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Abstract

Rajamangala University of Technology Is a higher education institution in science and technology, pro-
fessional with the objective of managing education and promoting academic and advanced professions that em-
phasizes the practice of teaching research, producing professional teachers provide academic services to the
community society, sustain the arts and culture and preserve the environment. Rajamangala University of Tech-
nology Lanna Implements the quality assurance system for education as a tool for improving the quality of edu-
cation by focusing on creating quality control. And most importantly, the university considers that the quality as-
surance operation is a system for monitoring and evaluating performance in various areas of the university in
order to bring results to develop or improve the working process in the university to be more efficient.

Factors of success of educational quality assurance of Rajamangala University of Technology Lanna is
as follows: high-level executives pay more attention to educational quality assurance, quality assurance execu-
tives have knowledge and understanding in the quality assurance system, and have a commitment to operate,
be able to organize systems that can be linked to the administration and routine. The administrators and person-
nel in the university have a positive attitude towards the development of the university which affects the im-
portance of practice in order to achieve the overall success. Moreover, there is flexible management structure
that enables the transfer of educational quality assurance policies into practice.

The development of educational quality assurance operations of Rajamangala University of Technology
Lanna is as follows:

1. The importance of executives by communicating the importance and benefits of educational quality
assurance and also create understanding about educational quality assurance work and mechanisms for per-
sonnel at all levels to participate in the quality assurance of the university.

2. Management of educational quality assurance has clearly defined and communicated policies, direc-
tions and goals for educational quality assurance.

3. There is an information system that is conducive to the quality assurance system of education, and
motivation in educational quality assurance.

Key words : Educational quality assurance



RMUTL Journal of Humannities and Social Sciences

Vol. 6 No. 2 July-December 20I8

1. Introduction

National Education Act (1999) Amendment
(Section 2: 2002, Amendment (Section 3:2010), and
Ministerial regulations of Educational Quality Assur-
ance has established rules and guidelines for educa-
tional quality assurance within higher education levels
by educational institutions at the level of education,
providing an internal quality assurance system at the
faculty level and the institution is free to choose the
internal quality assurance system by adhering to the
principles of academic freedom and feel free to oper-
ate the educational institutions. In order to provide
effective education management and the develop-
ment of quality continuously, education standards of
higher education institutions are in accordance with
the context and the intention of the institutions and
together with higher education standards and various
standard criteria associated. Moreover the prepara-
tion to support external quality assurance and Inter-
nal quality assurance is divided into three levels: cur-
riculum level, faculty level and institutional level. The
internal quality assurance committee for higher edu-
cation Of the Office of the Higher Education Commis-
sion (OHEC) has created an internal quality assur-
ance system according to the Internal Quality assur-
ance guidebook of 2014.

Higher education institutions are very im-
portant for the development of the country and to
provide academic services to the society and to
maintain the arts and culture. There are many factors
that affect the quality of higher education institutions,
such as the quality of Thai higher education institu-

tions, which tend to be more different. The hope is

that higher education institutions develop knowledge
and produce graduates more responsive to the coun-
try's development strategies, whether it is to develop
the local manufacturing sectors or communities, and
to create international competitiveness. This includes
the cross-border education services provided by the
movement of students and graduates in the ASEAN
region. (Office of the Higher Education Commission)

National Education Act Amendment (1999)
Amendment (No. 2) (2002:29-31) defines the aims
and principles of quality and standards-based educa-
tion management in Chapter 6 standards and Quality
Assurance 4 ; Section 47. The quality assurance sys-
tem for education shall be developed to improve the
quality and standards of education at all levels, in-
cluding the internal quality assurance system, exter-
nal quality assurance system (section 48). The affilia-
tion agency and the educational institutions shall pro-
vide a quality assurance system within the education-
al institution and shall be deemed to be an internal
quality assurance part of the educational administra-
tion process which must be continuously carried out.
The annual report is submitted to the agency.

This is a great way to promote the quality
and standards of education, and to support external
quality assurance (section 49). The Office of Stand-
ards and Quality Assessment as a public organiza-
tion, it develops criteria for external quality assess-
ment in order to evaluate and assess the educational
management to ensure the quality of educational in-
stitutions, taking into account the aims and principles
and the educational guidelines at each level as pre-
scribed at each level as prescribed in this Act. Exter-

nal quality assessment of all educational institutions
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is assessed at least once every five years since the
final assessment. Providing assessment results to
relevant agencies and the public (section 50). The
educational institution shall cooperate in the prepara-
tion of various documents. Information related to ed-
ucational institutions as well as the personnel board
of Education including parents and those who are
involved with the educational institution, provide addi-
tional information that is relevant to the mission of
the educational institutions. At the request of the Bu-
reau of Quality Assurance and Quality Assessment,
or the person or organization outside the office that
certifies the external quality assessment of the insti-
tution (section 51). Where the results of external
evaluation of any institution do not meet the pre-
scribed standards, the Office of Standards and Quali-
ty Assessment make recommendations to improve
the agency. If this is not done, the Office of Stand-
ards and Quality Assessment shall report to the
Higher Education Commission to proceed with the
amendment.

Internal Quality Assurance has established
systems and mechanisms for the development, moni-
toring, and evaluation of educational institutions'
compliance with policies, goals and quality standards
in accordance with the standards set by educational
institutions and / or agencies. Internal quality assur-
ance is considered to be part of the continuing edu-
cation administration process. The annual report on
internal quality assessment is submitted to the Insti-
tute Council Agency and related agencies for consid-
eration and publicity, leading to the development of

quality and standards of education. Moreover, it can

be to support external quality assessment (Office of
the Higher Education Commission). External Quality
Assurance evaluates the quality of education man-
agement in order to monitor and verify the quality
and standards of education and educational institu-
tions at each level by the Office of Standards and
Quality Assessment (Public Organization) which op-
erated; the first external quality assessment (2001-
2005), the second external quality assessment (2006
-2010), the third external quality assessment (2011-
2015), and the fourth external quality assessment
(2016-2020). (The Office of Higher Education,
2010:3)

Rajamangala University of Technology Lan-
na is an institution of higher education in science and
technology. The purposes of education are promote
the academic and professional career that focus on
teaching, research, professional production and also
provide academic services to the social community,
preserve the arts, culture and the environment. It co-
vers six provinces in the north: Chiang Rai, Chiang
Mai, Lampang, Nan, Tak and Phitsanulok. Graduates
have been accepted to serve the social sectors for
more than 80 years. Many of the faculties are fo-
cused on professional education science and tech-
nology and professional teacher production. The fo-
cus is on producing graduates who practice ethics,
self-reliance. It is an academic focus for social and
local research that focuses on building knowledge
and innovation both national and international. Aca-
demic Services focus on knowledge transfer and in-
novation aims to enhance the quality of life of the

local community, and environment. It maintains the
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arts, culture, wisdom, balance of society and the
environment. It leads to stable and sustainable de-
velopment with unique local culture and innovation.
All under the same visions are the leading universi-
ties in professional and technology in the production
of graduate students and to enhance the quality of
life of local communities.

Rajamagala University of Technology Lan-
na implements quality assurance system for educa-
tion as a tool for improving the quality of education
management, emphasis is placed on creating quality
control mechanisms importantly, the university con-
siders that quality assurance in education is a sys-
tem for monitoring and assessing performance in
various fields of the University to develop or improve
the performance of the university, the objectives of
the quality assurance work are as follows;

1) The implementation of a quality control system
implementation plan; follow up results.

2) The process of monitoring the results of the plan.
The relevant agencies the University Quality Assur-
ance Office.

3) The process of evaluating the quality of the
course level, faculty / area / college and university.
This is a good way to improve the quality of educa-
tion and results as prescribed. (Office of Educational
Quality Assurance, Rajamangala University, 2017-
2020:13)

University Quality Assurance System and
the Quality Assurance Agency are responsible for
implementing the quality assurance system for inter-
nal education and driving various agencies. The uni-

versity has a systematic system of internal quality

assurance (2014-2018). According to the Office of
the Higher Education Commission, the guidelines for
the development of the quality assurance system for
higher education are set out in the next 15 years
(2008-2022), Higher Education Development Plan
No0.11(2012-2016), and Standard of Higher Educa-
tion and Curriculum (2005). The quality assurance of
education (2009) is set within three levels, namely;
the Faculty and the Institutional Level, with elements
of internal quality assurance, according to the four
faculties of Higher Education Institutions.

