social constructivism)
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I1. To learn and be acquainted

11.1 Teacher leads discussion by asking

11.1 Learners voluntarily share

Teacher would encourage and make sure most Learners

with some vocabulary in food learners to share the vocabulary they know vocabulary they know e.g. lunch, 15 min. speak out. Teacher always asks Learners first what they
and eating about food and eating breakfast, dinner, etc. know and just assist in providing the missing or additional
11.2 Teacher provides additional vocabulary (if vocabulary rather than giving them right at the beginning
there are any)
11.2 Learners learn the vocabulary
and their meanings
I11. To practice pronunciation I11. Teacher provides certain guidelines about I11. Learners practice the Teacher observes and assists Learners in their pronunciation
with the learned vocabulary. pronunciation. Then asks the class to try pronunciation 20 min. practice. Teacher will not pinpoint at an individual learner
practicing pronunciation with the learned who might have produced wrong pronunciation, but will
vocabulary rather suggest the right way to pronounce. Note: Teacher
must always help Learners save their face otherwise they
may feel nervous and lose confidence in speaking.
Teacher listens and evaluates Learners’ pronunciation
whether they are acceptable. If not, keep on practicing
within reasonable time frames.
IV. To learn and practice a V.1 Teacher asks Learners to work in a small V.1 Learners work in group to think Teacher observes and makes sure Learners use mainly
basic conversation about food group of 3-4 and share to the class what they about the common sentences or 50 min. English in their discussion.

and eating

think are commonly used sentences or phrase
when talking about food and eating.

V.2 Teacher have Learners divide into pairs
and follow the Ray’s method (as described
above)

V.3 Role play and class discussion -
pronunciation practice (audio, visual)

- A couple of pairs role play a dialogue.
Teacher and learners discuss and raise words
that may not be correctly pronounced or
stressed.

- Have volunteers write down those words on

phrases and share to the class.

V.2 Learners work in pair following
the Ray’s method.

V.3 Learners do the role play and
practice pronunciation
- Learners assist one another:

- Teacher makes sure the learners could do the task
satisfactorily. If any learner could not do properly, Teacher
provides additional assistance and time (within reasons) to
practice.
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the board with support from their classmates
in terms of spelling

If the class cannot get it right, Teacher ask
volunteer to try. If still not right, Teacher then
demonstrates the correct pronunciation and
stress.

- Teacher has the whole class practice those
words.

V. To summarize the main
points/ vocabulary learned
today

Teacher asks if the learners have any question
or additional points to raise or share to the
class.

Teacher has the whole class review the main
point, key words, expressions learned today.

Learners share ideas and speak out.
Learners review what is learned
today.

20 min.

Teacher makes sure all the main points have been mentioned
and covered.

If there are points or questions raised, Teacher thanks or give
positive acknowledgement to those who raise such point.
Teacher asks the class first if they have any opinions or answers
towards those questions. Thank or give positive
acknowledgement to those who attempt to answer.

Finally, Teacher answers/ clarifies those points.
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Sample Lesson Plan — Handling customer’s complaints (Session 1- Situation A)
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Obijectives Teacher and activities Learners Time Evaluation/Remarks
I. To create warm and friendly I. Warm-up activities
atmosphere for this group of “What did you complain this morning?” 10 min.

adult-learners to learn,
use/speak English

- Song/ stress-relievers like
jokes may be used as
appropriate

- Stimulate learners to practice
conversation.

Procedure:

1.1 Discuss with Learners about issues they
might complain this morning, e.g. traffic,
police, neighbor, naughty kids, etc.

1.2 Teacher asks learners to turn to their
classmates on their left hand side to form the
pair and practice asking and answering “What
did you complain this morning?”

Meanwhile, Teacher will observe and make
sure learners use only English throughout the
session.

1.3 Teacher asks 2 or 3 pairs to do the role-
play in front of the class.

Teacher and classmates applaud for each pair
once they finish the role-play.

1.4 Before finishing this activity, Teacher
checks learners’ understanding and asks if
there are any other question or comments

1.1 Learners share what they might
complain or did complain this
morning e.g.

The traffic was so jammed this
morning. My Kid is very naughty
and always gets up late.

1.2. Learners form the dyads and
start practicing.

Learner ‘A’ starts by asking the
question, “what did you complain
this morning?” Learner ‘B’ answers
the question and then takes turn.

1.3.2-3 pairs of Learners come in
front of the class and do the role-
play. (Each dyad at a time.)

1.4 Learners may ask some terms or
vocabulary they do not know—
Teacher asks if the rest of the class
have any idea and share with the
class.

1.1. Observe how learners communicate,

focus mainly on meaning rather than grammar and instead of
the teacher making all corrections, teacher should encourage the
class to participate as much as possible

For example, if learner ‘A’ says, “My kid very naughty”.
(without any verb to be), Teacher should positively
acknowledge such an attempt by saying “Good”. Then, ask the
rest of the class to keep on trying. After a number of attempts
from 4-5 learners with positive acknowledgements, then
Teacher asks the class in general what they think about those
sentences, are they okay, what should be improved.

