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Tourism industry was a major income source that had driven the economy of Thailand
effectively. The hotels should have been aware of the arrival of the troop of international
tourists visiting Thailand. Additionally, the number of international hotel chains in Thailand was
increasing significantly. Therefore, English played a significant role in the hotel business. The
hotel Public Relations (PR) officers needed to prepare for English skills usage during working.

The objective of this study was to investigate the extent to which English was used for
Occupational Purposes of the hotel PR officers in Bangkok. It also attempted to determine the
degree of English needs and problems of the hotel PR officers. With systematic sampling, the
sample included 93 Hote1S PR Officers in Bangkok who have had 1-10 years of working
experience. Questionnaires and semi-structured interviews were constructed.

Writing skill was most frequently used during working (X = 3.11, SD = 1.10; 1-4),
while reading skill was the least used English skill by the respondents (X = 1.99, SD = 1.05;
1-4). For the needs of English skills usage during working, writing skill was the most needed
English skill (X = 4.43, SD = .75; 1-5), while reading skill was least needed (X = 3.67, SD =
.81; 1-5). The respondents had an extensive need in listening and speaking in conversation with
guests in person (X = 3.83, SD = 1.21; 1-5 and X = 3.80, SD = 1.23; 1-5, respectively).
Additionally, reading and writing business letters, emails or faxes were mostly needed (X =
4.51,SD =.63; 1-5 and X = 4.66, SD = .52; 1-5, respectively).

For the problems of English skills usage during working, writing skill was the most
problematic English skill (X =3.11, SD = .84; 1-5), while reading skill was the least problem (X
= 1.92, SD = .61; 1-5). Most of the respondents had problems in listening and speaking in
conversation with guests by phone (X = 3.32, SD = .75; 1-5 and X = 3.53, SD = .90; 1-5,
respectively). In addition, reading news, interviews or critiques was the most problematic
reading related activities (X = 1.84, SD = .60; 1-5), while writing press releases or PR news was
the most problematic writing related activities (X = 3.69, SD = .81; 1-5).

In conclusion, it was recommended that English for Specific Purposes (ESP) course
would add in the curriculum as the compulsory course or selective course in the university.
Also, the organization would establish specific English course for their staff. Additionally,
Needs Analysis for ESP needed to be further conducted in a variety of professions, such as
secretary, banking personnel.

Student’s signature Thesis Advisor’s signature
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CHAPTER 1

INTRODUCTION

Statement of the problem

Nowadays, the tourism industry plays a significant role in the overall market
economy of the world. Many countries have dedicated large budgets in the tourism
industry to improve their images and make their countries known as one of the top
destinations in the world. The revenue from the tourism industry is spent for socio-
economic development. Additionally, people in the community are hired in many
positions and various jobs. Therefore, many countries have seriously promoted

activities related to the tourism industry (Daengroj, 2001: 30).

Particularly in Thailand, the tourism industry is a major source of income that
has driven the economy of the country effectively. The Royal Thai Government has
first put a tourism industry management policy into the National Economy and Social
Development Plan 4" issue (in 1977 — 1981). For almost three decades, the tourism
industry of Thailand has been successful in terms of the number of international and
Thai tourists it attracts and revenue it generates. Tourism statistics show that the
number of international tourists visiting Thailand from 1996 to 2004 has increased
every year (The Tourism Authority of Thailand, 2004). It is a good opportunity for
overall tourism industry of Thailand, especially for the hotel business, which is one of
the greatest affecting Thailand’s tourism. Krimaha (2001: 146-147) stated that the
hotel business in Bangkok experienced growth in1999, with a total of 8.7 million
tourists visiting Bangkok, including 7.1 million international guests and 1.6 million
Thai guests. He also predicted that, for the next five years, the number of hotel guests
in Bangkok would be increasing to 12 million, including 8 million international guests

and 4 million Thai guests.



Regarding the National Tourism Industry Plan (in 2001-2010) issued by the
Tourism Authority of Thailand (TAT), many projects and campaigns will be launched
to stimulate the number of international tourists visiting Thailand. The present
National Tourism Industry Plan aims to promote Thailand as the Tourism Capital of
Asia and a world class destination. Moreover, the TAT is also preparing to launch the
“Thailand Happiness on Earth” Campaign to attract tourists from allover the world.
Fortunately, tourism statistics show the number of international tourists visiting

Thailand tends to rise continuously.

Consequently, the hotel industry should be aware of this and get ready for the
arrival of the troop of international tourists. Particularly the hotels in Bangkok, the
capital city and the other most popular tourist destinations of Thailand, would have a
great opportunity to welcome and have direct contact with international tourists. It is
necessary to prepare and train all staff to communicate with international guests by

using English effectively and appropriately.

The more the hotel and tourism industry in Thailand is outstanding worldwide,
the more English skills are needed for people who work in this field. The Committee
of Public Relations Education of America (CPRE) stated that English is one of the
most important tools that will help Public Relations officers (PR officers) to work
proficiently and effectively (Lapiratanakul, 2001). Not surprisingly, the basic
qualification required for hotel PR officers is an excellent command of English skills,
including listening, speaking, reading, and writing. The Public Relations Department
(PR Department) is one of the departments in the hotel using English skills while
working. In general, hotel PR officers spend much of their time preparing and writing
newsletters, annual reports, and press kits to give to the press about upcoming events
or important issues. They use reading skills when they gather information to make PR
documents. Not only writing and reading skills are required, but also other skills are
needed. Speaking and listening skills are required when they have a meeting or

conference. Particularly at the present time, the hotels in Thailand use Public Relations



strategies as a tool to compete with each other. Saengpikul (2003: 91) stated in his
article the Role of Public Relations Department in the hotel business that “Although
the hotels have excellent service and perfect accommodation, without publicizing any
news or information, the hotels cannot survive in the highly competitive business”. In
an overview, the main responsibilities of hotel PR officers are to publicize news and
updated information of the hotel and to establish good relationships among the
organization, media and public. In particular, if the public or target audiences are

foreigners, the hotel PR officers must inevitably communicate by using English skills.

Not only the troop of international tourists pouring into Thailand, but also the
increasing number of international hotel chains is also an important factor making
English take a significant role in the hotel business. Usually, the management
executive teams of the international hotel chains are foreigners. Therefore, the staff has
to use English as a medium to communicate in a hotel. Particularly, the hotel PR
officers always work closely with the management executive teams because they have
to set the plan and strategy of the hotel together or sometimes they have to implement

the plan from the headquarters of the hotel (Poompanich, 1996: 89-90).

In conclusion, the hotel PR officers have to use English as a medium to
communicate both inside and outside the hotel. They use English while working with
the international management executive teams and international guests in the hotel.
They also publicize any news and updated information of the hotel to international
media and audiences in English. This study is designed to serve these purposes with
the hope that its findings will reflect the English authentically used by the hotel PR
officers and echo their needs and problems. The results obtained from this study may
be used as guidelines for course designers to develop a specific English course for the
current hotel PR officers and the students who want to work as hotel PR officers in the

future.



Objective of the study

The objective of this study is to investigate the extent to which English is used
for occupational purposes by the hotel PR officers in Bangkok. It also attempts to

determine the degree of English needs and problems of the hotel PR officers.

This study is designed to answer the following research questions:

1. What English skills do most the hotel PR officers need for doing their work?

2. To what extent do the hotel PR officers need English in their professions?

3. To what extent do the hotel PR officers have problems in using English in

their professions?

Significance of the study

The results obtained from this study, in terms of needs and problems, will be
useful in helping to clarify the perception of the hotel PR officers in using English, and
to indicate the actual usage of English in their occupations. Additionally, the results
obtained from this study will be used as a guide for course designers to develop a
specific English course for current hotel PR officers and students who want to work as
hotel PR officers in the future. Moreover, the results obtained from this study will be
beneficial for the executives of hotels in Thailand to understand the needs and

problems of their employees.



Scope of the study

The instruments employed in this study will be interview schedules and
questionnaires. This study will be limited to the perception of the subjects based on these
two research instruments. The researcher will limit the target hotels to be only members
of the Thai Hotels Association which are supported by the Tourism Authority of
Thailand and located in Bangkok. The subjects in this study will be the hotel PR officers

in Bangkok who have had 1-10 years working experience in this field.

Definition of terms

Needs : the immediate requirement for using
basic skills of English defined by
hotel PR officers

Problems . the trouble or difficulty in using basic
skills of English defined by hotel
PR officers

The use of English . performance in the 4 skills of English,
which include listening, speaking,
reading, and writing

English for Occupational Purposes : the course which focuses on meeting
the demand for workers with English
competency by providing
specific job training and skills through
content-based instruction activities to
enhance basic skill development

Hotel PR officers . officers who are responsible for
representing and disseminating
information about the hotel to the
public, and building a good image
of the hotel



International hotels . the hotel chains from other countries
that usually manage the business

by foreign executive team



CHAPTER I

LITERATURE REVIEW

The purpose of this study was to investigate English used by hotel PR officers
in Bangkok. In order to put this study into a proper theoretical perspective, it was
necessary to study the characteristics of English for Specific Purposes (ESP), the
feature of English for Occupational Purposes (EOP), the background of needs analysis,
the models of needs analysis, and previous studies on language needs analysis which

were relevant to this study.

English for Specific Purposes (ESP)

English for Specific Purposes (ESP) was a new branch of English teaching and
learning. ESP had emphasized the learners’ abilities to use language as a tool for

communication and was also concerned with the learners’ problems.

ESP was an approach to language learning and teaching that was based on
learners’ needs to use language in specific learning contexts. All decisions for
selecting content and teaching methods were based on the learner’s reasons for
learning. To be more precise, ESP was an approach to organize the contents of the

English courses was relevant to the specific needs of specific groups of learners.

Strevens (1977) described ESP as concerned with meeting the learner’s
particular needs related in content to particular disciplines, occupations, and activities.
The language taught had to be appropriate to those activities in lexis, syntax, discourse
and semantics. This was in contrast to EGP, where specific learning needs were not

identified.



Munby (1978) claimed that ESP courses were courses which concentrate
mainly on the learner rather than a non-learner such as a teacher, a sponsor, or an
institution. Syllabi and materials were determined in essence by the prior analysis of

the communication needs of the learner.

Blackie (1979) stated that ESP should normally refer to courses that were
designed for groups of learners who were homogenous in terms of aims. Specific
learning objectives of these groups of learners had been qualified and were stated in

communicative terms.

Hutchinson and Waters (1987: 16-17) classified the relationship between
English for Specific Purposes (ESP) and English Language Teaching (ELT) by

presenting them in the form of diagram, show in figure 1.



Learning Communication

English Language Teaching

English as a Mother English as a Foreign English as a Second
Tongue Language Language
English for Specific Purposes General English
| English for Science __| English for Business — | English for Social
and Technology and Economics Sciences
|| English for Medical || English for Economics || | English for Psychology
Studies
|| English for Technicians | — English for Secretaries |} English for Technicians

Figure 1 Hutchinson and Waters Model
Source: Hutchinson and Waters (1987)



10

The diagram represented some of the common divisions that were made in
ELT. The roots that nourished the tree of ELT were communication and learning. ELT
could be divided into many kinds of language teaching including English as a Mother
Tongue (EMT), English as a Second Language (ESL) and English as a Foreign
Language (EFL). EFL was also divided into 2 important kinds that were well known
for language teaching; General English (GE) and English for Specific Purposes (ESP).
The ESP programs were divided into 3 different kinds of language teaching based on
the learners’ interests, which were English for Science and Technology (EST), English
for Business and Economics (EBE) and English for the Social Sciences (ESS). Every
branch was categorized to 2 main kinds of ESP differentiated according to whether the
learner required English for academic study (which would be English for Academic
Purposes [EAP]) or English for working (which would be English for Occupational
Purposes [EOP]). EOP was also known as English for Vocational Purposes (EVP) and
Vocational English as a second Language (VESL). At the top most branches, the tree
indicated the level at which individual ESP programs occurred, including English for
Medical Studies, English for Technicians, English for Secretaries, English for
Psychology and English for Teaching. This diagram was helpful for the readers to see

how the ESP program exist the world of language teaching at that time.