Quality assurance within the curriculum is
composed of six components: 1. Standardization, 2.
Graduate, 3. Student, 4. Instructor, 5. Assessment
of learners and element, and 6. the learning support.
Indicators and criteria for quality assurance of edu-
cation within the curriculum level promote student
development, the system of teaching process, num-
ber of professors per graduate student (especially
the thesis supervision is in accordance with the cur-
riculum standards). Academic performance, re-
search results of faculty members, media, teaching
aids, libraries and learning resources. Implementa-
tion of the National Higher Education Qualification
Framework including graduate qualification, it is de-
termined by the work or occupation, the publication
quality and publication of graduate students. The
quality assurance of education within the faculty
consists of five components: 1. production of gradu-
ates, 2. research, 3. academic services, 4. preserv-
ing arts and culture and 5. management. Indicators
and criteria for quality assurance within the faculty

are to cover the faculty's operation to support the
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instructional management of each course adminis-
tered by the faculty, including student activities, Stu-
dent Services Providing academic, research, man-
agement and quality assurance services to the facul-
ty. The quality assurance of education at the institu-
tional level consists of five components, namely; 1,
production of graduates, 2. research 3. academic
services, 4. preserving arts and culture and 5. man-
agement. Indicators and criteria for quality assurance
of education at the institutional level. The standard of
academic potential and readiness is the physical,
academic, financial, administrative, and academic
standards of higher education institutions provide
academic services to the society. The arts and cul-
ture.

The operational mechanism leads to the
success of the educational quality assurance of Ra-
jamangala University of Technology Lanna is as fol-
lows;

1. The involvement of personnel at all lev-
els and all units, both teaching and support units, in
the operation of educational quality assurance.

2. Participation of administrators at all lev-
els, such as the University Council considers and
provides feedback about configuring goals. The re-
sults of the evaluation of the quality of education
from the University Board of Directors and the Aca-
demic Council members who considered the determi-
nation of the indicators and the operational value of
the indicator. The Board of Directors are responsible
for the implementation of the quality assurance sys-
tem. Management is the quality of education, or the

development committee and the quality assurance

mechanism for education or the working group on
quality assurance in education.

3. There is a Board of Directors and a
Quality Assurance System for the University that
consist of relevant administrators, representative
from the faculties, agencies and students

4. Integration of quality assurance systems,
the internal quality assurance system of the Internal
Quality Assurance System of the five-year strategic
plan for the operation.

5. The Quality Assurance Office is respon-
sible for the internal quality assurance of education.

6. Understand quality assurance in educa-
tion by using knowledge management as a tool
through various activities such as seminars, QA Se-
ries, training, quality assurance, education and QA
News etc.

7. Creating and developing tools are facili-
tating data collection and self-report writing at the
Faculty and Institute level

8. Implementation of the results of quality
assessment at all levels to improve especially the
quality of university development plan at the Faculty
level and degree level follow-up audit results are
used to develop improvements.

9. Quality assurance incentives include the
RMUTL Best Practice Award, the RMUTL QA Award,
and the Quality Auditor Award.

Successful factors of quality assurance ed-
ucation at Rajamangala University of Technology
Lanna is as follows;

1. Top executives give priority to quality

assurance in education.
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2. Administrators who directly supervise
quality assurance have knowledge and understand-
ing in quality assurance system and be able to work
in a systematic manner.

3. Most of the administrators and staffs at
the university have a positive attitude towards uni-
versity development, which results in the importance
of the success of the community.

4. Quality assurance agencies at the uni-
versity level have good attitude towards the develop-
ment of quality assurance system and education
and continuous operation.

5. There are mechanisms for creating
knowledge and understanding in quality assurance
in education; discussion forum, suggestion, and de-
velopment of electronic tools for self-assessment
(SAR)

6. The implementation of quality assur-
ance in education is linked to the performance eval-
uation of academic staffs and support staffs.

7. There is a streamline management
structure that enables the transfer of quality assur-

ance policies into practice.

Factors affecting the development of quali-
ty assurance in education at Rajamangala University
of Technology Lanna is as follows;

1. Participation and understanding of quali-
ty assurance in the education of personnel are lim-
ited to the staffs assigned to practice. It does not
cover executives, teachers and staffs thoroughly.

2. The visions and knowledge / experience

in educational quality assurance at the administra-

tive level are also different, especially when transi-
tioning administrators at each level.

3. The university departments use the
quality assurance process with the PDCA cycle in a
robust and unequal manner, and some units have
not used the quality assurance process with the
PDCA cycle.

4. There is a misconception that quality
assurance in education is a document that is not
practiced in a natural way.

5. The information system is not capable
of efficiently utilizing the data for quality assurance
in education.

6. Motivation of the whole academic staffs
intrinsic and extrinsic support have not yet been im-
plemented.

7. Fatigue of personnel in multiple tasks.
In addition, many of the changes have been made
in the past like modification of staff responsible.

8. Limitations of Budget and Resource
Quality Assurance Implementation to achieve
achievement and the results of components and in-
dicators in internal quality assurance, curriculum lev-
el, especially the faculty administration, and the
learning element.

Development of educational quality assur-
ance of Rajamangala University of Technology Lan-
na;

1) The importance of management should
be as follows.

1.1 It should be communicated about the
importance and benefits of quality assurance in the

education of (the advantages and the disad-
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vantages). Benefits to current and future technical
and support personnel, especially the concrete bene-
fits create a positive attitude in quality assurance ed-
ucation.

1.2 Establish an understanding of quality
assurance in education as work done in the daily
routine. Part of daily work did not do some time en-
courage collaborators to work with goals. Applying
personnel with positive attitudes towards the quality
assurance system guided the members to see the
benefits of the quality assurance system.

1.3 Create mechanisms for all levels of
staffs to participate in quality assurance in the educa-
tion of the university and its agencies.

o Provide personnel with knowledge of the
quality assurance policy of the university and its
agencies.

o Understand the roles and responsibilities
of personnel in quality assurance.

o Personnel should be aware of the pro-
gress, quality assurance, and problem solving.

o Create opportunities for personnel to par-
ticipate in discussion and comment on educational
quality assurance.

o Provide opportunities for all personnel to
participate in the quality assurance process. Partici-
pating in meetings, observations, evaluations, etc.,
assigning personnel who do not use primary respon-
sibility to participate some time, such as attending
meetings to create information awareness and
strengthen quality consciousness, and training for

knowledge development.

o Clarification at the meeting of the unit to
reiterate the need for quality assurance education.

o The distribution of quality assurance work
to all people in proportion to the burden does not
burden a particular person or group.

2) Management of quality assurance in ed-
ucation should have the following guidelines;

2.1 Define and communicate policies, di-
rections and targets for quality assurance in educa-
tion at the beginning of the academic year, study the
indicators, and the quality assurance criteria for the
study of the annual budget planning.

2.2 Be aware of the university strategic
plans and mission plans by setting successful indica-
tors in order to achieve the achievement of the rele-
vant missions, which correlated with the criteria for
quality assessment of the educational system of the
University and the strategic plans.

2.3 Determine who is responsible or a
committee consisting of administrators and personnel
responsible for administering quality assurance in
education. Qualifications may be assigned to those
who have good knowledge of the quality assurance
system. To be driven quickly, the use of knowledge
management system to increase knowledge of quali-
ty assurance management education to other per-
sonnel in the organization if personnel have been
changed.

2.4 Use quality assurance process with
PDCA cycle in the operation of the agency. Develop
the PDCA cycle as well as fix the point that should
improve. It also strengthens the systematic future

planning.
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2.5 Organize systems and mechanisms for
monitoring quality assurance activities. Plan to follow
up at least two times a year. Determine who is re-
sponsible or the board to monitor the work. It also
supports tools that facilitate tracking of operations,
such as data reporting forms, and storage system.

2.6 Establish systems and mechanisms for
implementing quality assurance education are as
part of the work.

o Set standards and guidelines for daily
operations.

o Supervise the implementation of stand-
ards and guidelines.

o Documentation at the time of operation.
Do not back up

o Define criteria and goals for performance
measurement related to quality assurance.

o The use of the performance indicators of
the Office of Standards and Quality Assessment is a
criterion for evaluating the performance of the exec-
utives and personnel.

o The quality of education is a part of
competency, such as individual development, and
performance appraisal

o Support mechanisms that facilitate the
achievement of agency missions such as education,
research development, etc.

2.7 All agencies at all levels should partici-
pate in quality assurance programs for determining
indicators and goals determining the operating pro-
cedures.