The class may point out that verb to be has been omitted. Then
Teacher touches on this aspect and has them practice again.

If no one points out, Teacher may help guide or lead to this
aspect by saying that there is something missing. If it is used,
those sentences would be perfect, etc.

Note: Teacher should make sure not to pinpoint at any
particular learner who makes such mistakes. Instead, Teacher
should clarify those points in general in order not to embarrass
those adult-learners. (Adult-learners principle). Teacher should
assist learners if necessary as well as encouraging more capable
peers to assist less capable ones (Social constructivism)
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I1. To learn and be acquainted

11.1 Teacher leads discussion by asking

11.1 Learners voluntarily share

Teacher would encourage and make sure most Learners

with some vocabulary in learners to share the vocabulary they know in | vocabulary they know. 15 min. speak out. Teacher always asks Learners first what they
dealing with complaints. dealing with complaints. know and just assist in providing the missing or additional
vocabulary rather than giving them right at the beginning
11.2 Teacher provides additional vocabulary (if | 11.2 Learners learn the vocabulary
there are any) and their meanings
I11. To practice pronunciation I11. Teacher provides certain guidelines about I11. Learners practice the Teacher observes and assists Learners in their pronunciation
with the learned vocabulary. pronunciation. Then asks the class to try pronunciation 20 min. practice. Teacher will not pinpoint at an individual learner
practicing pronunciation with the learned who might have produced wrong pronunciation, but will
vocabulary rather suggest the right way to pronounce. Note: Teacher
must always help Learners save their face otherwise they
may feel nervous and lose confidence in speaking.
Teacher listens and evaluates Learners’ pronunciation if
they are acceptable. If not, keep on practicing.
IV. To learn the basic steps in 1V.1 Teacher asks the class to form small V.1 Learners brainstorm and share Teacher encourages Learners to think and share (social
dealing with complaints — group discussion (3-4 persons) what they think | what the think the steps should be. 15 min. constructivism) what they know to the class
Situation A (The bank is in the | should be the proper steps and then share to
wrong.) the class.
V.2 Teacher summarizes and/or providesthe | V.2 Learners learn and discuss
correct steps. what they think about those steps
V. To practice script in dealing | V.1 Teacher asks Learners to work in a small V.1 Learners work in group to think Teacher observes and makes sure Learners use mainly
with complaints group of 3-4 and share to the class the most about the common complaints’ cases | 40 min. English in their discussion.

(Situation A)

commonly encountered cases on complaints.

V.2 Teacher have Learners divide into pairs
and follow the Ray’s method (as described
above)

V.3 Role play and class discussion —
pronunciation practice (audio, visual)
- A couple of pairs role play a dialogue

and share to the class.

V.2 Learners work in pair following
the Ray’s method

V.3 Learners do the role play and
practice pronunciation
- Learners assist one another.

- Teacher makes sure Learners could do the task
satisfactorily. If any Learner could not do properly, Teacher
provides additional assistance and time (within reasons) to
practice.
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Teacher and learners discuss and raise words
that may not be correctly pronounced or
stressed e.g. apology, complicated,
investigate, inconvenience, etc.

- Have volunteers write down those words on
the board with support from their classmates
in terms of spelling

If the class cannot get it right, Teacher ask
volunteer to try. If still not right, Teacher then
demonstrates the correct pronunciation and
stress.
- Teacher has the whole class practice those
words.

V1. To summarize the main
points/ vocabulary learned
today

Teacher asks if the learners have any question
or additional points to raise or share to the
class.

Teacher has the whole class review the main
point, key words, expressions learned today.

Learners share ideas and speak out.
Learners review what is learned
today.

20 min.

Teacher makes sure all the main points have been mentioned
and covered.

If there are points or questions raised, Teacher thanks or give
positive acknowledgement to those who raise such point.
Teacher asks the class first if they have any opinions or answers
towards those questions. Thank or give positive
acknowledgement to those who attempt to answer.

Finally, Teacher answers/ clarifies those points raised.
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Sample Lesson Plan — Cross-cultural knowledge and communication on the telephone
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Objectives Teacher and activities Learners Time Evaluation/Remarks
I. To create warm and I. Warm-up activities
friendly atmosphere for this | “Quiz on your basic cultural knowledge” 20 min.

group of adult-learners to
learn, use/speak English

- Song/ stress-relievers like
jokes may be used -
Stimulate learners to learn
more vocabulary and
practice simple
conversation.

Procedure:

1.1 Ask Learners to share to the class
what they think about cross-cultural
communication

1.2 Have volunteer to take turns in writing
all the contributions on the board.

1.3 If there are some new or unfamiliar
words in those sentences e.g. Hong Kong
people are less patient than Thais, ask if
any Learner knows the meaning and have
him/her share them to the class, if no one
knows, Teacher explains those words.