Robinson (1991) stated that ESP was an activity that involved education,
training and practice, and brought together 3 major fields of knowledge that were

language, pedagogy, and the students’ or participants’ specialist areas of interests.

English for Occupational Purposes (EOP)

Nowadays, English is necessary to obtain a job, get promoted and perform
effectively in the world of work. This demand has generated the incursion of a new
linguistic branch within the field of English for Specific Purposes (ESP), namely,
English for Occupational Purposes (EOP).
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The main aim of EOP lies in justification and reinforcement regarding the important
role played by the English language in the labor world. Through a needs analysis,
carried out within the business world itself, EOP could be able to examine that which
is lacking in the current educational system. The use of needs analysis in the working
world has revealed the sometimes-unresolved deficiencies existing in the current

educational system.

Dudley-Evans and St. John (1998 : p.95) stated that the teaching process of any
kind of language for occupational purposes should take as a starting point the analysis
of the four traditional skills within an appropriate context, that being, as much as is
possible, the conditions given in the workplace. Moreover, they subscribed to the idea
that an effective syllabus must attempt to overcome the deficiencies of the educational

system under which they were operating.

EOP therefore encircled a reaction against the conventional humanistic
approach wherein both teachers and students abide by the academic objective of
knowing everything about the language being studied by instead concentrating
attention on those skills most relevant within the workplace in the time allotted in the

educational environment.

Nevertheless, perhaps the most important argument regarding selective
learning was that adults needed to obtain information they could apply outside the
academic world. The use of authentic material could make the connection between two

worlds, the academic and the professional, possible, in a practical way.

This theory was supported by Ellis and Johnson (1996: 157) who contended
that, when keeping in mind the purpose of teaching EOP, the use of authentic material
was essential. They purposed that the most useful material was that which was created
by the companies themselves as it was specifically designed for its employees, or

potential customers.
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EOP courses focused on meeting the demand for workers by providing specific
job training and skills through content-based instruction (CBI) activities in order to
enhance basic skills development. According to Anthony (1997), most EOP classes
would consistently expose students to sufficient training in reading, writing, speaking
and listening. From the trainings students would explore their specific job functions

that were required and necessary in their field of work.

The background of needs analysis

An ESP course is a purposeful course that is aimed at the successful
performance of occupational or educational roles. The analysis of learners’ needs is the
basis of establishing a new course. Learners would learn more easily when they knew
what they wanted it for. Not meeting the real needs of learners, the motivation might
be low, leading to the failure of learning. It could be claimed that needs analysis is
advantageous for ESP practitioners in special purposes program design and is also

fundamental to the planning of any language courses.

Needs analysis has figured notably in the literature of language teaching for 30
years, and has been focused on learners’ communicative needs. It has generally been
accepted that an initial pre-course needs analysis has an aim of establishing the
structure and content of a course. On the whole, needs analysis is a complex process
which was usually followed by syllabus design, selection of course materials, teaching

/ learning a course, and evaluation.

Richards (1984) pointed out that in language curriculum development, needs

analysis serves the purposes of:

1. Providing a mechanism for obtaining a wider range of input into the content,
design and implementation of a language program by involving such people as

learners, teachers, administrators and employers in the planning process
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2. Identifying general or specific language needs which could be addressed in

developing goals, objectives, and content for a language program

3. Providing data that could serve as the basis for reviewing and evaluating an

existing program.

Hutchinson and Waters (1987) indicated that the purpose of an ESP course is to
enable learners to function adequately in a situation in which learners would use the
language they were learning. In order to lead to the goals, outcomes and instructions of
the course, needs analysis is the most important first stage in designing any ESP

course.

In a linguistic context, different authors defined the term “needs analysis”

diversely, and thus different meanings were implied.

Strevens (1980: 109) claimed that needs analysis was a procedure that did not
start from General English. The learners could apply the aims, purposes, needs, wants,

roles, and functions that English was required to use in their real situations.

Richards and Rogers (1986: 156) stated that needs analysis is the identifying of
general and specific language needs that could be addressed in developing goals,
objectives, and content in a language program. It might focus either on the general

parameters of a language program or on the specific needs.

Nunan (1988) defined that needs analysis was a set of procedures that made
their appearance in language planning. It was also claimed as a parameter of a course
of study including the criteria and rationale for grouping learners, the selection and
sequencing of course content, methodology, and course length, intensity and duration.
He also indicated that a curriculum differs from a syllabus in that the former was

"concerned with making general statements" whereas the latter was "more localized
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and based on accounts and records of what actually happened at the classroom level as
teachers and learners applied a given curriculum to their own situation." In creating a
syllabus, however, the problems remain of defining the local situation, collecting the

accounts and records and analyzing the records with respect to the learning situation.

Long (1996) cited 4 reasons for performing a needs analysis:

1. Relevance -to determine the relevance of the material to the learners"

situations.

2. Accountability -to justify the material in terms of relevance for all parties

concerned (teacher, learner, administration, parents).

3. Diversity of learners -to account for differences in learner needs and styles.

4. Efficiency -to create a syllabus which will meet the needs of the learners as

fully as possible within the context of the situation.

Dickinson (1991: 88) stated that If needs were understood as specific
requirements for the foreign language, then the vast majority of learners would not
have any. They were deemed to require what the syllabus offered them, and the
syllabus was likely to be closely related to the examination, which was a highly

realistic “need” for the majority of learners’.

The models of needs analysis

There were many models which represented how to analyze the needs of

particular target groups, but one of the most well-known models is Munby’s model

(1978) representing the approach called “Target Situation Analysis”.
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The target situation analysis was designed for establishing the learners’
language requirements in their occupational or academic situations. Munby’s model of
needs analysis begins with the investigation of participants’ prospective needs such as
information concerning identity and language. Such data represented input to the
Communicative Needs Processor (CNP) which yielded a Communication Needs
Profile. The profile of needs was a prerequisite of the next stage, which specified the
language required by learners for their target communication. At the beginning of the
procedure, the information about the prospective needs of learners such as age, sex, or
proficiency of the target language would be fed into the CNP which consisted of eight

variables:

- Purposive domain

- Setting

- Interaction

- Instrumentality

- Dialect

- Target level communicative event

- Communicative key (there are only 7 variables here)

After these variables are worked through, one ends up with a profile of needs.
Munby brought in language at the next stage. At this stage, a profile of needs is
realized in actual language form by means of the specification of the language skills
needed and the language functions. Finally, all of skills, functions, and language would

generate the syllabus content. Munby’s model could be illustrated as shown in figure 2
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STEP ONE Questions about factors concerning the

language needed for specific purposes

Communication needs profile

l

Selection of language skills,

STEP TWO

functions, and form required

l

Target syllabus specification

Figure 2 The Munby Processing Model
Source: Munby (1978)

For all its detail and its influence on a subsequent needs analysis, Munby's
Communication Needs Processor (C.N.P.) has its limitations. It would be far too time-
consuming to write down a profile of needs for each subject in this way, and
unnecessary, too. As Hutchinson and Waters (1987: 54) pointed out, it does not
consider the target needs from different standpoints (of teacher, learner, and sponsor).
It makes no distinction between necessities, lacks, and wants. Neither does it mention
what the learner needs to do in order to learn. For all of these reasons, the researcher
chose to base the design of the present study on the work of Hutchinson and Waters in

which they defined needs in terms of “Target needs and Learning needs.”
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The concepts of “target needs” and “learning needs” have been widely used in
literature. Target needs are understood as “what the learner needs to do in the target
situation”, and learning needs are defined as “what the learner needs to do in order to

learn”. The analysis of target needs involves identifying 3 features as follows:

1. Necessities - Necessities are what the learners have to know in order to

function effectively in the target situation.

2. Lacks - Lacks are the gap between the target proficiency and the existing

proficiency of the learners.

3. Wants - Wants are what the learners could be referred to the perception of

the need of the learners, which was what the learners wanted or felt they needed.

Dickinson (1991: 91) mentioned that it was essential to distinguish between
needs, wants and lacks. In his point of view, Needs are those skills which the learners
perceived as being relevant to them. Wants are a subset of needs, those which the
learners put at a high priority given the time available. Lacks are the difference the
learners perceived between their present competence in a particular skill and the

competence they wished to achieve.

The analysis of target situation needs was in essence a matter of asking
questions about the target situation and the attitudes towards that situation of the
various participants in the learning process. The course designer would need to gather

the information about target needs by using this simple framework.



A target situation analysis framework

1. Why is the language needed?

for study;

for work;

for training;

for a combination of these;

for some other purpose, e.g. status, examination, promotion.

2. How will the language be used?

- medium: speaking, writing, reading, listening;

- channel: e.g. telephone, face to face;

- types of text or discourse: e.g. academic texts, informal conversations.

3. What will the content areas be?

- subjects: e.g. commerce, engineering, shipping;

- level: e.g. technician, postgraduate.

4. Who will the learner use the language with?

- native speakers or non-native;

- level of knowledge of receiver: e.g. expert, student;

- relationship: e.g. colleague, customer, superior, subordinate.

18
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5. Where will the language be used?

- physical setting: e.g. office, hotel,
- human context: e.g. alone, meetings, on telephone;

- linguistic context: e.g. in own country, aboard.

6. When will the language be used?

- concurrently with the ESP course or subsequently;

- frequently, seldom, in small amounts.

Obviously, analysis of target situation needs was concerned with the important
area of language use, while learning needs covered circumstances of language
learning. This could be why learners took the course (whether it was optional or
compulsory), what they seek to achieve, or what their attitude towards the course was.
It is important to note that the main concern of this study was an analysis of the target
needs of the subjects in the workplace and that all the subjects of this study were
university graduates or workers who have had working experiences at least 1 year.

Therefore, no attempt would be made here to investigate their learning needs.

What is Public Relations (PR)?

There were many definitions of public relations, as could be expected for a
field that has so many aspects and that reached into almost every facet of human
society. Public relations began with the concept of “helping an organization and its

public accommodate each other”.

Marston (1969) explained that public relations was the management

function which evaluates public attitudes, identifies the policies and procedures of an
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organization with the public interest, and executed a program of action to earn public

understanding and acceptance.

Lesly (1978) stated that public relations started as publicity and grew to be
more complex when it became harder for people with different backgrounds to
understand and know about each other. In developing, public relations has come to
include a great many other functions besides telling about someone or some group. It
also tells the group what others think of it; it helps the group determine what it must do
to get the good will of others; it plans ways and means of winning that good will; and
it carries on activities designed to win it. In the process of doing it these things, it
encompasses a great many functions, concepts, and techniques that help an

organization come into confluence with the social forces affecting it.