2.8 Organize cross-agency coordination

mechanisms, especially with the central agency for

quality assurance to link the operation from the insti-
tutional level to the agency level.

3) Development of knowledge and under-
standing of quality assurance in education.

3.1 Organize activities to educate the edu-
cational quality assurance system.

o Organize various activities such as ori-
entation for staff meetings, the seminar, the ex-
change of learning, the training, the practical train-
ing, and the training of personnel in the course of
quality assessment.

o Expand the activities to cover all types
of personnel and all levels thoroughly, continuously
and consistently at the right time, such as the first
semester.

o Assessment of achievement and results
from the development of knowledge and under-
standing of quality assurance in education.

o Communication for quality assurance
activities in education.

o Define the content that all personnel
must know thoroughly and content for specific
groups about elements and indicators of quality as-
surance education.

3.2 Define the contents of the develop-
ment of knowledge and understanding of quality as-
surance in education covering the following topics;

o The importance and benefits of quality
assurance in education.

o Quality management system and educa-
tion.

o Implementation or guidelines for quality

assurance in education.
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o Meaning and measurement of education-
al quality assurance indicators of various quality
agencies, including: especially the contextual mean-
ing of the agency and how to achieve success and
the results of that indicators.

o The quality of education

o Self Assessment Report

o Examples or good practices in quality
assurance in both internal and external education.

3.3. Documentation or Publication, this is a
guide to quality education.

o Quality Assurance for Education

o Sample self-assessment report writing

o Good practice examples, such as writing
a plan, writing a self-assessment report, etc.

o Examples of operational procedures by
elements.

o Frequently Asked Questions point to be
aware of in each indicator interpretation issues are
ambiguous.

o Changes in practices or information
about quality assurance

o The schedule for the quality assurance of
education.

3.4 Organize a consultation mechanism for
quality assurance in education.

o Have (an advisor or mentor) for quality
assurance in the curriculum, faculty, institute and de-
partment level.

o There is (an advisor or mentor) from the
agency who is a good example of quality assurance

work in education.

o Organize activities to ensure the agency
before the audit, such as checking the self-
assessment report or criticizing self-assessment re-
port) before the audit.

4) Information system that facilitates the
quality assurance system of education with a stable
information system is easy to use, not complicated.
Data access and the information are accurate, cur-
rent and operational. Set up the system to track the
storage. The central information is delivered or the
data is accessible to the user.

5) Motivation in quality assurance in educa-
tion by organizing the activities. The department rec-
ognizes the importance of achievement and the re-
sult of the work in various fields including a good ex-
ample. It can support the implementation budget to
achieve the indicators. The return of personnel is
linked to the quality assurance of education, and the
workload of personnel in the quality assurance of

education.

2. Conclusion and discussion

National Education Act B.E. 2552 amend-
ment (No. 2: 2002), National Education Plan 2017 —
2036 and the national education standards 2018 fo-
cus on developing people and Thai society is the
strong foundation of the country. The 21st century
has a great deal of morale, ethics, respect for the
law, leadership, knowledge of Thai values and inter-
national contexts. Create a learning path of Thai peo-
ple. To be a learning society for innovation. To im-
prove the quality of life and society. The Office of the

Higher Education Commission meets the standards
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of higher education according to the national educa-
tion standards. To use as a mechanism to promote
quality assurance education and cover the results of
the students, Research and innovation Academic
Service for Society, Arts, Culture and Thai and man-
agement based on the potential and identity of the
institution. It emphasizes social responsibility and
can be monitored in order to achieve significant
goals. Educational management for graduates of
higher education has the characteristics of Thai peo-
ple in accordance with National strategies. The
standard of higher education consists of five stand-
ards as follows: 1. students achievement, 2. re-
search and innovation, 3. academic services, 4. Thai
culture and arts, and 5. management. Therefore,
Rajamangala University of Technology Lanna and
Higher education institutions must fulfill the obliga-
tions specified in the law. The supervision of the
ministry of higher education is in line with the stand-
ards of higher education. Standard of Higher Educa-
tion Curriculum Standard framework for national
higher education and other standards that the Minis-

try of Education has determined.
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Abstract

This research aims to analyze the language used by receptionists on how they verbally respond to
guests’ complaints at Si Phum Heritage Boutique Bed & Breakfast and to explain the reasons for violating the
communication principle. The researchers use Grice’s Conversational Implicature to analyze the responses to
the complaints from five receptionists working at the property. A descriptive method was used in this research.
The data were collected using a simulation technique; five common guest complaints were spoken to the five
receptionists. Then, their responses were recorded, rewritten, transcribed, and analyzed on the basis of Grice's
Conversational Implicature.

It was found that the receptionists gave different answers and they violated the different maxims of com-
munication as suggested by Grice. Some of them flouted all of the maxims while others did not at all, or flouted
only some of the maxims. This is because their responses were associated with Thai culture that is different
from that of the west or other cultures. The receptionists flouted the maxim of quantity the most at 76 percent,
then the maxim of quality and the maxim of manner equally at 44 percent. The lowermost is the maxim of rele-
vance at 24 percent. Even though the receptionists flouted the conversational maxims, the receptionists had ef-
fort and some knowledge in their responses so as to meet guests’ satisfaction.

Key words: Communication Problem, Conversational Implicature, bed & breakfast property, accommodation,

receptionists

Introduction

Mackenzie & Chan(2009) explains that a hotel has
been a place for people who are travelling for their
meetings, vacations, seminars, shopping, etc. At
present, there are many types of hotels in the hospi-
tality industry due to the size of rooms, facilities,

prices and other factors. They are, for example, city

hotels, resorts, hostels, boutique hotels, and bed &
breakfast properties. Nowadays, a bed & breakfast
has become very popular for many people because
they are inexpensive and provide new services
which are different from that of general hotels. Bed
& breakfast properties also provide breakfast of their

signatures. The charm of bed & breakfast hotels is
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that there are a small number of guests for lower
prices. Like other kinds of accommodation, Baker,
2001 suggests that the first people in a bed and
breakfast property who deal with guests are front
office personnel. Receptionists are especially ex-
pected to be friendly, professional, responsive and
able to perform multi-tasks as emphasized by
Baum&Odgers(2001). There are many key responsi-
bilities of receptionists including commencing in-
house duties and providing excellent customer ser-
vice. Bardi (2003)adds that they have to be able to
be aware of resolving guests’ complaints and keep
them satisfied. They also need to cater to requests
made by guests and ensure them a pleasant stay.
Generally, people expect to receive good service. If
guests are unhappy with the service they are receiv-
ing, they usually make complaints. People are of
different types which dictates how someone will re-
spond and behave in any given situation. It is better
if receptionists have taken all steps to ensure that
they have done their utmost effort to avoid com-
plaints. However, from time to time, a receptionist
has to deal with an upset customer. The challenge
is to handle the situation in a way that leaves the
customer with an impression because guests, who
are pleased with the service, as stated by Smith&
Wheeler(2002) can possibly represent as a passion-
ate brand advocate for a hotel. Moreover, handling
customers’ complaints, using language effectively, is
vital, especially the English language which is a me-
dium for international communication used in the

hospitality industry.

Pragmatic strategies in handling complaints

either direct or indirect expression is referred to the
use of language by people. He, Zhaoxiong(2002)
Verschueren,(1998) summarize that pragmatics is a
linguistic discipline that specializes on how people
employ graceful language for communication. Ac-
cording to the pragmatic perspective, all linguistic
phenomena, including the use of language, can be
analyzed. In the following, we are going to discuss
how people avoid explicitness in language from the
perspective of conversational implicature. Conversa-
tional implicature, namely, “hidden meaning between
the lines” and “an implied meaning” in its common
sense, was put forward by Grice (1975) in 1975.
Moreover, Shen Xiaolong (2003) terms the literal
meaning of a sentence as “sentence meaning” and
the specific context as “utterance meaning”. When
the two meanings are different, conversational impli-
cature will appear. People often convey other hidden
meanings more than literal meaning in a conversa-
tion with one of the purposes to try to avoid explicit-
ness in a language. According to Grice’s theory of
conversational implicature, the meaning of utteranc-
es can be described in two terms as entailment, nat-
ural or conventional meanings of utterance, and im-
plicature, non-natural or non-conventional meanings.
Dinnen Rosalynn (2013) studied Handling Customer
Complaints in the Hospitality by examining the en-
gagement and expertise of hotels in handling cus-
tomers’ complaints. The researchers interviewed
four and five star hotel managers in Scotland. The
findings reveal that encouraging customers’ com-
plaints and feedback should be seen as a way in

which to develop a better relationship with and re-
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tain customers. The results also confirm the im-
portance of having employee training in the area of

customers’ complaints.