1.4 Then Teacher distributes a quiz on
cross-cultural communication to the class.
Give learners 5 minutes to complete the
quiz

1.1 Some Learners share to the
class what they think about
communication across culture
e.g. Knowing other countries’
culture is helpful at work. When
we understand other people’s
cultures, we can offer them a
proper service. etc.

1.2 A few volunteers take turns
in writing those sentences on the
board.

1.3 Learners attempt to give
meanings of new words.

1.4 Learners do the quiz within 5
minutes on an individual basis

Observe how learners communicate,

focus mainly on meaning rather than grammar and
instead of the teacher making all corrections, teacher
should encourage the class to participate as much as
possible.

For example, if Learner ‘M’ says

“Knowing other countries’ culture is help at work.”
instead of “Knowing other countries’ culture is helpful at
work.” Teacher still positively acknowledges such an
attempt by saying “Good”. Then, ask the rest of the class
to keep on trying. After a number of attempts from 4-5
learners with positive acknowledgements, then Teacher
asks the class in general what they think about those
sentences, are they okay, what should be improved.

The class may point out that some verbs are used
incorrectly. Then Teacher touches on this aspect, explains
the right use of verbs to the class and asks them to
practice again.

If no one points out, Teacher may help guide or lead to
this aspect by saying that some forms of verbs are being
used inappropriately and then explains accordingly.

Note:

The evaluation focuses more on communicative ability
rather than grammatical competence. Yet important
grammatical mistakes that might interfere communication
will be discussed and explained to the class.
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1.5 Pair up activities

Teacher asks learners to pair up. Learners
discuss and share their answers to their
pair.

1.6 Ask Learners to share their answers to
the class. Teacher gives the correct
answers. Class discussion why the
answers are like that.

1.5 Learners pair up to discuss
and share their answers on the
quiz using mainly English.

1.6 Four or five Learners share
their answers to the class
followed by class discussion on
the correct answers as provided
by Teacher.

Teacher should make sure not to pinpoint at any
particular Learner who makes such mistakes. Instead,
Teacher should clarify those points in general in order not
to embarrass those adult-learners. (Adult-learners
principle). Teacher should assist learners if necessary as
well as encouraging more capable peers to assist less
capable ones (Social constructivism)

Il. To learn vocabulary and
phrases in telephoning

Il Teacher leads discussion by asking
Learners to share some vocabulary or
phrases they commonly used on the
phone e.g. How we introduce ourselves,
How we offer help, How we ask for
repetition, etc.

Il Learners voluntarily share
vocabulary and phrases they
know.

e.g. Good morning, Phone
banking, this is Supranee
speaking. How may I help you?
Nipa is not in today. Can | help
you perhaps?

15 min.

Teacher observes and makes sure most learners speak
out. Teacher always asks Learners first what they know
and just assist them as needed e.g. providing the missing
or additional vocabulary rather than giving all the
vocabulary right at the beginning.

I11. To practice
pronunciation with the
learned vocabulary.

I11. Teacher has Learners practice the
pronunciation of some vocabulary and
phrases as appropriate. Then asks the
class to try practicing pronunciation with
the learned vocabulary.

I11. Learners practice
pronouncing the learned
vocabulary and phrases.

15 min.

Teacher observes and assists Learners in their
pronunciation practice. Teacher will not pinpoint at an
individual learner who might have produced wrong
pronunciation, but will rather suggest the right way to
pronounce. Note: Teacher must always help Learners
save their face otherwise they may feel nervous and
lose confidence in speaking.

Teacher listens and evaluates Learners’ pronunciation if
they are acceptable. If not, keep on practicing.
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IV. To gain more

IV. Teacher asks Learners to listen to two

V. Learners listen and then

Teacher encourages Learners to share their points by

understanding on short passages on telephoning across answer questions at the end of 25 min. using English.
telephoning across cultures. | cultures and answer questions at the end the passage. Share their answers .
of the passage by speaking out what they | to the class by speaking out what
think should be the correct answer to each | they think and why.
question and why it is so.
V. To learn and share_tips V.1 Teacher asks Learners read the V.1 Learners read the passage. 15 min.
for personal and business passage on tips for personal and business Teacher encourages Learners to think and share
success success. (social constructivism) what they think about those
tips to the class.
V.2 Class discussion on the tips provided. | V.2 Learners discuss what they
agree or disagree, or what they
don’t really understand about the
passage.
VI. To summarize the main | Teacher asks if the learners have any Learners share ideas and speak 15 min. Teacher makes sure all the main points have been

points and vocabulary
learned today.

question or additional points to raise or
share to the class.

Teacher has the whole class review the
main point, key words, expressions
learned.

out.
Learners review what is learned
today.

mentioned and covered.

If there are points or questions raised, Teacher thanks or
give positive acknowledgement to those who raise such
point. Teacher asks the class first if they have any
opinions or answers towards those questions. Thank or
give positive acknowledgement to those who attempt to
answer.

Finally, Teacher answers/ clarifies those points raised.
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