Newsom, VanSlyke Turk, and Kruckeberg (1996) defined PR people as
serving as an intermediary between the organization that they represent and all of that
organization’s public. Consequently, the PR people have responsibilities both to the
institution and to each of its various publics. They distribute information that enables

the institution’s public to understand its policies.

Lapiratanakul (2001: 403) stated that the public relations process in general
industry was to build good relationships between the organization and the public by
publicizing the operational policy. The goal that PR people wish to achieve is to make

people accepted and coordinated with the organization.

Poompanich (1996: 78) explained the similarity of the public relations process
between general industry and the hotel industry. She indicated that the public relations
process in the hotel industry is to announce and publicize news, information and
updated activities of the hotel to the public through the mass media including
newspapers, magazines, radio or television in order to create a good image and

reputation for the hotel.
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The objective of the hotel Public Relations

1. To create an image, a reputation, popularity and faith in the hotel by
publicizing information about the hotel’s policies, purpose and performance to the

public.

2. To establish people’s interest in and acceptance of the services of the hotel

and bring more people to the hotel.

3. To build good relationships among the hotel, public and media, that would

create positive a attitude in peoples’ minds.

4. To announce accurate information and correct any misunderstanding about

the hotel to protecting and preserve the reputation of the hotel.

5. To support and promote other marketing activities of the hotel and stimulate

more people to be their guests.

6. To make all staff in different departments understand each other and create

strong loyalties to the hotel. (Saengpikul, 2003: 91-92)

The job responsibilities of the hotel PR officers

1. The hotel PR officers would prepare the hotel’s information, including the
hotel’s history, updated news, room rates, promotional packages, prices of food and

beverages or marketing events and release them to the media.

2. When the hotel organizes special events or sets up press conferences, the
hotel PR officers would contact and send the invitation letters to the media to request

their participation in the events.
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3. The hotel PR officers would coordinate with other departments to publicize
the interesting programs of each department. For example, the sales department might
need to release news about low season promotional packages to the media. The hotel

PR officers have to compose the press release on that topic and send it to the media.

4. The hotels in Bangkok have had great opportunities to welcome VIP guests
many times. Upon occasions such as this, the hotel PR officers coordinated with staff
in other departments to provide good services for VIP guests during the duration of

their stay at the hotel.

5. When local or international media stay at the hotel, the hotel PR officers

take care of them and recommend a hotel by providing them interesting information.
6. Hotel PR officers would produce an internal journal to announce internal
activities such as the training program, staff promotion, or management policy of the

hotel.

Public Relations Framework of Service Business

Public Relations Department

The Reception Activity The Publicity Activity

The Internal PR Activity

Figure 3 Public Relations Framework of Service Business
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The objectives of public relations in the hotel business and general business are
quite similar. As could be seen in figure 3, publicity activities and internal PR
activities are the common tasks for PR people but reception activities are a special task
only for hotel PR officers. The reception of important people would create a good

image for the hotel.

Based on the policy and management system, the hotels in Thailand were

categorized into 2 types as follows:

Independent Hotels

Independent hotels would set the policy and management system by their own
managing executives. This kind of hotel can be subdivided into 2 categories. In the
first category, the hotels would hire hotel management companies to run the business
for them. In the second category, the hotels’ owners and their family members manage
their business by themselves. This is called a “Family Business”. The Landmark Hotel
is one of the best examples. The hotels’ owners select a professional management
company to take care of their business. However, the hotels’ owners would have
complete authority to make decisions on essential issues and their family members

would work in important departments such as the accounting department.

Chain Hotels

Chain Hotels can be categorized into 3 types, as follows:

1. Local Chains

When hotels have been successful, the hotel’s owners usually expanded

their business by increasing rooms or constructing new hotels that could be grouped

together and called “Local Chains”. The Local Chain hotels often franchise their
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businesses to other hotels by allowing them to use their name and trademark. Some
famous Local Chain hotels in Thailand are Dusit Thani Group, Amari Hotels and

Resorts, and Imperial Hotels Group.

2. International Hotel Chains

The following are famous International Hotel Chains in Thailand: Accor
Group, Marriott International, Hilton Hotels Corps, Hyatt Hotels Corps, Le Meridien
Hotels & Resorts, Four Seasons Hotels & Resorts, Shangri-La Hotels & Resorts,
Mandarin Oriental Hotel Group, and Peninsula Group. The hotels in each group use
different brands or names to identify different standards and target customers. For
example, Accor Group has plenty of hotels using different names such as Sofitel,

Novotel, Mercure, and Motel 6 to serve a variety of customers.

3. Hotel Management Companies

Hotel owners who do not have expertise in handling this type of business
often sign a management contract with a Hotel Management Company and pay a
management fee to them. One of the most famous International Hotel Management

Companies that signed a contract with a Thai hotel is Hyatt International Company.

The tools of Public Relations

The attempt of this topic was to explain the effective use of the mass media,
which are press, radio and television, and other means of reaching large numbers of
people at one time. However, each type of media has its own characteristics and
functions. The hotel PR officers have to realize the nature of each type of media and
used it appropriately to achieve their objectives. The most popular tools of public

relations used in the hotel business are shown below:
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1. The Press

As a medium of communication in public relations, newspapers have certain
advantages. Because of the low price, frequent appearance, and nationwide
distribution, they provide probably the best way of reaching large numbers of people at
the same time. However, newspapers also had disadvantages. The long and
complicated news stories could not be carried in most newspaper and would usually
not be submitted by the editor of the newspaper. Thus, PR people should send the
news stories that are accurate, timely, and in the best new news style. Accuracy is
always the first requirement. It is important for the PR people to check every detail of
the news stories to be correct. If they sent PR news to an international newspaper, they

needed to check for spelling and grammatical errors.

2. The Press Conferences

The main advantages of a press conference from a newspaper’s point of
view are that it permits each publication to develop an individual story, facilitates
questioning, and releases a news opportunity to all at the same time. It is custom for
PR people to prepare complete press kits for everyone at a press conference. For the
launch of new hotel, for instance, such a press kit would probably include the hotel’s
background, pictures, a name list of hotel’s management executive team, and

information about a special promotion for the official launch.

3. The Magazine

There are many hundreds of magazines in Thailand that serve the needs of
specialized readers’ interests. Good magazines, however, represent an excellent outlet
for public relations news and features. The stories can be aimed directly at interested
readers and can go into a degree of detail that newspapers can hardly allow. In

specialized magazines, such as tourism or hotel business features, PR stories are much
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easier to place than in general newspapers because their readers had much more exact
information and interests. Another advantage of magazines is that the printing quality
and technical interest are of a high enough quality that much more intricate photos

might be submitted than would be possible for general newspapers.

4. Radio Publicity

Radio news is shorter than printed news and should be of more general
interest than expanded newspaper accounts, since the radio listeners do not have the
same choice of selection that newspaper readers have. They can turn the set on or off
or switch stations, but can only partially select what they hear or do not hear while a
station is on. Broadcast news, however, is timelier than printed news. It can be put on
the air rapidly and is of value in emergencies. Radio is useful for special features such
as news reports describing an international conference at the Dusit Thani hotel or an

interview with an interesting person.

5. Television Publicity

The amount of time available for television news is even more limited than
that for radio news, since there are fewer broadcasts, and fewer items can be used in
each broadcast. But television’s great need for visual material in its news broadcasts
has opened up many opportunities for public relations. Many TV stations welcome
short and immediate film exposures showing meetings, speeches, openings, contests,
awards, and similar public relations events. and the impact of these might be great. A
hotel may facilitate an area as a shooting location for a game show, movie, or drama so
that the hotel’s name and beautiful area can appear on the television screen and the

television viewers can recognize the hotel automatically.
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6. Open Houses and Tours

Since people give their time and attention to a tour of a house, or a hotel in
this case, the conduct of their visit would do best to be perfect. A hotel’s PR staff may
invite the media, famous personalities, or potential customers to be their guests. This is
a good opportunity for hotels to make friends with the media and public. Tours should
be arranged on special occasions to attract the attention of the media and public, such
as when a hotel reaches its tenth anniversary. The reward of the tour is that the guests
who participate can enjoy themselves, get an idea of the history of the hotel and be
impressed with the excellent service from the hotel’s staff. A hotel visit would be
immediately made a standard part of introductory training, since the process of
management is excellent and gave increased confidence in the hotel itself for the

guests.

7. Meetings

Getting a group of people together and talking things over is one of the
oldest communications media in history. A meeting has great power to communicate
with other people because it is a personal experience. One plan is simply to get
everyone together and then tell them something in lecture form, perhaps enlivened by
visual aids. An annual report meeting for stockholders or a mass meeting of employees
to announce a new policy 1s an example of a lecture meeting. Its weakness is that it is
one-way communication. Two-way communication avoids the sense of rebellion
caused by the imposition of one-way lecturing. Although the cost in training time and
man-hours of work lost are great, perhaps the effort is worthwhile if communication is

well established.
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Phases of Public Relations
Public Relations involves completing analysis and understanding of all the
factors that influence people’s attitudes towards an organization. It usually has eight

phases:

1. Analyzing the general climate of attitudes and the relation of the

organization to its system

Every organization functions within a system, and is dependent on
everything that happens to this totality. It is vital to understand as well as possible the
trends within this system and how the organization might be affected by them.

2. Determining the attitude of any groups toward the organization

This might be the employees, the customers, the media, or some other
segment of the public. When the attitudes are known, it is possible to see where the
organization is misunderstood and where its policies and actions are creating
unfavorable opinion.

3. Analyzing the state of opinion

Analysis would help in making plans to improve the opinion of the various

groups.

4. Anticipating potential problems, needs, or opportunities

From the analysis and surveys, it is possible to detect in advance what might

develop in the attitudes of various groups. Then plans or actions could be
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recommended to meet those circumstances at the most advantageous time and under

favorable circumstances.

5. Formulating policy

Analysis might indicate that certain policies of the company should be
modified to improve the attitude held by certain groups. Often the change involves

eliminating causes of misunderstandings and misinterpretations.

6. Planning means of improving the attitude of a group

With an understanding of what people thought of an organization and a
clarification of the organization’s policies on matters that affect public opinion, the
groundwork is laid. Next comes the programming of activities that would explain the
company and its products, would overcome misunderstandings, and would promote

good will.

7. Carrying out the planned activities

The tools of public relations are then employed to do the job in this phase.
With proper preliminary planning and guidance, these become the most tangible phase

of a company’s public relations activity.

8. Feedback, evaluation, and adjustment

Public relations both contribute to the changing conditions and are affected
by them. Therefore, it is important to constantly get readings from the public who are
being approached. These help to assess the results and developments, and to adjust the

public relations program, and often the entire policy of the organization accordingly.
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Related research in Thailand

Intratat (1985) studied the practical use of English for occupational purposes of
Chiang Mai University Dentistry graduates. The findings showed that the most
important language activity in the opinion of dentists was reading for both academic
and general purposes. Additionally, there was a significant difference in the amount of
English language used by dentists in relation to their places and types of work. The
dentists who worked for government organizations differ in the amount of English

language used from those who worked in private organizations.

Jiranapakul (1996) investigated the language needs for communication by Thai
engineers. The findings showed that from the operational and managerial engineers’
opinions, English was viewed as an additional factor in doing the job well and in
career advancement. Most operational and managerial engineers perceived that their
reading skills were better than listening, speaking and writing respectively.
Additionally, the operational engineers needed listening and speaking courses the

most; whereas the managerial engineers needed writing and speaking the most.