Moreover, Ekiz Erdogan H. and others (2011)
conducted research on how to manage guest com-
plaints to find out the current complaint handling
practices in Hong Kong hotel industry, a well-
performing destination in complaint handling, and to
highlight factors influence organizational responses
to guest complaints. The data were collected from
self-administrated questionnaires which were sent to
hotel managers or front office managers who were
involved with guests’ complaints. The results showed
that most of the reported complaints were being han-
dled by managers or supervisors. Since employees
represent the hotel at that moment, hotels should not
let their employees look for their managers to offer
even a small atonement which will comfort dissatis-
fied customers standing in front of a reception desk.
The key to prevent such occurrences is empower-
ment. In hospitality, guests’ complaints should
properly be handled as Brown& Levinson (1978)
suggests that in case of delays in complaint resolu-
tion, reasons and justifications should be provided to
guests. A proper explanation of the situation may
prevent further annoyance of the guest who is al-
ready feeling frustrated, angry or even hurt. Although
having procedures are very important while dealing
with complaining guests, companies should not be
rigid as analyzing specific the situations. In other
words, as they are reacting to guests’ complaints,
individual circumstances of each case need to be

taken into account as suggested by Etzel and Silver-

man (1981) Fornell and Wernerfelt (1988). This flexi-
bility may create a positive environment in which
guests may be more willing to cooperate in the solu-
tion of their complaints. Above discussion leads to
the hypothesis that handling the complaints properly
will have a significant positive relationship with or-
ganization’s responses to guest complaints. To better
understand complaints, communication strategies are
also vital. Chen (2010) studied pragmatic strategies
on avoidance of explicitness in language to investi-
gate how people avoid explicit language in daily
communication. He used conversational implicature
to find pragmatic strategies used for avoidance of
explicitness in language and to analyze sorts of rea-
sons for the explicitness from the perspective of
pragmatics. It is found that the indirect expression of
language is a common occurrence in daily life and
avoidance of explicitness of language often plays a
crucial role in interpersonal communication. Indirect
expressions of language can not only avoid monoto-
nousness in straightforward communication, but also
can be regarded as lubricant of linguistic communica-
tion. Additionally, Vikry’s (2014) research titled “An
Analysis of Conversational Implicature in Iron Man 3”
aimed at classifying the types of conversational impli-
cature resulted from the non-observance maxims
which have been done by the characters in Iron Man
3. The data were collected from the dialogues taken
from the movie, estimated as implicature in data
cards. After analyzing the dialogues, the researcher
found conversational implicatures rising because the
utterances of the characters flout-observance max-

ims. They flouted the maxim of quantity in two dia-
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logues, the maxim of relation in two dialogues, the
maxim of manner in 5 dialogues, opting out the
maxim of manner in 1 dialogue, opting out maxim of
quantity and manner 1 dialogue and violating maxim
of quantity and manner in 1 dialogue. The writer al-
so found the existence of the two types of conversa-
tional implicature. Those were generalized conversa-
tional implicature in 2 dialogues and particularized

conversational implicature in 13 dialogues.

Similar to Vikry’s (2014) study, this research
is to analyze the Conversational Implicature, but of
the responses from the receptionists working in a
Bread & Breakfast property in that a small property
can be benefited in their daily operation, staff train-
ing, and to explain why the receptionists violate the
communication principle, which will be beneficial for
training at the property and perhaps at other small

bed and breakfast inns.

Objective

This qualitative study is to analyze the lan-
guage used when handling complaints by reception-
ists at Si Phum Heritage Boutique Bed & Breakfast
and to explain the reasons why they flout the com-
munication principle using Grice’s Conversational
Implicature concept. It is hoped that the research
will contribute to further trainings at Si Phum Herit-

age Boutique Bed & Breakfast.
Materials and Methods

This research used simulation as a tech-

nique to collect data. The simulation was conducted

to investigate the use of spoken language and the
spontaneous record of relevant data was implement-
ed in accordance with the aims and objectives of the
study. Therefore, the conversations between the
researchers outing as a guest and the receptionists
were used as a research tool for data collection.
The data were collected from five receptionists
working at Si Phum Heritage Boutique Bed & Break-
fast. The researchers design different conversational
situations between the receptionists and customers
to gather the data in two stps. Firstly, the researcher
would make complaints to receptionists and then
recorded their responses. The common complaints
were obtained from the property manager. Then, the
selected data were firstly transcribed into written
texts, and were classified into their types of maxim
violation based on Grice's Conversational Implica-
ture. Finally, the transcribed texts were analyzed

using “The Cooperative Principle.”

Theoretical Framework

According to Grice’s theory of conversational
implicature, the meaning of utterances can be de-
scribed in two terms as Entailment, which is natural
or conventional meanings of utterance and implica-
ture which is non-natural or non-conventional mean-
ings conveyed and understood implicitly through
hints. The meanings are variable depending on the
contexts according to Davis and Wayne(1998) Grice
(1975) describes that speakers intend to be cooper-
ative when they talk. His notion is called “The Coop-

erative Principle’ which is categorized into four prin-
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ciples or maxims as follows.

1. Maxims of Quality

- Do not say what you believe to be false. (i.e., “don’t
lie”)

- Do not say that for which you lack adequate evi-
dence. (i.e., “don’t say things which you can’t back
up”) One of the main uses of the maxims, aside from

describing how communication generally takes place,

is to signal the presence of indirect speech.
2. Maxims of Quantity

- Make your contribution as informative as is re-

quired. (i.e., “Don’t say too little”)

- Do not make your contribution more informative
than is required. (i.e., “Don’t say too much”) We usu-
ally assume that people are telling us everything we
need to know. If they don’'t say something, then we

assume they simply do not know that information.
3. Maxims of Manner

- Avoid obscurity of expression.

- Avoid ambiguity.

- Be brief.

- Be orderly.

4. Maxim of Relevance

- Be relevant.

This maxim is considered the most important since it
is responsible for preventing random, incoherent con-

versations lacking any continuity.

Common complaints made by the property’s

guests as used in this study

Complaint 1: “There’s no free Wi-Fi in my room?”

Complaint 2: “I cancelled my hotel room booking just

before | was supposed to check in.

Why can’t | get my money back?”

Complaint 3: “That’s not what it says (or looks like)

on your website.”

Complaint 4: “I'm supposed to pay extra for this?

How was | supposed to know?”

Complaint 5: “Are you having different foods? | want

something more special than this.”

After receiving the responses from the recep-
tionists at Si Phum Heritage Boutique Bed & Break-
fast in written texts, they were analyzed in details
using Grice's Conversational Implicature as a princi-

ple to show the violation of communication maxims.

Research Findings and Discussion

By using the simulation technique accompa-
nied by five common complaints, all data were rec-
orded from the receptionists working at Si Phum Her-
itage Boutique Bed & Breakfast. The result of com-
munication maxims is then shown in the following
table (Table1).

According to the findings, the researchers
found a number of implicatures in the dialogues
showing that the receptionists violated all of Grice’s
maxims which could interrupt efficiency of their con-
versations with guests. Overall, it is obvious that a
majority of the receptionists (76%) flouted the maxim
of quantity while only two-fifths of them flouted the

maxim of quality and the maxim of manner at 44%
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Table1 : Frequency and Percentage of Flouting the Maxims

Complaint Maxims of Quality Maxims of Quantity Maxims of Manner Maxim of Relevance
Compliant 1 2 out of 5 (40%) 2 out of 5 (40%) 0 out of 5 (0%) 0 out of 5 (0%)
Complaint 2 3 out of 5 (60%) 4 out of 5 (80%) 3 out of 5 (60%) 3 out of 5 (60%)
Complaint 3 2 out of 5 (40%) 3 out of 5 (60%) 3 out of 5 (60%) 2 out of 5 (40%)
Compliant 4 1 out of 5 (20%) 5 out of 5 (100%) 2 out of 5 (40%) 0 out of 5 (0%)
Complaint 5 3 out of 5 (60%) 5 out of 5 (100%) 3 out of 5 (60%) 2 out of 5 (40%)
Total 11 out of 25 (44%) 19 out of 25 (76%) 11 out of 25 (44%) 7 out of 5 (28%)

each. This implies that the receptionists may pos-
sess limited knowledge of the property and English
language. The lowermost flouted the maxim of rele-
vance (28%). This can be implied that they want to
save face of the guests.

