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ABSTRACT

The main objective of this study was to investigate the needs and problems in using English
with foreigners of hotel front desk staff in five star hotels in Bangkok. It included investigating the needs
in using English at work, identifying the problems of using English of the hotel front desk staff, and
studying the ability in speaking and listening to English of the hotel front desk staff of 20 five stars hotels
in Bangkok.

A total of 180 subjects were selected by using a purposive sampling technique. To achieve the
objectives, the data obtained by questionnaires were analyzed by using descriptive statistics, that is,
arithmetic means, and standard deviation.

The research findings were as follows :

1. Regarding the respondent’s description, the result indicated that female respondents
outnumbered their male counterparts by 58.5 percent to 41.5 percent. The age range of 21 to 30 years was
the highest category (67.5%) whereas the range of 21 years and lower was the least (8.1%).

2. In terms of the need in using English with foreigners of the hotel front desk staff, it appeared
that most of which perceived English listening and speaking the strongest needs (34.1%) whereas
listening, speaking, reading and writing came into the second place (28.6%), and speaking the third
(25.2%)

3. Regarding the problems in using English with foreigners, the staff preferred to ask for help
from the one who was better in English. The strategies to improve English skills suggested by the
respondents were participating in seminar English films, listening to songs, radios and tape cassettes, and
reading the English newspapers. Specific vocabulary for hospitality services and the hotel’s providing
scholarship for the employees to attend specific programs were also derived.

4. Almost all of hotel front desk staff rated their ability in using listening (38.2%) and reading
(35.8%) skills at work in a primarily good level. The ability in using writing and speaking skills were
rated at moderate level (35.8%) and (35.0%), respectively. In addition, they agreed that English was very
important for their career; particularly they accepted English at work as an initial priority to help them do

their jobs well.