Khamnungsook (1989) surveyed the problems and wants in the learning and
teaching of English for Communication Arts at Bangkok University. The findings
indicated that a large number of students could neither apply English for
Communication Arts to the study of their major subject nor improve remarkably their
abilities in reading, writing, listening, and speaking concerning their major subjects in
English. Besides, the content of learning sheets was not relevant to students’ major
subjects, and was not research based. Also, learning and teaching aids were not
sufficient for use. Additionally, teachers neither informed students of their teaching
objectives nor did they employ various teaching techniques. Concerning the wants, the
respondents suggested that the content of English for Communication Arts should be a

mixture of students’ major subjects and students’ daily life. Moreover, various types of
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measurement should be used and scores should come from two sources, which were

class work and formal evaluations.

Khemateerakul (1996) investigated students’ needs and problems in using
English in the International Program of Bangkok University. She found that all
respondents perceived all skills as urgent needs, of which listening was needed most.
Students perceived all English skills whereas instructors’ perceived moderate problems
while writing and speaking skills as students’ greatest problems. In addition, both
students and instructors wanted listening skills to be emphasized in the Intensive

English course.

Suwaroporn (1997) studied the professional needs in English and the problems
of the nursing staff at King Chulalongkorn Memorial Hospital based on specific job
descriptions in the general practice of nursing. The findings indicated that all nursing
staff wanted English language courses. They expressed strong needs in reading,
especially reading texts, journals and any documents related to medical and nursing
areas in order to help plan nursing care. They also perceived a serious problem in
speaking. However, there was not a significant difference in the needs and problems of

English language used between nurse managers and clinical nurses.

Related research in other countries

Florence and Kate (1996) investigated the workplace English needs of textile
and clothing merchandisers who communicated in the international marketplace.
Through questionnaire surveys, telephone interviews, analysis of authentic
correspondence and visiting the workplace, a detailed understanding had been obtained
of the communication demands placed on merchandisers working in this business
environment. The survey showed that the use of written English was considerably
higher for both groups of respondents, while the use of spoken English was noticeably

lower. The fax was rated as the most common and preferred channel of communication
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followed closely by the telephone. The results from the telephone interviews also
confirmed that English was the principal language for written communication in the
workplace. Moreover, the interviewees expressed their concern about the need for

grammatical accuracy.

Kheng-Suan (1999) studied the English language skills used by new graduate
employees in their daily work in various departments in four banks in Hong Kong.
Through interviews with 16 new bank employees across these four banks and the use
of questionnaires, the researcher’s aim was to determine what proportion of their daily
communicative tasks was carried out in Cantonese and in English, and which English
language skills were used more frequently. An attempt was also made to determine the
extent of and reason for these employees’ difficulty in using English to carry out their
various tasks, and what kind of interest they had in undergoing English language
training courses. The study drew several preliminary conclusions about the language
divide between spoken and written discourse in banks in Hong Kong with Cantonese
used in spoken discourse and English used in written discourse, and the need for larger
numbers of bank employees who were fluent in both languages so as to achieve

maximum productivity.

Crosling and Ward (2002) studied the development and assessment of oral
communication skills in an undergraduate business and commerce curriculum.
Drawing on the results of a survey of the workplace oral communication needs and
uses of business graduate employees, it was argued that undergraduate experience in
formal presentation only was inadequate preparation for oral communication in the
workplace. The results indicated that, although graduate business employees may have
undertaken some formal presentations, most of their workplace oral communication
was informal in nature. Such communication was underpinned by a different range of

understandings and skills than those developed through formal presentation.
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Al-Khatib (2005) examined an exploratory study of the use of English by
tourism and banking personnel. The researcher attempted to examine the
communication needs of personnel in the workplace by shedding light on their
perceptions of needs, wants and lacks. Also he attempted to explore the workers'
attitudes toward English and the use of English in the workplace. The sample consisted
of 30 senior personnel who were equally distributed by type of work. The data was
collected by means of a questionnaire, interviews, and analysis of authentic workplace
texts. The results had shown that the workers' perceptions of their needs, wants and

lacks were greatly affected by their attitudes toward English.



CHAPTER III

RESEARCH METHODOLOGY

This study aimed to investigate needs and problems in the use of English by
hotel PR officers in Bangkok. The methods employed in this study were survey
questionnaires and semi-structured interview. This chapter includes information about
the population of the study, the pilot study, the validity and reliability of the research
instruments, the construction and structure of the interview schedules and
questionnaires, the administration of questionnaires and collection of data, and the

analysis of data and statistical devices.

Population of the study

The researcher limited the target hotels to be only the members in Bangkok of
the Thai Hotels Association, which is supported by the Tourism Authority of Thailand
(TAT). The respondents of this study were the hotel PR officers who have had 1-10

years of working experience in the target hotels.

Sample

The sample of the study included only hotel PR officers in Bangkok who have
had 1-10 years of working experience. They were selected by systematic sampling.
The sample size was determined by using Krejcie and Morgan table (Krejcie and
Morgan, 1970). The appropriate sample size in this study was 93 hotel PR officers who
were randomly sampled. By using this method, all the population of the target group

had an equal chance to be selected. The process for random sampling was as follows:
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1. Identify and define the population
The population in this study was the hotel PR officers who had had 1-10
years of working experience in the target hotels. The researcher limited the target
hotels to be only the official members of the Thai Hotels Association in Bangkok,
which was supported by the Tourism Authority of Thailand (TAT).
2. Determine the desired sample size
The population of this study was 122 hotel PR officers. Based on the
Krejcie and Morgan table (as presented in the Appendix A), the researcher needed to
manually calculate the sample size because the number of 122 did not appear in the
table. The calculation of the sample size was described as follows:
The sample size required to be representative of 120 hotel PR officers was 92.

The sample size required to be representative of 130 hotel PR officers was 97.

A 10 people increase in the population, led to a § people increase in the

sample.

The population increased 2 people (from 120 to 122),

The sample size wouldbe Sx2 = 1

10

Therefore, the appropriate sample size of this study was 93 hotel PR officers.
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1. Obtain a list of the population

The list of target hotels was sequenced according to the English alphabet. A
number was given to each name in order to select the sample randomly by using

lottery-sampling.

2. Start the lottery-sampling process.

After the researcher assigned consecutive numbers to each member of the
population, each number was drawn from a container so that every member of the
population had an equal chance of being selected. The researcher drew more numbers
than specified for the sample. This was because if some selected hotels could not be
located or they refused to participate in the study, the sampling process would not have

to be repeated.

After finishing the lottery-sampling process, the researcher administered the
questionnaires to the respondents of the study to investigate the needs and problems in
using English language skills, including listening, speaking, reading, and writing in

their occupations.

In addition to the questionnaires, the researcher also explored the
respondents’ opinions by using a semi-structured interview. Interviews are known as
reliable sources for gathering data on learner needs. Nunan (1992: 149-150) claimed
that the semi-structured interview has found favors with many researchers, particularly
those working within an interpretive research tradition because it is flexible and
provides access to other people’s lives. Ten hotel PR officers were randomly chosen
on the basis of their working experiences and their accessibility. All of them were
interviewed to elicit self-reports of their opinions and attitudes toward English using in

their occupations.
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The pilot study

The purpose of the pilot study was to test the effectiveness of the interview
schedules and questionnaires. The respondents in the pilot study were excluded in the

main study.

To design the questionnaire, the researcher conducted the preliminary
interview with 5 hotel PR officers who have had 1-10 years of working experience.
They were asked to clarify the job descriptions of hotel PR officers and for what job
related activities they usually use English. They were also asked about their English
language needs and the problems faced in their workplaces. The information from the

preliminary interview was used to design the tentative questionnaires for a pilot study.

Then, the tentative questionnaires were administered in a pilot study to 15 hotel
PR officers who have had 1-10 years of working experience. The respondents were
asked to comment on the questionnaires’ content to express their opinions or
suggestions concerning the questionnaires in general. Then, the questionnaires were

revised and developed according to the information obtained.

The validity of the questionnaires

The questionnaires were developed based on literature, research reviews and
the responses from the preliminary interviews with some hotel PR officers. Then, the
draft of the questionnaires was edited and revised according to the suggestion from the
thesis supervisory committee members. It was also tried out in the pilot study with
fifteen hotel PR officers. Therefore, it should be reasonable to claim the face validity

as the justification of the research instruments.
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The reliability of the questionnaires

To ascertain the reliability of the study, the questionnaires were analyzed for
reliability value by using Cronbach’s Alpha in SPSS program. The Cronbach’s Alpha
was frequently used to estimate reliability of questionnaires with rating scales. The

result revealed that alpha reliability coefficient of the questionnaire was .78.

The construction and structure of the interview schedules and questionnaires

In order to develop the interview schedules and questionnaires, the researcher
reviewed the literature in ESP, literature in public relations and hotel businesses, needs
analysis and previous research relevant to the scope of the study, and the information

obtained from the preliminary interview and comments from the pilot study.

The interview schedule

Semi-structured interviews involved the preparation of an interview schedule
that listed a pre-determined set of questions or issues that were to be explored during
an interview. The interview schedule served as a checklist during the interview and
ensured that basically the same information was obtained from a number of people.
However, there was a great deal of flexibility. The order and the actual working of the
questions were not determined in advance. Moreover, within the list of topic or subject
areas, the interviewer was free to pursue certain questions in greater depth (Nunan,

1992: 149-152).

The interview schedule was constructed to investigate the needs and problems
in hotel PR officers in Bangkok using the English language in their workplaces. The

interview schedule was designed to obtain the following information:
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1. general information of the respondents, such as age, position at work, place

of work, educational background, and working experience

2. job description of hotel PR offiCEIS

3. actual use of English in job-related activities

4. subjects’ opinions about needs and problems faced in their workplaces

5. subjects’ perceptions of the role and importance of English used in the

Public Relations field

The participants for the interview were 10 PR volunteers. 5 of whom have

worked in international hotels and the rest in local ones.
The questionnaires

The questionnaires were written in Thai in order to decrease problems of
ambiguity and misinterpretation. The items used in the questionnaires were both closed
and open-ended questions. The questionnaires were designed to obtain 3 parts of the

following information:

In part I, the questionnaires were concerned with general information about

the subjects such as age, educational background, and working experience.

The respondents were required to answer eight questions as follows:

Item 1 age

Item 2 the educational level
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Item 3 the university from which the respondents received their highest degree

Item 4 experience of the respondents in taking English courses additional to

those mandatory at their place of study

Item 5 duration of working experiences in hotel PR

Item 6 working experiences in hotel PR at international hotels

Item 7 type of the hotel at which the respondents are currently Working

Item 8 the four English skills used during work, ordered according to the

frequency of usage with indication of the reason why they use each skill

In part 11, the questionnaires were concerned with subjects’ opinions about the
needs in using English language skills including listening, speaking, reading, and
writing in their occupations. It consisted of 39 questions on the different aspects of the
practical use of English. The respondents were asked to rate the needs in using English

language skills in their occupations on a 5-point Likert scale as follows:

5 = very extensive need
4 = extensive need

3 = moderate need

2 = rarely need

1 = none or no need

In part III, the questionnaires were concerned with subjects’ opinions about
the problems in using English language skills including listening, speaking, reading,
and writing in their occupations. It consisted of the 39 questions on different aspects of

practical use of English. A Five-point Likert scale was used to rate the problems in
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using English language skills but there was an optional choice for the respondents who

did not find an answer that really reflected their situation. So they could choose N/A.