The first simulated complaint was about Wi-
Fi connection. The guests asked for Wi-Fi because
they wanted to connect the internet signal on their
devices but they could not do so.

The simulation shows that 40% of the recep-
tionists flouted the maxim of quality and another 40%
flouted the maxim of quantity. None of them flouted
the maxim of manner and the maxim of relevance.
This points out that, all receptionists responded to
the complaints with relevancy and order but some
receptionists said for which they lacked adequate
evidence and did not make the required information
to guests. Thus, they flouted the maxim of quality
and quantity as one of the receptionist said “At Si

Phum Heritage all room are free Wi-Fi and when, but

but you have a problem might be a connect to system
Uhmm because I, | think every guest is used situation
same time”. This complaint should have not occurred
if the on duty receptionists had provided this infor-
mation at check-in.

In the second complaint, three receptionists
flouted the maxim of quality, the maxim of manner
and the maxim of relevance equally while most peo-
ple flouted the maxim of quantity at 80%. It is noted
that all of the receptionists flouted one or more max-
ims, which means that they did not understand the
complaint clearly because they could not respond to
the answer that guests would like to know as one of
the receptionists said “The policy my hotel. If you
book, if you book my hotel is cannot refund, before
you reservations. You can cancel before 7 days”.

Here, the guests wished to get a refund
since they canceled their reservations just before
their checking in. However, the receptionists could
not give a refund because the cancelling policy is
always and clearly written on the website. This can

occur because the website may not arrange infor-
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mation in good layouts. The guests might oversee
the canceling policy since it may be hard to find on
the website. Thus, the property should move “Cancel
Booking” icon to a better seen position on its website
and regard this problem as part not to be repeated
for future case in the manual policy. It is always a
good idea to have written policies to deal with differ-
ent levels of complaints for consistency and future
trainings.

The receptionists flouted all of the maxims in
Complaint Three as in Complaint Two though less
than the previous complaint. The receptionists flouted
the maxim of quantity and the maxim of manner at
60% equally. While 40% of them flouted the maxim
of quality and one-fifths flouted the maxim of rele-
vance. This shows that the receptionists were not
sure when giving responses to guests because they
answered the guests using their own feeling and did
not have information to support their responses as in
“May be this picture have just to decorate”. Some re-
ceptionists do not speak clearly; for example, “The
photo Ahhh the photo my room in the hotel is not
same in the website because Ahhh have problem....
Have problem in Ahhh Err in my website | think | is
recheck photo in your website again”.

In Complaint Three, the guests were dissatis-
fied with the condition of the property as they did not
look the same as the pictures on the website. In this
case the property should update the picture regularly
to its current condition. The receptionists have to be
sincere when communicating with the guests as For-
nell and Wernerfelt [10] stated that “a proper explana-

tion of the situation may prevent further annoyance of

the guest who is already feeling frustrated, angry or
even hurt...”

In the fourth compliant, the receptionists flout-
ed the maxim of manner at 40% and the maxims of
quality at 20%. This is because they did not speak
orderly and omitted some words. It is noted that all of
them flouted the maxims of quantity, while none of
them flouted the maxim of relevance. This number
indicates that the receptionists understand the ques-
tion but some of them did not give the required infor-
mation to guests; for example, “everything is free, not
to pay more,” and some receptionists make the con-
tribution more informative than is required as in
“When you book for Err when you book when you pay
when you pay is for room is my hotel is include every-
thing Ahhh we have it and water and coffee and tea
include in you room already.”

When considering Complaint Four, the guests
did not know they would have to pay extra apart from
the room rate. In this case, the property should pro-
vide extra information on their website on things a
guest can eat or use and explain this once guests
check in. This will ensure that the guests are not con-
fused

In the last complaint, all receptionists flouted
all maxims in this complaint. They flouted the maxim
of quality and maxim of manner equally at 60%. All of
them flouted the maxim of quantity and 40% flouted
the maxim of relevance. The reasons are similar to
Complaint Four, because they did not give the re-
quired information to guests and some receptionists
make the contribution less informative than is re-

quired; for instance, “No we have just this.” Some re-
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ceptionists say what is not relevance to the discourse
as “Sorry for your convenience this is some step food
from our hotel,” and some said that they were not
sure of the answer; for example, “At Err at heritage |
have breakfast just Ahhh mini breakfast for... the cus-
tomer because | have mini mini bar mini bar! For
cooking.”

The results revealed that the guests were not
satisfied with the food provided at the property and
wished to have different food, especially breakfast.
Once the property can alter its breakfast not to be
similar to that served at regular hotels, guests can be
more excited and look forward to the next morning.
This can become the signature of the property.

Even though the receptionists flouted the
conversation maxims due to their lacks of full
knowledge of the property and their limited
knowledge of the English language, it is shown that
the receptionists have effort and some language
knowledge to sort things out.

The cooperative principle for a good conver-
sation is a social rule. Grice’s maxims indicate that
men’s natural language isn’t normally ideal in good
communication, so is the language spoken by the
receptionists which may cause problems for the ser-
vice. Moreover, the property has not conducted
training sessions on required information. This is the
cause of ineffective language skills when responding
to guests’ complaints.

It was found that the receptionists flouted all
of the maxims in some complaints whereas they
flouted some maxims, or did not flouted any maxims

in others. It is therefore suggested that the property

focus on the educational background and their lan-
guage competency since they are important for a
front office position. Written policies must be set to
handle levels of complaints in order to build up con-

sistency for each occurrences and training sessions.

Suggestions and Application

Since training is crucial, the property should
train its receptionists before their first day of work
and periodically; for example, every six months dur-
ing the low season period, to make sure that they
understand how to appropriately respond to ques-
tions and complaints. Designed English courses
should include communication principles. Moreover,
they need to be tested to follow the development of
their training sessions. Incentives, rewards, and pro-
motions should be granted to the receptionists who
score well.

In the recruitment process, human resources
personnel should have language assessments and
interviews to test the candidates’ language ability.
The trusted and internationally recognized language
proficiency test such as TOEIC can be employed in
this stage with the minimum usually suggested for
the hospitality industry since the test is widely ac-
cepted and used in nearly all sectors of the industry.
Other equivalent English proficiency tests may also
be used in this process.

Furthermore, the property must have a sys-
tem in handling complaints set as standards for their
front desk staff to follow. This should include com-
plaints that guests write on websites or applications.

As guests’ orientation, in accordance with the stand-
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ards and principles set by the hospitality organization,
is vital as suggested by Kelly(1995) that the property
should employ a professional evaluator to check
whether the receptionists have improved their com-
munication skills after the training sessions from time
to time. It is necessary to test their progress to en-
sure better service quality.

Susskind and others (2000) point that organi-
zational support, which is another important factor to
improve the staff's working skills, involves two inde-
pendent dimensions; coworker support and supervi-
sory support. Thus, an owner of a property has to be
concerned with this as well as part of a communica-
tion improvement.

It is observed that the receptionists violated
some of the maxims such as the maxim of quantity.
Normally, Thai people would not like to say much to
people whom they are not familiar with. They are
sometimes too considerate and may think that they
would disturb the guests. However, guests, especially
those from the western world would like to get full
information. This is the issue of cultural awareness.

Thus, further research should be conducted
regarding cultural differences in communication which
can be beneficial to front desk staff. Skills in English
language are not enough without the understanding
of cultural differences, especially in ASEAN countries

which are involved with cultural diversities.
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Improving English for tourism and hospitality by teaching communication strategies to de-

scribe Thai culture-specific concepts
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Abstract

Describing Thai culture-specific concepts is a compulsory task in tourism and hospitality context. Howev-
er, with no equivalent English words and terms, these concepts are difficult to describe, particularly to people
from different cultural and language backgrounds. The objective of this research is to explain the value of teach-
ing communication strategies to help Thai students solve their communication problems and enhance oral com-
munication performances when describing Thai culture-specific concepts to Chinese students. The study was
conducted with 10 Thai undergraduates who volunteered to be partners of Chinese students in an academic
exchange program in Thailand. The data were collected in four phases: Phase 1 Pre-assessment, Phase 2 Di-
rect teaching of communication strategy, Phase 3 Independent learning, and Phase 4 Post-assessment. In each
phase, the participants were asked to complete the self-reflection questionnaires. The results showed that the
participants’ scores for describing Thai culture-specific concepts in the post-assessment were higher than those
in the pre-assessment, particularly in terms of fluency and vocabulary. Based on students’ self-reflection, they
appeared to have more difficulties in describing abstract concepts than concreate concepts. They tended to use
the taught communication strategies more frequently, particularly describing characteristics and properties. They
also found these CSs useful and wanted to take risk using more CSs. The study suggests that the combination
of direct teaching and independent learning enabled students to be more aware of the use of communication
strategies and therefore improve their oral communication performances in describing Thai culture-specific con-
cepts.

