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An analysis of needs, problems, abilities, and forms in using English oral communication of hotel front
office staff in Muang district, Loei province
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Abstract
The purposes of this research were: to identify the needs, problems, abilities and forms in using English for
oral communication of hotel front office staff in Muang District, Loei Province. Participants in this study were 43 front
office staff from 20 hotels and resorts in Muang District, Loei Province. The research instruments used was a five-
rating scale questionnaire and an English capability measurement. A mixed methodology was applied with both
quantitative and qualitative studies. Quantitative collected data was analyzed by descriptive statistics and a sample t-
test, while other qualitative data were analyzed by content analysis.

The research revealed the results in using English for oral communication at the significant level .05 as follows:
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1. Needs were mostly at the high level significantly different.

2. Problems were mostly at the high level significantly different.

3. Communicative abilities were mostly at the moderate level significantly different.

4. Forms and situations were mostly different.

In addition, the important research results reflected that the hotel front office staff did not properly

understand English and had social and cultural difficulties. The informal language forms were mostly used.

Therefore, the developing guide line, the English oral communication as well as social and cultural training courses for

English speaking countries should be provided to improve the potential of front office staff and organizations for

offering sustainable services in the future and to prepare the readiness for ASEAN Community in the year 2015.

Keywords: needs, pOroblems, abilities, forms
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