5 = very extensive need
4 = extensive need

3 = moderate need

2 = minimal need

1 = none or no need

0 = N/A (Not Applicable)

Administration of questionnaires and collection of data

The administration of questionnaires was conducted as follows:

The researcher contacted the Director of the Human Resource department or
the Director of Public Relations department of the target hotels to give information
about the objectives of this study. Some hotels were available to complete the
questionnaires by email. Therefore, the researcher attached the questionnaires and sent
to them via email. Some hotels, however, required the researcher to send a letter to
them asking for their permission and cooperation to collect data from their employees.
Three days after sending the letter, the questionnaires were submitted to the
respondents and collected by the researcher one week afterwards. The questionnaires

then were analyzed by using statistical devices.

In addition to the questionnaires or quantitative methods, the researcher also
used qualitative methods or semi-structured interview to strengthen the design of
survey questionnaires and clarify quantitative evaluation findings. In this research, a
total of 10 hotel PR officers were selected based on their working experiences and the
accessibility. They were interviewed in Thai. Seven of them were interviewed face to

face and three of them were interviewed by phone. Interview time varied in length
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from 20 - 30 minutes. It was necessary to ask permission from some subjects for a
follow up interview, as more information was sometimes required. The interview was
recorded by audio tape recording upon the consent of the interviewees. In the case that
the interviewees were not comfortable with the tape recording, note taking was used

instead.

Analysis of data and statistical devices

The data from the questionnaires were analyzed by computer using the
Statistical Package for Social Sciences (SPSS) to identify the needs and problems in
using English of hotel PR officers in their workplaces. The statistical devices used in

the present study were employed as follows:

1. Frequency distribution and percentage were used in the analysis of data

concerning personal information.

2. The Cronbach Alpha method was employed to ascertain the reliability of the

responses for the items which used a 5-point Likert scale.

3. Arithmetic mean was used to summarize the average level of English needs

and problems in using English by the hotel PR officers in Bangkok.

4. Standard deviation was used to measure the distribution of English needs

and problems in using English by the hotel PR officers in Bangkok.

5. The 5-point Likert scale was used to determine the degree of language

needs and problems in using English by the hotel PR officers in Bangkok.



CHAPTER 1V

FINDINGS

This chapter presents the findings of the study. Each finding is based on the
data obtained from the returned questionnaires and the interview. The research
questions formulated in chapter one serve as the framework for the presentation of the

findings. The findings are presented in 4 parts as follows:

Part I the description on general background of the respondents

Part II the findings of research question I, which was what English skills

most the hotel PR officers used while working

Part III the findings of research question II, which was to what extent the

hotel PR officers needed English in their professions

Part IV the findings of research question III, which was to what extent the

hotel PR officers had problems in using English in their professions

Part I : Description of the respondents

The number of returned questionnaires of the study was 88 out of 93,
representing 94.6 percent of the target samples. Questionnaire part I asked the
respondents to provide their general information, including age, academic background,

working experience, and the frequency of English skills used while working.
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N Minimum Maximum

Mean

SD

Age 88 23 38

28.67

3.91

As shown in Table 1, the age range of the respondents was between 23 and 38

years old. The average age was 28.67 years old (SD =3.91).

Table 2 Academic background of the respondents

Frequency  Percent
The highest degree
Bachelor degree 48 54.5
Master degree 40 45.5
Doctoral degree 0 0
The educational institutions from which they
graduated
University in Thailand using Thai in teaching-learning
activities 55 62.5
University in Thailand using English in teaching-
learning activities 15 17.0
University aboard 18 20.5
Extra English courses they had taken
Never 16 18.2
Taken in Thailand 52 59.1
Taken aboard 20 22.7
Total 88 100.0
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As illustrated in Table 2, the number of the respondents who received a
bachelor and a master’s degree are slightly different (54.5% and 45.5%, respectively),
while no respondents received doctoral degree. Most of the respondents graduated
from a university in Thailand using Thai language as a medium in teaching-learning
activities (55%). The number of the respondents who graduated from a university
abroad and a university in Thailand using English language as a medium in teaching-
learning activities are nearly the same (20.5% and 17%, respectively). Most of the
respondents had taken some extra English courses, which are not compulsory courses
in the university, at language institutions in Thailand (59.1%). Interestingly, some
respondents had taken extra English courses abroad (22.7%). However, 18.2% of

respondents presented that they had never taken any extra English courses.

Table 3 Type of the present hotel

Frequency Percent

Type of the present hotel

Local hotel 56 63.6
International hotel 32 36.4
Total 88 100.0

As shown in Table 3, most of the respondents are not currently working at local
hotels (63.6%), and are almost double in number to the respondents who are currently

working at international hotels (36.4%).
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Table 4 Working experiences in hotel PR

Frequenc) Percent

Working experience in hotel PR

1 -5 years 56 63.7 X =4.57
6 — 10 years 32 363 SD=2.94

Working experience in hotel PR at

international hotels

No 45 51.1
Yes 43 48.9
Total 88 100.0

As can be seen from the data in Table 4, the majority of the respondents have
had work experience in hotel PR for 1-5 years (63.7%). Only, one-third of the
respondents have had work experience in hotel PR for 6-10 years. The average number
of years of work experience in hotel PR of the respondents is 4.57 years (SD = 2.94).
Focusing on work experience in hotel PR at international hotels, the number of the
respondents who have never had work experience and the respondents who have had
work experience in hotel PR at international hotels are slightly similar (51.1% and

48.9%, respectively).

Part II : Research Question I

What English skills do most hotel PR officers use during working?

The respondents were asked to arrange four English skills used during working

according to the frequency of usage. The scale of the frequency of usage was rated and

interpreted according to the following criteria:



Scale

Mean range

3.50 -4.00
2.50-3.49
1.50 -2.49
1.00 - 1.49

Meaning

very maximally used
maximally used
minimally used

very minimally used

Table 5 The frequency of English skills used while working
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Mean SD

Listening skill 2.20 95

Speaking skill 2.69 1.04

Reading skill 1.99 1.05

Writing skill 3.11 1.10
Finding 1

As shown in Table 5, four skills are used unequally by the hotel PR officers.

The writing skill is most frequently used while working in maximal degree (X = 3.11,

SD = 1.10). Also, the speaking skill is used maximally during working (X = 2.69, SD

= 1.04). Next, the listening skill is used minimally while working (X =2.20, SD = .95).

However, reading skill is the least used English skill by the hotel PR officers (X =

1.99, SD = 1.05).

The following statements were the interviewee’s opinions about the frequency

of English skills used while working:

- All interviewees said that English is important for doing their job and career

advancement.
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(“Since the customer and media normally come from different countries,

it is very necessary for me to communicate with them in English”.)
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(“Most of superiors in my organization are foreigners. If [ have excellent

command of English, I will be promoted to the higher position”.)
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(“PR officers in some hotels have to compose the contents in the hotel
websites. They need to write them in both Thai and English because the visitors of

website can be Thais or foreigners”.)

- More than half of the interviewees answered that they used writing skill in

their daily work.
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(“Everyday I get hundreds of emails. Most of them are sent from the customers
or co-workers. So, I have to reply them in English because using English in email

correspondence is considered to be formal and professional ”.)
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(“One of my routine jobs is to compose press releases. I have to write them in

both Thai and English”.)

A<y =
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(“When I draft operation reports to my boss, I have to write them in English”.)

- The interviewees, especially hotel PR officers who worked at an international

hotel, said that speaking and listening skills were the most used skills required.
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(“I work closely with my boss. He is Singaporean. So, I have a chance to

practice English everyday. It is challenging”.)
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(“When we have the meetings, we normally discuss in English. All documents
present to the meetings will be prepared in English version because the committees of

the meetings are mostly foreigners, especially Americans”.)
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(“The hotel that I am working is the international hotel chain. Sometimes, I
have to attend the seminars to exchange the updated information with other hotels in
the chain. Since the participants of the seminar generally come from different

countries, English is chosen to be the language used in the seminar”.)
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Part III : Research Question 11

To what extent did the hotel PR officers need English in their professions?

Questionnaire part II asked the respondents to indicate the extent of needs in

using English skills in their professions. The scale of the extent of needs in using

English skills was rated and interpreted according to the following criteria:

Scale Mean range Meaning
5 4.49 —5.00 very extensive
4 3.50-4.49 extensive
3 2.50-3.49 moderate
2 1.50-2.49 rarely
1 1.00-1.49 none
Finding 2

The answers of research question 2 were presented as follows:

Needs in listening skills

Table 6 Types of listening needs

Mean SD
Conversation with boss or co-workers 3.11 1.36
Conversation with guests in person 3.83 1.21
Conversation with guests by phone 3.69 1.02
Conferences / Seminars / Lectures at hotel 2.90 .93
Conferences / Seminars / Lectures outside hotel 2.20 .76
Media inquiries 2.10 91

News reports / Press conferences / Interviews 2.25 91
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The results from Table 6 reveal that the respondents have an extensive need in
listening in conversation with guests both in person and by phone (X =3.83, SD = 1.21
and X = 3.69, SD = 1.02, respectively). They are required to listen to their bosses or
co-workers’ conversations to a moderate degree (X = 3.11, SD = 1.36). On the other
hand, they rarely needed listening for news reports, press conferences and interviews
(X =12.25, SD = .91), listening at conferences, seminars and lectures outside hotel (X =

2.20, SD =.76), and listening to media inquiries (X =2.10, SD = .91).

Needs in speaking skills

Table 7 Types of speaking needs

Mean SD
Conversation with boss or co-workers 3.07 1.28
Conversation with guests in person 3.80 1.23
Conversation with guests by phone 3.62 1.14
Conferences / Seminars / Lectures at hotel 2.77 .96
Conferences / Seminars / Lectures outside hotel 2.03 .67
Media inquiries 2.09 .97
News / Interviews 1.92 78

As can be seen from Table 7, the need of having a conversation with guests
both in person and by phone are the two highest speaking related activities required
extensively in their workplaces (X = 3.80, SD = 1.23 and X = 3.62, SD = 1.14,
respectively). The next two important activities that required speaking skills to a
moderate degree are having a conversation with their bosses or co-workers and
speaking at conferences, seminars or lectures at hotels (X = 3.07, SD = 1.28 and X =
2.77, SD = .96, respectively). Speaking at conferences, seminars or lectures outside

hotels (X = 2.03, SD = .67) and handling media inquiries (X = 2.09, SD = .97) are
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considered to be the activities for which the respondents rarely need speaking skills.
However, reporting news and giving interviews to improve the image of hotels are the
least needed speaking related activities (X = 1.92, SD = .78).

Needs in reading skills

Table 8 Types of reading needs

Mean SD
News / Interviews / Critiques 3.90 .85
Advertisements in published medias 3.39 92
Articles related to PR / hotel business 3.24 .86
Business letters / Emails / Faxes 4.51 .63
Invitation letters 3.89 .65
Notices inside your hotel 3.75 57
Contracts / Forms 3.02 .84
Organizational PR plans 343 72
Letters of complaint 3.66 77

It can be seen from Table 8§ that the most needed reading related activity, which
is needed very extensively, is reading business letters, emails or faxes (X = 4.51, SD
=.63) and the least needed reading related activity is reading contracts or forms, which
is needed moderately (X = 3.02, SD = .84). The result reflects that many reading
activity are rated in extensive need, including reading news, interviews and critiques
(X =3.90, SD = .85), reading invitation letters (X = 3.89, SD = .65), reading notices
inside your hotel (X = 3.75, SD = .57), and reading any letters of complaint or
recommendation from clients (X = 3.66, SD = .77). Moreover, the respondents had

moderate needs in following activities: reading organizational PR plans (X = 3.43, SD
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= .72), reading advertisements in published medias (X = 3.39, SD = .92), and reading
articles related to PR and hotel business (X = 3.24, SD = .86).