Keywords: English for hospitality, communication strategies, Thai culture-specific concepts,

1. Introduction skills in English and other foreign languages in these
Tourism and hospitality are important indus- industries. Many educational institutions in Thailand,

tries and rapidly growing economic sectors in Thai- therefore, have promoted practice of and experience

land. Consequently, there have been great demands in English language skills. Among the language skill

. — sets, oral communication training, in particular, has a
for graduates who have outstanding communication
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high priority in the hospitality context. According to
Leclerc and Martin (2004), hospitality-related work
deals mainly with on-site communication between
guests and hosts, where intercultural contexts exten-
sively occur. When hosts are interacting with foreign
guests from different countries and cultures, they are
required to speak clearly, deliver explicit messages,
and deal with some problem-related intercultural com-

munication (Blue & Harun, 2003).

Describing culture-specific concepts is a com-
pulsory task in hospitality. Hosts are inevitably re-
quired to explain a number of culture-specific situa-
tions and terminology, many of which are difficult to
equate to an English word or expression (Magablih,
Abulhaiha, & Saleh, 2010). These situations are usu-
ally challenging for people who have different lan-
guage and cultural backgrounds to understand. Mis-
communication may lead to a negative image and
reputation of the host countries. Perhaps, teaching
students strategies to deal with communication prob-
lems and establish mutual understanding in commu-
nication would enable them to describe and explain
Thai culture-specific concepts effectively and help

avoid misunderstanding of the message.

Communication strategies (CSs) are com-
monly known as language devices that help solve
communication problems and establish mutual under-
standing in communication (Do"rnyei & Scott, 1997;
Nakatani, 2010). Many types of CSs help compen-
sate for linguistic gaps and lead to the meaning being
conveyed successfully. According to Wongsawang
(2001), circumlocution involves describing the proper-

ties of and giving examples of unknown words. Ap-

proximation is employed when speakers replace the
unknown words with superordinate and related words
such as bowl/ for cup. Some CSs help keep the con-
versation channel open (Dc;'rnyei & Scott, 1997). For
example, lexicalized fillers (e.g., well, I think, and
that’s a good question) help speakers gain time to
think about what to say. Other CSs, such as asking
for help and asking for clarification, are known as
communication enhancers (Nakatani, 2010). They
help establish mutual understandings between the
speakers and interlocutors. With these significant
roles, CSs are recommended to be taught to improve
oral communication performance, particularly in the
English as a second language (ESL) and English as

foreign language (EFL) contexts.

Many previous studies have demonstrated the
usefulness of teaching CSs, especially increasing
learners’ awareness of strategy use, enhancing lan-
guage proficiency and acquisition, as well as encour-
aging positive attitudes towards communication
(Kongsom, 2016; Lam, 2010; Maleki, 2007; Nakatani,
2010). In the last decade, only a few research stud-
ies into teaching CSs have been conducted in re-
gards to the Thai context where English is taught as
a foreign language. These studies include Chuancha-
isit and Prapphal (2009), Konchiab (2015) and
Kongsom (2010). Most of them focused on deliver-
ing direct teaching (e.g., explaining usefulness of
each strategy), supported by practice using a variety
of CSs through communicative tasks. These studies
showed Thai EFL students were more aware of strat-
egy use. They also used CSs more effectively after

the CS training. In addition, Kongsom’s (2010) re-
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search showed that students had positive attitudes
towards the CS instruction. As can be seen, direct
instruction provides learners with guidelines for using
specific strategies properly while communicative
tasks help stimulate learning by applying their
knowledge to deal with communicative circumstanc-

es.

However, as recommended by Maleki (2007)
and Nakatani (2010), it is essential to promote inde-
pendent learning so that students can develop com-
munication strategies by reflecting on their own learn-
ing process and performance. Therefore, in develop-
ing effective strategy training, the current study com-
bined direct teaching and independent learning to
encourage students to bridge the gaps between for-
mal and informal learning situations, from classroom

to a real-world context.

2. Objective

The objective of this research was to explain
how teaching CSs help improve students’ oral com-

munication performances.

3. Materials and Methods
3.1 Participants

Participants were 10 male and female EFL students
at an intermediate level of English language profi-
ciency. They were from the Faculty of Business Ad-
ministration and Liberal Arts. They voluntarily partici-
pated in an international exchange program in 2016

as academic partners of Chinese students. These

students were invited to attend the current research
based on their willingness and availability. They were
informed about the purpose of the study, procedures,
their roles and intended outcomes of the study, be-
fore making a decision to be participants. Once they
agreed to participate, allocated study time and class-
room arrangement were negotiated. However, these
participants had the right to withdraw from participa-
tion and non-participation would not affect their stud-
ies as teaching were carried out as complementary
lessons for interested students, not as part of the
regular class.

3.2 Data collection methods
3.2.1 Pre- and Post- assessments

The Pre- and Post- assessments were a parallel per-

formance test, adopted from Konchiab
(2015). Each of them required students to describe
one abstract noun and one concrete noun and tell a
story about a Thai culture with the English speaking
teacher. The pre-assessment included “San Pra-
phum” (spirit house), “Wai” (Thai manner to pay re-
spect to others), and Loy Krathong festival (a kind of
water festival). The post-assessment contained
“‘Poung Malai” (Garland), “Alms giving” (Food offering
to monks), and “Songkran festival” (Traditional Thai
New Year). Their performance was rated, focusing on
five language features: fluency, coherence, vocabu-

lary, language structure, and pronunciation. This ru-

bric was adapted from IELTS speaking band scores.
3.2.2 Self-reflection questionnaire

A self-reflection questionnaire was used to track stu-

dents’ learning progress throughout the research pro-
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ject. It was comprised of three parts. The first part
involved open-ended questions asking about Thai
culture-specific concepts students described. The
second part included the rating scale of the frequen-
cy of CSs and the last part contained open-ended
questions about the results of using CSs. The partic-
ipants were required to complete the self-reflection
questionnaires after the pre-assessment, two lessons
of CS instruction, eight weeks of independent learn-

ing, and the post-assessment.
3.3. Framework of communication strategies

The framework of communication strategies was

adapted  from Do"rnyei and Scott (1997),

Wongsawang (2001) and Konchiab (2015). It com-
prises nine strategies that help speakers compensate
for linguistic gaps, stall time, and establish mutual
understanding. As outlined in Table 1, use of related
term, superlative term, describing characteristic and
property, giving an example, circumlocution, and lit-
eral translation are selected CSs to help compensate
for linguistic gaps. Lexicalised fillers are strategies for
stalling time while asking for help and confirmation
checking were taught to help students establish mu-

tual understanding with the interlocutors.

Table 1 Selected Communication Strategies and De-

scriptions

CSs Description

Use of related term

Using words that share semantic features, e.g., using “climate” for “weather”

Use superlative term

Using more general terms or broad explanation, e.g., using “tradition” for “merit making”

Describe characteristic/ property

Describing shapes, sizes, and materials, e.g., describing “krathong” as “banana leave cup”

Giving an example

Giving examples of the target words, e.g., “people such as aunt, uncle, and grandparents”

for “relatives”

Circumlocution

Explaining or defining a concept instead of saying the specific words, e.g., describing

“firework” as “something that we put the fire and it burst’.

Literal translation

Translating words by word from L1 to L2, and false cognates, e.g., using “the monk day”

for “Buddhist day”

Lexicalised fillers

Using gambits, e.g., “I think” or “Well’ to fill pauses, to stall, and to gain time when think-

ing what to say

Asking for help

Asking the interlocutors for clarification, repetition, e.g., “Could you repeat that?” and

“What do you call that?”

Confirmation check

Checking the interlocutor’s understanding, e.g., “Do you see what | mean?” and “OK, so

far?”
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3.4 Communication strategy instruction

This research combined two approaches to teaching
CSs. Direct teaching was delivered for two weeks,
followed by independent learning for eight weeks.
Direct teaching included two lessons, describing ob-
jects and explaining proverbs, which were adapted
from Konchiab (2015). Key activities were introducing
key CSs, language scaffolding, and practice with the
English speaking teachers. In independent learning,
students were required to explain Thai culture- spe-
cific concepts to their Chinese partners once a week

and complete the self-reflection questionnaires.

3.5. Data analysis

The process of data analysis was conducted
in two ways. Firstly, the scores of oral communication
performances from the pre- and post-assessments
were compared to explain the impacts of the CS in-

struction on the improvement in students’ oral com-

munication performance. Secondly, the transcription
data of students’ oral communication performances
were observed, utterances represent each CS were
coded, categorised, and extracted as examples to

explain changes in using CSs after the instruction.

4. Results and discussions

A comparison of students’ scores in the pre-
and post- assessments reveals improvement in stu-
dents’ oral communication performances after teach-
ing CSs. As shown in Table 2, eight of 10 students
improved their scores while only two had scores un-
changed. Among the five criteria for performance
evaluation, the majority of students were likely to im-

prove their scores of fluency and vocabulary.

Table 2 Students’ Scores of Oral Communication Per-

formances in the Pre- and Post- Assessments

Students | Fluency Coherence Vocabulary Pronunciation Grammar Total
Pre Post Pre Post Pre Post Pre Post Pre Post Pre Post

1 2 2 2 2 3 3 4 4 3 3 14 14
2 4 4 4 4 3 3 4 4 3 3 18 18
3 3 4 3 3 3 4 4 4 3 3 16 18
4 3 4 3 3 3 4 4 4 3 3 16 18
5 2 2 2 2 2 3 3 3 3 3 12 13
6 2 2 2 2 2 2 3 3 3 3 12 12
7 3 3 3 4 3 3 3 4 3 3 15 17
8 3 4 3 4 3 4 3 4 3 3 15 18
9 2 3 2 2 3 4 4 4 3 3 14 16
10 2 3 2 2 2 3 3 3 3 3 12 14
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These results are supported by examples of
transcription data. The majority of students appeared
to speak more fluently. As shown in Example 1, Stu-
dent A was only able to provide short answers to the
interlocutor’'s questions and sometimes left message
unfinished in the pre-assessment. However, in the
post-assessment shown in Example 2, Student A
tended to provide more information about the concept

with fewer turns.

Example 1: Describing “spirit house” in the pre-

assessment

Interlocutor: Ok, you got one minute to think about
the spirit house. What is that? What is
it like? What is it for? How do Thai
people use it? OK?

Student A: In my opinion I think it’s a building that
make the people ah pray pray for the
god of the own house that like so
something like that and...

Interlocutor: Where do people put it? Can you put it
in the garden in your house? Where do
you put a spirit house?

Student A: Ah.. We put it in the house but inside

the house.

Interlocutor:  Inside the house?

Student A: And ah may be we put it in the front of

the house.

Interlocutor:  In front too, Ok

Example 2: Describing “alms giving” in the post-

assessment

Interlocutor: Think about giving alms. What is it?

What is it done? Why the Thai people

do it? You got 1 minute to prepare

yourself ok?

Student A: Giving alms is Thai culture and tradi-
tion. We do to respect or to pray our-
selves. We do it in morning and we
are... do actually in the morning. The
monk will walk around maybe in front
of house so we can giving alms for
them and do it on the ceremony like
build the new house. We have to pray
and giving alms so we bring the monk
come to the house and give alms and
someday on Wednesday at midnight.
I’'m not sure but some midnight on

Wednesday it a lot of monk on the

street and we can go to make merit.

In addition, the observation of utterances rep-
resenting CSs from the transcription data showed
that the majority of students attempted to describe
Thai culture-specific concepts by describing charac-
teristic and property, giving an example, and circum-
locution more often. For example, in the pre-
assessment Student B described “spirit house” as “a
place to...for people... Thai people... Buddha Bud-
dhism people they respect the spirit’. This description
seemed unclear. However, Student B appeared to
use these CSs more effectively in the post assess-
ment by describing the characteristic and the function
of “garland” as “It’s made from jasmine flower or ros-
es...or another kind of flower and it is for give to peo-
ple you respect’. Furthermore, many students com-

monly used more general terms to describe concrete
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nouns in the pre-assessment while using more ap-
propriate word choice in the post-assessment. For
example, they used °‘little house”, “place” and
“building” to describe “spirit house” in the pre-
assessment while describing “garland” as “a wrench
of flowers” and “a circle of mixed flowers” in the post-

assessment.

The analysis of students’ self-reflection con-
tributed to three key findings. Firstly, regarding their
use of CSs across 12 weeks, students tended to de-
scribe characteristic and property more frequently
over 12 weeks while using little or no fillers. Second-
ly, in terms of Thai culture-specific concepts, they
were more likely to deal with difficulties in describing
abstract concepts (e.g., Fortune telling, Karma, and
Funeral) than concrete concepts (e.g., Tung, a north-
ern style vertical flags; Khantoke, a small dining table
shaped like a round food tray; and Buddha amulet, a
small Buddha statue worn around the neck). Lastly,
regarding the usefulness of CSs and plan in using
CSs, the majority of the students reported that de-
scribing characteristic and property, giving examples,
and using related words, as well as using gestures
were most useful CSs. Interestingly, students also
reported that they planned to use some other strate-
gies that they seldom used such as lexicalised filler

and clarification checking.

From the findings, it is likely that CS training
helped improve students’ oral communication perfor-
mances when they described culture-specific con-
cepts, particularly in terms of increasing fluency and
vocabulary. Fluency may have resulted from their

constant practice of and reflection on using CSs

when describing culture-specific concepts with their
Chinese partners in the independent learning phase.
Reflection on their own practice allowed students to
be more aware of their communication problems and
find their own ways to solve them. Also, they had
many chances to take risk experimenting with alter-
native CSs and gradually became tolerant to lan-
guage mistakes, and confidently stayed in the longer
conversation (Cohen & Dornyei, 2002; Manchon,

2000).

The most commonly used strategies were
describing characteristics and properties, giving ex-
amples, and circumlocution. Learning and practicing
to use these strategies allowed students to create a
wider choice of vocabulary to provide a clearer pic-
ture of what has been described (Wongsawang,
2001). Particularly, describing physical components,
properties, and characteristics also helped prevent
misunderstandings derived from cultural differences
(Littlemore, 2003). Using these strategies, therefore,
reflects students’ lexical resource which is one of the
positive features of oral communication performances

(Konchiab, 2015).

To conclude, the present study provides
some evidence to support the value of teaching CSs.
The combination of direct teaching and independent
learning appeared to raise learners’ awareness of
strategy usage and promote the effective and appro-
priate use of CSs to cope with communication prob-
lems when describing Thai culture-specific concepts.
Therefore, these two approaches to teaching CSs
should be integrated into the tourism and hospitality

education programs to improve Thai EFL learners'
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oral communication performances.
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Abstract

The current business environment is more competition, especially consumer goods. This paper seeks and
investigate the importance of branding and packaging for salted eggs products in Hin Khao Village by focusing
on studying problems and requirements of branding and packaging. In order to get the data to develop branding
and packaging style. And finish with the stakeholders' satisfaction evaluate on branding and packaging style of
salted egg products. The researchers used a participatory research method which learning and sharing process
including researchers, leaders, and members of the community. And using empirical examination from survey
data of customer, manufacturers, and government representative to analyze the least squares regression. This
analysis investigates the relationship between the variables on the seven assumptions and using median for the
satisfaction measurement of the brand and packaging that are designed and developed. The research found that,
the packaging type 2 that was developed on symbolic elements, form, color, and font style have a positive effect
on customer satisfaction. Moreover, the packaging type 3 that was designed and developed with respect to the
components of product protection has a positive effect on customer satisfaction. Furthermore, the packaging type
1 through 3 that was designed and developed with respect to the components of product identity has a positive
effect on customer satisfaction. Finally, from the mean comparing of brand satisfaction, we found that the re-
spondents were satisfied with the new brand model rather than the original model. The packaging design that
has a highest mean customer satisfaction is the packaging type 4. This article provides findings on the branding
and packaging development with the new changes, which the theoretical discussion, adoption, and suggestions

for future research.