Needs in writing skills

Table 9 Types of writing needs

Mean SD
Press releases / PR news 4.56 .66
Business letters / Emails / Faxes 4.66 52
Invitation letters 4.22 5
Notices inside your hotel 3.89 92
Contracts / Forms 291 92
Organization PR plans 3.93 .79
Scripts / Speeches for events 2.99 .89
Operational reports 3.74 .89

As shown in Table 9, most of the respondents had a very extensive need in
writing business letters, emails or faxes (X = 4.66, SD = .52) and composing press
releases and PR news (X = 4.56, SD = .66). The next activities that need writing skills
extensively are writing invitation letters (X = 4.22, SD = .75), writing organizational
PR plans (X = 3.93, SD = .79), writing notices inside the hotel (X = 3.89, SD = .92),
and writing operational reports (X = 3.74, SD = .89). The needs to write scripts or
speeches for events and fill contracts or forms are the activities that required least
writing skills in performing jobs to a moderate degree (X = 2.99, SD = .89, and X =
2.91, SD = .92, respectively).
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Overall needs in using English skills of the hotel PR officers

Table 10 Needs in using all English skills

Mean SD
Need in listening skill 3.77 74
Need in speaking skill 4.01 1.02
Need in reading skill 3.67 81
Need in writing skill 4.43 75

As can be seen from the data in table 10, all skills are needed extensively.
While writing skill is the most needed English skill that the hotel PR officers used
while working (X = 4.43, SD = .75), reading skill is least needed (X = 3.67, SD = .81).
The respondents also expressed a strong need in speaking skill (X =4.01, SD = 1.02)
and listening skill (X =3.77, SD = 1.74).

The following statements were the interviewee’s opinions about needs in

listening and speaking skills of the hotel PR officers:

- The interviewees, especially those who are currently working at international

hotels, said that listening and speaking skills were required in various situations.
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(“Every morning I have to update my Japanese boss on the work schedule. We

discuss and plan it together”. )
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(“Foreign guests usually ask me about tourist attractions, exchange rate, or
special promotion of the hotel. So, I prepare the answers for these questions in

advance”. )
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(“As a PR officer, I had to coordinate with other departments such as Banquet
department, Reception department, or Marketing department. Some co-workers, who
worked in those departments, were foreigners. When I worked with them, I needed to

speak English”.)
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(“Many foreign guests usually called to our department to ask about the

promotion package after they visited our hotel website”.)

- Some interviewees mentioned that they usually contacted media or handle

media inquiries in Thai.
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(“Although I compose press releases in Thai and English, majority of media

are Thai. When we have conversation, we mostly use Thai to communicate’’.)
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(“If I talk to media in English, they probably feel uncomfortable to ask the

questions”.)
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Regarding to needs in reading and writing skills of the hotel PR officers, the

interviewee’ opinions were presented below:

- Most of the interviewees said that they were required to read business papers

frequently in their works.
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(“Lots of business letters are sent to our department. I spend several hours to

read them because most of them are in English”.)
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(“Some of the invitation letters are sent by fax. After I read them,

I contact them back to confirm, mostly in formal English pattern”.)
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(“Before doing my routine job, I have to check email first. The messages are

generally from foreign guests”.)

- Some interviewees said that they read international magazines to acquire new

vocabulary.
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(“We cannot stop learning new things, especially languages. We are not native
speakers, so we need to try hard to study new words. It will be beneficial for PR

works”.)

- An overwhelming number of the interviewees said that the writing skill was

the most needed English skill used by hotel PR officers.
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(“Composing press release is the main job of hotel PR officers. It is a good
channel to promote the hotel. It is necessary to be careful to check the contents

correctly because it will affect the image of the hotel”.)
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(“Whenever the hotel has a new promotion, I will prepare and produce the

document to send to media and to publish in the hotel website”.)
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(“Not only publish news of the hotel to public, but I also do PR inside my
office. The internal notices are usually written in English”.)
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(“Every time I contact with customers via email, I have to make copies of email

and send them to my Singaporean boss to approve. So, I have to reply email in English™.)
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To what extent did the hotel PR officers have problems in using English in their

professions?

Questionnaire part III asked the respondents to indicate the extent of their

problems in using English skills in their professions. The scale of the extent of

problems in using English skills was rated and interpreted according to the following

criteria:
Scale Mean range
5 4.49 —-5.00
4 3.50-4.49
3 2.50-3.49
2 1.50 -2.49
1 1.00 - 1.49
0 0-0.99
Finding 3

Meaning

very extensive
extensive
moderate
rarely

none

N/A

The results of research question 3 are presented as follows:

Problems in listening skills

Table 11 Types of listening problems

Mean SD
Conversation with boss or co-workers 2.57 1.12
Conversation with guests in person 3.27 .69
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Table 11 (Continued)

Mean SD
Conversation with guests by phone 3.32 75
Conferences / Seminars / Lectures at hotel 2.40 1.19
Conferences / Seminars / Lectures outside hotel 2.18 1.10
Media inquiries 2.18 1.58
News report / Press conference / Interview 2.20 1.47

As illustrated in Table 11, most of the respondents had moderate problems in
listening in conversation with guests both by phone (X = 3.32, SD =.75) and in person
(X = 3.27, SD = .69). Also, problem in listening in conversation with boss or co-
workers is moderate (X =2.57, SD = 1.12). However, they expressed that they had rare
problems when using listening skill with the following activities: listening at
conferences, seminars and lectures at hotel (X = 2.40, SD = 1.19), listening to news
reports, press conferences or interviews (X = 2.20, SD = 1.47), listening to media
inquiries (X = 2.18, SD = 1.58) and listening at conferences, seminars and lectures

outside the hotel (X =2.18, SD = 1.10).

Problems in speaking skills

Table 12 Types of speaking problems

Mean SD
Conversation with boss or co-workers 2.61 1.36
Conversation with guests in person 3.35 73
Conversation with guests by phone 3.53 .90

Conferences / Seminars / Lectures at hotel 2.52 1.45
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Table 12 (Continued)

Mean SD
Conferences / Seminars / Lectures outside hotel 2.16 1.47
Media inquiries 1.94 1.53
News / Interviews 1.83 1.60

As revealed in Table 12, most of the respondents had extensive problems while
speaking in conversations with guests by phone (X = 3.53, SD = .90). They had
moderate problems while using the speaking skill with the following activities:
speaking in conversation with guests in person (X = 3.35, SD = .73), speaking in
conversation with their boss or co-workers (X = 2.61, SD = 1.36), and speaking at
conferences, seminars and lectures at the hotel (X = 2.52, SD = 1.45). However, some
respondents had rare problems when using speaking skill in the following activities:
speaking at conferences, seminars and lectures outside the hotel (X =2.16, SD = 1.47),
answering in media inquiries (X = 1.94, SD = 1.53) and reporting news or giving

interviews to improve the image of hotel (X = 1.83, SD = 1.60).

Problems in reading skills

Table 13 Types of reading problems

Mean SD
News / Interviews / Critiques 1.84 .60
Advertisements in published media 1.69 Sl
Articles related to PR / hotel business 1.82 .58
Business letters / Emails / Faxes 1.65 .61
Invitation letters 1.59 .58

Notices inside the hotel 1.72 .61



61

Table 13 (Continued)

Mean SD
Contracts / Forms 1.74 49
Organizational PR plans 1.57 .50
Letters of complaint 1.65 .60

As presented in table 13, interestingly, the respondents indicated that they had
rare problems in all reading related activities. The reading problems can be presented
respectively as follows: reading news, interviews or critiques (X = 1.84, SD = .60),
reading articles related to PR or hotel business (X = 1.82, SD = .58), reading contracts
or forms (X = 1.74, SD = .49), reading notices writing inside the hotel (X = 1.72, SD
= .61), reading advertisements in international published medias (X = 1.69, SD = .51),
reading letters, emails, or faxes (X = 1.65, SD = .61), reading letters of complaint (X =
1.65, SD = .60), reading invitation letters (X = 1.59, SD = .58). Moreover, reading
organizational PR plans is rated as the least problematic reading related activity (X =

1.57, SD = .50).

Problems in writing skills

Table 14 Types of writing problems

Mean SD
Press releases / PR news 3.69 81
Business letters / Emails / Faxes 2.55 .55
Invitation letters 2.52 .82
Notices inside your hotel 2.74 75
Contracts / Forms 2.83 .82
Organization PR plans 2.59 .87
Scripts / Speeches for events 2.59 74

Operational reports 3.05 .79
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The results from Table 14 reveal that all writing related activities are
considered to be quite problematic for the respondents. Writing press releases or PR
news is rated as the most problematic writing related activity to an extensive degree (X
= 3.69, SD = .81). Other writing related activities are rated as moderate degree of
usage, including writing operational reports (X = 3.05, SD = .79), writing contracts or
forms (X = 2.83, SD = .82), writing notices inside the hotel (X = 2.74, SD = .75),
writing organization PR plans (X = 2.59, SD = .87), writing scripts or speeches for
events (X = 2.59, SD = .74), and writing letters, emails or faxes (X = 2.55, SD = .55).
However, writing invitation letters is rated as the least problematic writing related

activity (X =2.52, SD = .82).

Overall problems in using English skills of the hotel PR officers

Table 15 Problems in using all English skills

Mean SD
Problems in listening skill 2.57 .79
Problems in speaking skill 2.65 .85
Problems in reading skill 1.92 .61
Problems in writing skill 3.11 .84

The results from Table 15 showed that the writing skill is the most problematic
English skill that the respondents experience while working, rated as a moderate
degree (X =3.11, SD = .84). Also, the respondents had moderate problems while using
speaking and listening skills at work (X = 2.65, SD = .85 and X = 2.57, SD = .79,
respectively). However, the reading skill is rated as the least problematic English skill

in rare degree (X = 1.92, SD = .61).
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The following statements were the interviewee’s opinions about problems in

listening and speaking skills of the hotel PR officers:

- Some interviewees mentioned that they had problems when they had a

conversation with non-native speakers.
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(“I did not understand when I talked to Japanese tourists. They spoke with

their own accent. It was hard to understand what they said”.)
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(“Korean tourists asked me how to go to the Grand Palace. It took half an

hour to explain because we did not understand each other”.)
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(“I felt uncomfortable when I talked to Japanese guests. I was afraid that they

would get angry if I did not understand what they said”.)
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(“I spent my time for years to understand the Singaporean accent of my boss”. )

- Few interviewees said that while they spoke in English, they usually were

concerned with grammar, the level of language and politeness.
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(“Whenever I talked to foreigners, I got messed up in my head. So I spoke
slowly and haltingly”. )

) a’/ = Ao 9 = =1 o Av Io o ] ]
- “Fnsaniieani laguauun leendgifu asunnvavinndesyaes 15 i Ty
0 1Y Y o 3 o o
nasoen 11 e 1 lundmanadneniniin naeduawdnous”

(“Once I escorted VIP guests from Japan. I was so worried that I might use

inappropriate words. So, I didn’t talk much and just answered the questions”.)
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(“Every time I talked to foreign guests, I usually concerned about grammar.