Keywords: Product Branding Design and Development, Packaging design and Development, Products Satisfac-
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Abstract

This research had a purpose to study the guideline of packaging development for banana chips to competitive
advantage of Raweewan community enterprise of Maechai district, Phayao province. The data was collected by using
interview. The president and member of 10 person, and 30 consumer were target group for this study. The data anal-
ysis was content analysis. The results found that Raweewan community enterprise of Maechai district, Phayao prov-
ince had 10 members, had a division of work as production process, and pay attention to group member. They fo-
cused on the banana chips production. That consisted of 2 flavors as sweet and salty. It had identity some frame deli-
cious. For product price was same with competitor and distributed to merchants in the Phayao province and nearby.
In addition, they were open their own stores. Currently, the product was selected as One Tambon One Product 4 Star
and get a certificate from the Food and Drug Administration (FDA). Furthermore, the guideline of packaging develop-
ment for banana chips to competitive advantage considered target setting of the packaging to respond the needs of
customers properly. The new packaging emphasized on the design to demonstrate the identity of the product. For the

structure of the packaging was brown kraft paper. Reduce environmental pollution, recycle biodegradable and cost
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Development of processed banana packaging for woman’s group of Baan Mae Kurd Luang
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Abstract

Thai entrepreneurs are lack of knowledge and understanding on the use of packaging materials to suite
for marketing and packaging design with local identities to distribute as souvenirs to tourists. This research aims
to study product placement and packaging. To design and develop packaging to meet the needs of consumers.

And to create an archetype for the group of entrepreneurs to apply.

The results of the study found that baked banana with honey and sweet banana crisps, under the brand:
Mae La-or, focus on the main target who buy local souvenirs (Niche Market). The researchers therefore took the
prominence of local identity i.e. the architectural tourism attraction. The “Mae Sod — Myawadee border gate” is
located at the top of the mountain at the border. The identity colour scheme is yellow Champa (Thai flower).
There are 2 forms of graphic designs. The evaluating result of the designs from 2 groups of the experts of pack-
aging and entrepreneurs found that both groups figured the 2nd graphic design more than the 1st graphic design.

The researchers had adapted them to be the same theme.

In terms of material and structure, the Individual Package should use materials that can extend the shelf
life and ease of use, as well as the market position. Therefore, the entrepreneur is able to choose plastic bags
that depends on the desired shelf life for baked banana with honey and sweet banana crisps as follows: Lami-
nate Type 1 — transparent bags for 3 to 6 months shelf life, Laminate Type 2 — solid bags with aluminium in mid-
dle layer for 6 to 12 shelf life and Laminate Type 3 — solid bags with aluminium foil for 12 to 18 months shelf life.
The graphic can be printed directly on the bag or printed on a sticker. The baked banana with honey is divided
into 10 inner packages. Net weight is 250 grams in the folding carton with gable top. The package is made of
Coated Duplex Board and is designed to leave the trace after the first opening (Tamper Evidence). The shopping

bag is made of coated paper, 160 — 190 grams.

Keywords: processed banana, packaging, woman’s group of Baan Mae Kued Luang
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Abstract

Research Election behavior of people in Phichit province The objectives of this study were 1.) To study the election be-
havior of the people in Phichit province. 2.) Compare the election behavior of the people in Phichit province; and 3.) To study the
recommendations of the local government organization in the future. Quantitative data by using questionnaire Qualitative data
from key informants, in-depth interviews, are government officials involved in the election. Academic Politics Community leaders
Public sector representatives. Three groups were interviewed using self-generated interviews as a tool to collect data. The results

are summarized as follows.

X
The results showed that: The overall picture was very high ( = 3.85). When you go to vote, you are responsible for the
duties of Thai citizens. The lowest mean score was Always keep up to date with your local election information. For comparison,
public election behavior. It was found that people with different age, gender, and status did not differ in their education, occupa-

tion, income, personal relationship with the applicant. There was a statistically significant difference at .05 level in the community.

Study Suggestions Can be summarized as follows. Local governments should have the means to disseminate infor-

mation to the public about elections and governance to the fullest and most consistent. Secondly, the penalty should be repealed

in case of non-election. There should be measures to control the canvassing behavior that persuades them to vote too. The abil-

ity and performance of the group and the candidate is a key factor in the selection of candidates.

Keywords: election behavior, People
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Abstract

The research on Enhancement of Good Governance in the Democracy’s Way of Sri Tia Municipality,
Banthong Lamphun Province. Qualitative Research Data were collected by using interview as a research tool.
The researcher selected the sample of the sample with leaders who had experience in community management
and Leadership of Development .The most commonly accepted was the former two village leaders, 9 village
leaders, 6 community leaders, 5 people in the area, and a total of 22 people. The research found that the cul-
ture of the community was related to the democratic processes of cultural leaders. Sri Tia Sub-district had been
in the process of establishing a community based agreement with respect to seniority, create equality. There
were various committees in charge of overseeing the model of good governance through the democratic pro-
cess of leaders in the Sri Tia Sub-district. Conflicts of interest, determination of direction in government. Identify
individuals who will serve the local community. Respect for the principal rights of equality. Freedom and human
dignity Democratic rule holds that everyone had equal rights of liberty. Work through the Thai Local Governance
Project: A case study of the Sri Tia Sub-district Administration, Banthong District, Lamphun Province by Ana-
lyze the principles of good governance and the democratic promotion of leaders in Sri Tia District. Banthong
District, Lamphun Province, leader in Sri Tia Sub-district, had adopted the principles of good governance in the
management of the community in six aspects: 1) the rule of law 2) The moral. Promote moral awareness 3)
Main aspects of transparency. All projects are announced according to official procedures. 4) Participation Every
village leader takes part in every step of the way. 5) Responsibility is a collaborative team and 6) the main val-

ue. Focus on cost savings in working capital.

Keywords: The main good governance; the Democracy’s Way.
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Abstract

The objectives of this research were to explore the demand for elderly products and services and to
identify approaches for elderly products and services management of the public and private organizations in
Chiang Mai Province. The sample of this research included the elderly who were aged 60 years and over, resid-
ing in 25 Districts of Chiang Mai Province. Interview form was employed as an instrument in collecting data
from 398 elderly people by a Simple Random Sampling method. Data were then analyzed by Frequency, Per-
centage, Mean, Standard Deviation, and Chi-Square for the relationship between the demand for elderly prod-
ucts and services and the fundamental data. Findings indicated, it showed that the demand for elderly products
and services was averagely in the high level (3.64): health and anti-aging group (4.26), supplementary food/
healthy drinks group (3.97), financial service group (3.92), technology group (3.72), traveling group (3.37), and
consumer products group (2.58), respectively. And chi-Square for the relationship between the demand for el-
derly products and services and the fundamental in data Gender, education level, career and income with statis-

tical significance at the level of .05

Keywords: products, services, elderly
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Abstract

This study had the purpose to study factors that enhance good quality of life for the elders. The samples
in this study is the elders in Chiang Mai. The size of the sample was determined by the Cochran formula in case
of unknown size of population. Estimated proportion of interest in population is 0.5 of the desired population size.
The sample size was set to at least 384 people. The researcher increased the number to 3 percent to prevent
data discrepancies. Thus, data were collected from 396 samples. Multi-stage sampling was used. First, random
cluster sampling was used to divide the area into 25 sub-districts in Chiang Mai After that, collecting data by spe-
cific selection and the sample was aged 60 years or older and had good quality of life evaluate by WHO Quality
of Life-Brief-Thai. The instrument used for this study was the questionnaires with 5-scale of rating scales. It con-
tained with elders in 4 contents such as Health, Family, Social-welfare, and Economic. Content validity was veri-
fied by 3 experts. The reliability of Cronbach's alpha of each scales were found between .72 and .85 and the to-
tal reliability was .87. The data were analyzed using descriptive statistics and inferential statistics, such as t-test

for two independent sample groups and one-way ANOVA.

The study indicated that the general information of respondents were the elders 396 persons, married,
lived with their spouses with no children living with them, and used social-welfare for medical treatment. The fac-
tors contributing to good quality of life in health, family, public welfare and economic of the elders in Chiang Mai
had conclusion as follows: 1) The gender differences had no effect on quality of life in health, family, public wel-
fare and economy. 2) The different of ages had affecting quality of life in health, family, public welfare and eco-
nomic aspects significantly at 0.5 3) Different economic status affecting quality of life in health, family, public wel-
fare and economy by significantly at .05 and 4) Different exercise habits influence of quality of life on health

at .05 level of significant.

Keywords: Quality of life, Elders, and Chiang Mai.
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