If I used wrong tense, they might misunderstand what I said”.)
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(“Hotel PR officers were expected to satisfy the hotel guests. We needed to use
polite words with them even in serious situations. Politeness was very complicated for

”»
me .

The following statements were the interviewee’s opinions about problems in

reading and writing skills of the hotel PR officers:

- The majority of the interviewees said that they did not have problem in

reading.
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(“If I found difficult vocabularies, I would open a dictionary immediately”.)
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(“Sometimes, it was hard to find the meaning of slang words or idioms, it

would be helpful to have specific dictionary”.)

- Most of the interviewees mentioned that they had a problem selecting a

variety of lexical items and adjectives when composing a piece of writing.
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(“I want to use fashionable vocabularies in the press release of the hotel. But I

do not know much about that”.)
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(“Using old-fashioned vocabularies would make the hotel information

looks boring”.)

- Almost half of the interviewees said that the English courses taught in their

university were inadequate to prepare them for the workplace, especially in writing.
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(“The English course normally focused on format of the text. I wanted to

know more about the message inside that fixed format”.)
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(“It would be better to update English courses that would be taught in the
university. I never studied about email correspondence. I had to find out by myself

how to handle it”.)

- All interviewees mentioned that they would have been or would be pleased to
take English courses that are specifically designed for people who work in the hotel

public relations field.
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(“I wished English for hotel PR officers to be taught at the tertiary level one
day”.)
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(“If any universities opened English course for hotel PR officers, I would
certainly apply forit”.)
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(“I have been working with some new graduates. I have found that they had
problem when they used English. They were not confident to talk to foreign guests.

They spent long time to compose press release in English”.)
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(“I really want to take English course for hotel PR officers. It would be great if

the course started after working time”.)

In conclusion, writing skill was the most frequently used at work. Additionally,
writing skill was the most needed and problematic English skill that the respondents

experienced as well.



CHAPTER V

CONCLUSION AND RECOMMENDATIONS

This chapter presents a summary of the study, interpretation and discussion of
the findings, implications for course design, and recommendations for further studies

at the end of the chapter.

Summary of the study

In Thailand, the tourism industry is a major income source that has driven the
economy effectively. The tourism of Thailand has been successful in terms of
increasing the number of tourists and revenue generated. The number of international
tourists traveling to Thailand tends to rise continuously. The hotels in Bangkok would
have a great opportunity to welcome and directly contact international tourists. It is
very necessary to prepare and train all staff to communicate with international guests
by using English effectively and appropriately. The hotel PR officers are expected to
have an excellent command of English skills because their job responsibilities are to
publicize news and updated information of the hotel and establish good relationships

among the organization, media and public.

Additionally the number of international hotel chains is increasing. English
plays a significant role in the hotel business. Usually, the management executive teams
of the hotel international chains are foreigners. The staffs have to use English as a
medium to communicate in the hotel, especially the hotel PR officers that always work

closely with the management executive teams.

The purpose of this study is to investigate English authentically used by the
hotel PR officers, which echos their needs and problems. The results obtained from

this study may be used as guidelines for course designers to develop a specific English
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course for current hotel PR officers and the students who want to work as hotel PR

officers in the future.

The methods employed are survey questionnaires and semi-structured
interview. The samples of the study were the hotel PR officers who have had 1-10
years of working experience in the target hotels. 93 hotel PR officers were randomly
selected to be the participants to answer the questionnaire. Moreover, 10 hotel PR
officers were randomly chosen on the basis of their work experience and the
accessibility. All of them were interviewed to elicit self-reports of their opinions and

attitudes toward English in use in their occupations.

The data from the questionnaires were analyzed by computer using the
Statistical Package for Social Sciences (SPSS) to identify the needs and problems in

using English of hotel PR officers in their workplaces.

Interpretation and Discussion of the findings

What English skills do most hotel PR officers need for doing their work?

According to the data obtained, each English skill was used unequally. The
writing skill was rated to be the most frequently used skill in the domain of work. It
was relevant to the job responsibilities of hotel PR officers, who mostly used the
writing skill, including preparing the hotel’s information, composing invitation letters,

and producing internal journals (Saengpikul, 2003).

The writing and speaking skill were maximally used while working. This
finding was consistent with the study of Al-Khatib (2005). He found that the hotel PR
officers showed a strong tendency toward using writing and speaking skills more
frequently. This could be due to the fact that English serves a variety of functions in

the public relations working process. For example, writing appropriate and accurate
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business letters, e-mail messages and faxes, composing effective press releases,
handling telephone inquiries, dealing with tourists and co-workers in various
situations, all were carried out in English. Therefore, their chances to improve these
language skills would be much bigger than listening and reading skills that tended to

be used less frequently in their workplace.

Due to the fact that the number of international hotels has been increasing, it
was necessary to use English as a medium to communicate within the organization. In
this study, half of the respondents have had working experiences at international hotels
but only one-third of the respondents are currently working at international hotels.
Most interviewees, especially those who work at international hotels, revealed that
speaking and listening skills were the two most used skills required because they
worked together with foreign executive teams and they implemented plans sent from

the head quarters of the hotel (Poompanich, 1996).

The reading skill was the least frequently used skill. It was different from the
studies of Intratat (1985) and Suwaroporn (1997). Their studies investigated the use of
English for occupational purposes of Dentistry graduates and nursing staff. Their
findings showed that the reading skill was the most important used skill. This may
reflect the fact that people who work in health science, such as dentists and nurses,
need to read medical text books and journals. Most text books and journals in health
science are in English because these health care teams need to share updated
information and knowledge with other countries. While PR tasks normally focused on

written information and interpersonal contact.

To what extent do the hotel PR officers need English in their professions?

Interestingly enough, all English skills were rated in extensive degree similarly.

The writing skill was the most needed English skill. It was consistent with the study of

Florence and Kate (1996). They investigated the workplace English needs of textile
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and clothing merchandisers who communicate in the international marketplace. The
survey showed that the use of written English is considerably higher. It is possible that
the working style of merchandisers, who work in the international marketplace and PR
officers, were similar. They needed to contact international clients and prepare English

documents.

The respondents stated that the writing skill was extensively used when they
wrote business letters, emails, faxes, and press releases. They said that writing press
releases was one of the daily duties of the hotel PR officers. Newspaper was voted to
be the most popular media that the hotel PR officers always use because it was
published everyday with a great amount and distributed around the country. Another
advantage of the newspaper was that it had a variety of columns serving many kinds of
PR writings, including press release, photo release and gossip news. Hence, the hotel

PR officers should have the ability to write PR news in several styles.

The respondents claimed that they had to send emails in English very often at
work, even though the receivers are also native Thai speakers. English is considered as
the major language used in the Internet world. At the time this research was conducted,
the email was listed as the most common and preferred channel of business
communication while fax was not widely used as before. As the world changes, needs
have changed continuously as well. This is in line with Hutchison and Walter’s
suggestion (1987: 59) that “needs analysis should be a continuing process, in which the
conclusions drawn are constantly checked and re-assessed”. It will be beneficial to be

concerned with teaching guidance and practice email usage.

The average needs for the speaking skill was varied. Speaking at conferences
outside the hotel and giving interviews were ranked lowly. It might possibly be caused
by the respondents rarely attending conferences outside the hotel. Additionally, they

might not have the authority to give interviews.
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The findings of needs in speaking and listening skills were consistent. The
respondents extensively needed speaking and listening skills when they had
conversation with guests both in person and by phone, while handling media inquiries
was considered as the activity that the respondents rarely needed English for. This
could be due to the fact that the majority of media representatives are native Thai
speakers, and may find it easier to communicate in Thai. It was essential to use Thai to
show intimacy and a good relationship between PR people and the media. However,

English was used as a means of communication in the workplace.

The results showed that needs in reading skill were ranked highly in every
activity. Surprisingly, the reading skill was also rated to be the least used English skill.
These inconsistent results revealed that the hotel PR officers were eager to search for
new things all the time. Some interviewees stated that they attempted to update their
vocabulary by the use of articles related to the hotel business from international media.
It will be useful for them when they produced the information of the hotel. Using
appropriate language could reflect the good image of the hotel and it could catch the

attention of international readers who want to know more about the hotel.

To what extent do the hotel PR officers have problems in using English in

their professions?

Interestingly, the writing skill is not only rated as the most problematic English
skill, but it is also rated as the most needed English skill. The respondents indicated
that they had an extensive problem in writing press releases or PR news. It should
cause concern because needs in writing press releases or PR news was ranked highly.
Keeping this in view, the writing courses offered at the university level should target
on skills related to job needs and job functions to ensure that the learners were well
equipped with the required writing skills in order for them to perform at the
workplaces. Almost half of the interviewees revealed that the English courses taught in

the university were inadequate to prepare them for the workplace, especially in
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writing. In fact, the structure and format of written texts are very rigid. For example,
when they were taught how to write press releases, the lecturer focused too much on
the format of the text rather than the messages that need to be written. As a result they
could not apply what was taught when they did their writing in real working conditions
because they found that the formats vary and the important criteria in writing press

releases was the message and information to be conveyed.

In addition, the respondents gave the same opinions, that they had problems
selecting a variety of words and adjectives while composing a piece of writing. Due to
the fact that the respondents were non-native speakers, it was hard to find fashionable
vocabulary to draw the readers’ attentions as with native speakers. It would be helpful
and comfortable if there were a booklet compiling fashionable adjectives for uses in

Public Relations and Advertising.

The respondents indicated that they had moderate problems when using
speaking and listening skills while working. Surprisingly, in speaking and listening
skills, having a conversation with guests in person and by phone were the most needed,
and at the same time it was the most problematic activity, too. It may be caused by the
fact that they were not confident to use English in the conversation. Some interviewees
indicated that they had problems when they had conversations with non-native
speakers such as Japanese or Korean, more than native speakers. This could be due to
the fact that non-native speakers would speak in irregular dialects and accents that
were very difficult to catch the meaning of and respond to correctly. However, a
significant number of the interviewees stated that they were not confident to talk to

native speakers as well because they were concerned about grammatical errors.

Most of them found problem while speaking to upper level people. Generally,
the hotel PR officers must speak to the guests politely but it was very important to use
an appropriate level of language with the audiences in different status. This implies

that courses should be modified to make students prepare themselves for several
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situations in the real world. Useful solutions can be worked out from “the role play

simulations method”. It could prepare them to be ready for the real world.

The finding showed that problem in reading skill was ranked lowly. The
respondents indicated that they did not have problems in reading. Although sometimes
they did not understand some vocabulary, they could find the meaning in dictionary by
themselves. However, they mentioned that they had problems when reading some
articles using slang words or idioms for which they could not find the meaning in

dictionary.

From the findings, it could be interpreted that the respondents had a positive
attitude toward English. Although they graduated and received bachelor and master’s
degrees, they still had taken some extra English courses. They also indicated that it
would be helpful and useful if any language institutes open English courses that meet
the needs of people in different working fields such as English for the hotel PR
officers, English for secretaries, or English for engineers. They suggested that the
Human Resources department should support their staff to gain more knowledge in

English by inviting language specialists to teach them after working time.

Implication for course design

English for Specific Purposes (ESP) is an approach to organize the content of
the English courses that were relevant to the specific needs of specific groups of
learners. All decisions for selecting content and teaching methods are based on the

learner’s reasons for learning.

Hutchinson and Waters (1987) indicated that the purpose of an ESP course is to
enable learners to function adequately in a situation in which learners will use the

language they are learning.
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This study has been influenced by the work of Hutchinson and Waters. They
defined needs in term of “target needs” and “learning needs”. Target needs are
understood as ‘what the learner needs to do in the target situation, and learning needs
are what the learner needs to do in order to learn. The main concern of this study is an

analysis of the target needs of the subjects in the workplace only.

Due to the findings of this study, it is recommended that universities should
add English courses for Hotel PR officers in their curriculum. These courses should
also be created in accordance with actual usage of English for hotel PR officers’
communication. Not only English for hotel PR officers, but also the other fields such
as English for secretaries or English for engineers should be established in the

curriculum as well.

The following suggestions were based on the findings of the study:

1. ESP courses should add in the curriculum as the compulsory course or

selective course in the university.

For the first and second year students, English courses should be General
English in order to build the students’ confidence and improve the ability in using
English skills, including listening, speaking, reading, writing skills. The course should

focus on the grammar structure because it is the foundation of English.

For the third and fourth year students, ESP should take place as a selective
English course. Dudley-Evans and St. John (1998) stated that the use of authentic
material can make the connection between two worlds possible, the academic and the
professional, in a practical way. Adults need to obtain information they can apply
outside the academic world. Therefore, the content of the course should be based on
the activities that are related to the real working situation. The student should practice

their communicative skills in several ways including formal presentation, general
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conversation, business talk, writing specific papers, and corresponding via email. The
role play simulations method will prepare the student to know how to deal with real

problems in the future.

2. The organization should establish specific English course for their staff.
The Human Resources department should support their staff to gain more knowledge
and skills in English by inviting language specialists to teach them after working time.
The finding of this study might be used as a guideline for setting the English course for
hotel PR officers. Furthermore, the organization should encourage and empower them

to use English confidently.

Recommendations for further studies

1. Needs Analysis for ESP needs to be conducted in a variety of professions,

such as secretarial and banking personnel.

2. Needs Analysis is more interesting and reliable if an in-depth interview is

included in the methodology.

3. A larger sample size is recommended.

4. The relationship between variables needs to be further studied; for example,
the relationship between the descriptive data, such as the highest degree, years of
working experience, and the problems of using each English skill, including listening,
speaking, reading, and writing. Also, the relationship between those descriptive data
and the needs of each English skill is interesting. Moreover, the relationship between
the problems of using English skills and the needs of each English skill is highly

recommended.
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Appendix A

Table for determining sample size from a given population



Appendix Table A1 Table for determining sample size from a given population

83

N S N S N S N S N S

10 10 100 80 280 162 800 260 2800 338
15 14 110 86 290 165 850 265 3000 341
20 19 120 92 300 169 900 269 3500 346
25 24 130 97 320 175 950 274 4000 351
30 28 140 103 340 181 | 1000 | 278 4500 354
35 32 150 108 360 186 | 1100 | 285 5000 357
40 36 160 113 380 191 | 1200 | 291 6000 361
45 40 170 118 400 196 | 1300 | 297 7000 364
50 44 180 123 420 201 | 1400 | 302 8000 367
55 48 190 127 440 205 | 1500 | 306 9000 368
60 52 200 132 460 210 | 1600 | 310 10000 370
65 56 210 136 480 214 | 1700 | 313 15000 375
70 59 220 140 500 217 | 1800 | 317 20000 377
75 63 230 144 550 226 | 1900 | 320 30000 379
80 66 240 148 600 234 | 2000 | 322 40000 380
85 70 250 152 650 242 | 2200 | 327 50000 381
90 73 260 155 700 248 | 2400 | 331 75000 382
95 76 270 159 750 256 | 2600 | 335 100000 | 384

Note: “N” = population size

5(S”

sample size.

Source: Robert , Morgan, and Daryle (1970)



Appendix B

Questionnaire in Thai
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Appendix C

Questionnaire in English
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“An Analysis of Needs and Problems in the Use of English for Occupational

Purposes of hotel PR officers in Bangkok”

This questionnaire was created to explore opinions about needs and problems
in the use of English for occupational purposes of hotel PR officers in Bangkok. Your
answers will be extremely useful in presenting needs and problems in the use of
English among hotel PR officers. Data will be used in creating an English course for
hotel PR officers, and this English course will be more specific and directly useful for
persons who want to go on in this career. Therefore, please answer every question as
accurately and as carefully as possible. The researcher confirms that your information
and data will be confidential and data will be presented in group forms. Thank you

very much for your cooperation.

This questionnaire is divided into 3 parts:

Part I: General information of participants

Part II: Participants’ opinions about needs in the use of English language skills

including listening, speaking, reading, and writing in their professions

Part III: Participants’ opinions about problems in the use of English language

skills including listening, speaking, reading, and writing in their professions
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Part I: General Information

Please fill out your information and tick in the ( ) in front of statements, or

complete the missing data to record your information
1. General information

1.1 Age e, years old

1.2 What is your highest degree?
() 1. Bachelor degree or equivalence
() 2. Master degree

() 3. Doctoral degree

1.3 Where did you receive the highest degree?
() L. A university in Thailand using only Thai in teaching-learning
activities
() 2. A university in Thailand using English in teaching-learning activities

() 3. A university abroad

1.4 Have you ever taken any English courses?
( ) 1. No, never
() 2. Yes, I have taken an/some English course(s) at an/some institution(s)
in Thailand
() 3. Yes, I have taken an/some English course(s) at an/some institution(s)
abroad

1.5 You have had working experience in hotel PR for



1.6 Have you had any working experience in hotel PR at any international
hotels? (including the hotel where you are currently working)
( ) 1. No, never

()2, Yes, coovivninn. year(s)

1.7 Is the hotel where you are currently working international?
( )I1. No
( )2. Yes

1.8 Please put these 4 English skills in order from maximal use for your
profession to minimal use for your profession (4 = maximal and 1 = minimal)

() 1. Listening

() 2. Speaking

() 3. Reading

() 4. Writing

97



Part II: opinions about Needs in the use of English

Please put tick in the ( ) to reflect your information

2. As a hotel PR officer, to what extent do you need English in your profession?

98

Very

extensive

Extensive

Moderate

Rarely

None

2.1

Listening skill

Listen in conversations
between you and your
boss, supervisor or your

co-workers

2.2

Listen in conversations
between you and your

foreign guests in person

2.3

Listen in conversations
between you and your

foreign guests by phone

24

Listen at conferences,
seminars, lectures at your

hotel

2.5

Listen at conferences,
seminars, lectures outside

your hotel

2.6

Listen to any media

inquiries

2.7

Listen to any news
reports, press conferences

or interviews
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Very

extensive

Extensive

Moderate

Rarely

None

2.8 Other (please indicate).......

Speaking skill

2.9 Speak in conversations
with your boss, supervisor

or your co-workers

2.10 Speak in conversations
with your foreign guests in

person

2.11 Speak in conversations
with your foreign guests

by phone

2.12 Speak at any conferences,
seminars or lectures at

your hotel

2.13 Speak at any conferences,
seminars or lectures

outside your hotel

2.14 Answer media inquiries

verbally

2.15 Report news or give
interviews to improve the

image of your hotel

2.16 Other (please indicate)

Reading skill

2.17 Read news, interviews or

critiques
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Very

extensive

Extensive

Moderate

Rarely

None

2.18 Read advertisements in

published medias

2.19 Read articles related to PR

or hotel business

2.20 Read letters, Emails or

Faxes

2.21 Read invitation letters

2.22 Read notices inside your

hotel

2.23 Read forms or contracts

2.24 Read organizational PR

plans

2.25 Read any letters of
complaint or recommendations

from clients

2.26 Other (please indicate)

Writing skill
2.27 Write press releases or PR

news

2.28 Write letters, Emails or

Faxes

2.29 Write invitation letters

2.30 Write notices inside your

hotel

2.31 Write forms or contracts

2.32 Write organization PR

plans
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Very Extensive | Moderate | Rarely | None

extensive

2.33 Write scripts or speeches

for events

2.34 Write operational reports

2.35 Other (please indicate)

3. Overall, to what extent do you need English in your profession?

Very Extensive | Moderate | Rarely | None

extensive

3.1 Listening

3.2 Speaking

3.3 Reading

3.4 Writing

Part II1: opinions about problems in the use of English

Please tick in () to reflect your information

Please choose N/A when you do not find an answer that really reflects your
information. For example, you have not use listening skill in any conversation with
your boss / supervisors or co-workers. Then, you cannot explain problems that might

happen. Therefore, you might choose N/A.
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4. As the hotel PR officer, to what extent do you have problems in the use of English

in your profession?

Very

extensive

Extensive

Moderate

Rarely

None

N/A

4.1

Listening skill

Listen in
conversations
between you
and your boss,
supervisor or
your co-

workers

4.2

Listen in
conversations
between you
and your
foreign guests

in person

43

Listen in
conversations
between you
and your
foreign guests

by phone

4.4

Listen at
conferences,
seminars,
lectures at

hotel
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Very

extensive

Extensive

Moderate

Rarely

None

N/A

4.5

Listen at
conferences,
seminars,
lectures outside

hotel

4.6

Listen to any

media inquiries

4.7

Listen to any
News reports,
press
conferences or

interviews

4.8 Other (please

indicate)

Speaking skill

4.9 Speak in

conversations
with your boss,
supervisor or
your co-

workers
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Very

extensive

Extensive

Moderate

Rarely

None

N/A

4.10 Speak in
conversations
with your
foreign guests

in person

4.11 Speak in
conversations
with your
foreign guests

by phone

4.12 Speak at any
conferences,
seminars or
lectures at

your hotel

4.13 Speak at any
conferences,
seminars or
lectures
outside your

hotel

4.14 Answer media
inquiries

verbally
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Very

extensive

Extensive

Moderate

Rarely

None

N/A

4.15 Report news
or give
interviews to
improve the
image of your

hotel

4.16 Other (please
indicate)

Reading skill
4.17 Read news,
interviews or

critiques

4.18 Read
advertisements
in published

medias

4.19 Read articles
related to PR
or hotel

business

4.20 Read letters,
Emails or

Faxes

4.21 Read
invitation

letters
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Very

extensive

Extensive

Moderate

Rarely

None

N/A

4.22 Read notices
inside your

hotel

4.23 Read forms

or contracts

4.24 Read
organizational

PR plans

4.25 Read any
letters of
complaint or
recommendati
on from

clients

4.26 Other (please
indicate)

Writing skill
4.27 Write press
releases or PR

news

4.28 Write letters,
Emails or

Faxes

4.29 Write
invitation

letters
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Very

extensive

Extensive

Moderate

Rarely

None

N/A

4.30 Write notices
inside your

hotel

4.31 Write forms

or contracts

4.32 Write
organization

PR plans

4.33 Write scripts
or speeches

for events

4.34 Write
operational

reports

4.35 Other (please
indicate)
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5. Overall, to what extent do you have problems in the use of English in your

profession?

Very

extensive

Extensive Moderate | Rarely None

5.1 Listening

5.2 Speaking

5.3 Reading

5.4 Writing

Please indicate the reasons that made you have problems in using that

skill(s)

Thank you very much for your coordination



