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The objectives of this study are 1) to identify wheelchair assistant’s English
communication problems in listening and speaking skills at Suvarnabhumi Airport; 2) to
identify wheelchair assistant’s English communication needs in listening and speaking skills
at Suvarnabhumi Airport; 3) to identify wheelchair assistant’s English language learning
needs in listening and speaking skills. The research design of this study was a mixed
explanatory method. 103 WCAs were asked to complete the questionnaire. The questionnaire
was the principal instrument to collect quantitative data. Using the five Point-Likert scale to
analyze data using percentages, frequency, mean score, and standard deviation. However, to
obtain insights, a semi-structured interview was conducted to collect qualitative data. Lastly,
analyzing the data after the interview by using the content analysis process.
The study’s findings presented that 1) English communication problems in listening
skill were: understanding a message, accent, limited vocabulary repertoire, speed of
utterance. The overall problems in listening skill were at a high level (M=3.46, SD=1.08).
Meanwhile, English communication problems in speaking skill were small talk,
communication politeness, limited vocabulary repertoire, pronunciation, offering assistance,
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making inquiries, and grammar. The overall problems in speaking skill were at a medium
level (M=3.34, SD=1.09). 2) English communication needs in listening skill included
understanding a message, understanding various accents, improving vocabulary repertoire,
and improving listening skills. The overall needs in listening skill were at a high level
(M=3.84, SD=0.95). In contrast, English communication needs in speaking skills were
making small talk, using language politely, increasing vocabulary repertoire, developing
pronunciation knowledge, offering assistance, making inquiries, and developing grammar
knowledge. The overall needs for speaking skills were at a high level (M=3.87, SD=0.92).
3) The findings revealed that participants used language learning strategies at a moderate
level (M=3.44, SD=1.00). Meta-cognitive, memory, and compensation strategies were the
most used, respectively. However, participants sometimes used affective, social, and
cognitive strategies.
The study provided pedagogical implications of the study. Some recommendations for
administers, course developers, and instructors were discussed. Moreover, an example of the
course syllabus is provided for an English training course for wheelchair assistants.
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CHAPTER I
INTRODUCTION
This chapter provides the introductory information of the study. It consists of nine
main parts: background of the study, statement of the problems, research questions,
objectives of the study, scope of the study, definitions of terms, significance of the study,
limitations of the study, and organization of the study.
Background of the Study
Language is a medium of communication between people who are not only from the
same state but also between countries that have different languages. Baker and Jones (1998)
stated English has become a world language. It is widespread and spoken by many people
across the world. The demand for English has been expanding in almost all the fields
of international communication. The learning and knowledge of the English language has
benefited people around the world. English has attained the international language status with
the access of communication to almost all the parts of the globe. In the globalization era,
people seem to follow trends, and travel plays a significant role in life. It appears that English
communication is an essential tool when travelling.
Globalization and communicative practices have also paid attention to change in
communication contexts that result from the global flow of people beyond their national
borders (Duchêne, 2009 and Piller, 2011). The globalized phenomenon is likely to impact
peoples’ lifestyle, one of the enormous effects is on transportation, including tourism and the
service industry. In a country like Thailand, the tourism industry is one of the main economic
activities, and it has been the top money corner of Thailand. Consequently, tourism could be
interpreted as the primary function to solve the economic problem by increasing income and
creating jobs for people in this country. Royal Thai Embassy (2017) stated that the Thai
government introduced Thailand 4.0 in 2016. It is an economic model that aims to unlock the
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country from several economic challenges. The country moves away from heavy industries
and towards a value-based economy based on creativity, innovation, new technology, and
high-quality services. The service sector includes tourism which is the primary source of
income to this country. The Tourism Authority of Thailand (TAT) Governor, Supasorn
(2018) said, “TAT will launch a nationwide campaign to mark its 60th anniversary in 2020
with core messages highlighting the importance of responsible tourism and being good hosts
under the theme of “Next steps towards a sustainable Thailand.” He also adds that TAT
categorizes customers as a corporate, multi-generation, first jobber, lady, senior, family,
generation X, and Y are types of the domestic market whereas middle- upper income and
quality market are in the foreign market. The new market aims to promote long-stay tourists
and first-time visitors. This policy will enhance the balancing seasoning factor and generate
demand. In 2020, the total revenue of tourism income was boosted by 10%. A clear direction
has been set to drive the Thai tourism industry and keep the status as a preferred destination.
In addition, the Thai government has progressive policies in place to help the country
attain the position of “Thailand, a Hub of Wellness and Medical Services” within a ten-year
timeframe (2016-2025). The plan focuses on four major areas: wellness, medical services,
academic & medical center, and health products. Thailand identifies Medical and Healthcare,
including Affluent Medical and Wellness Tourism, amongst ten targeted industries to be
given a boost in accordance with the government’s “Thailand 4.0” plan.
It can be seen that the aging society has grown increasingly. United Nations (2019)
refers to the information from World Population Project the 2019 revision that people will be
over age 65 up from 9% in 2019 by 2050. The expected number of people age 80 years or
over will reach triple in 2050. Therefore, the major social transformation is derived from the
aging population implication for almost all sectors, including the demand for goods, services,
financial markets, and labor. Seniors are a dynamic group of travelers with a wide range of
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needs and requirements when they travel. The wellness and health demand of senior
tourists is expected to grow higher every year. This is a result of the aging population that
influences economic activities and affects the global economy. Most of the consumers from
the senior proportion are age between 50-59 years old. They are about to retire and
generally have higher savings compared to other age groups.
Moreover, they are looking forward to acquiring travelling with excitement and
pleasure after retirement. In an increase of trends, many seniors are now seeking a place to
obtain wellness services. Consequently, transportation has brought people to travel not only
for relaxation but also for wellbeing retreat.
Exceptional service in every area of business seems to draw their attention to spend
more money. It can be undeniable that travel abroad appears to be one of the activities
seniors prefer to participate in. Many seniors enjoy travel with safety and comfort. Most
older tourists inquire about having specific security while they are travelling, especially by
airplane. It can be said that seniors have few considerations to their physical condition.
Therefore, airlines offer help for seniors from arriving at the airport to getting to their final
destinations. Elderly passengers can receive special service under the supervision of airline
officers. These include gate checking wheelchairs, searches at airport security checkpoints,
airport formalities, and special assistance.
Suvarnabhumi Airport considerably is one of the optimal transport hubs in the world.
It handles approximately fifty-eight million passengers around the world every year. In
Southeast Asia, this airport is the major transfer hub and international transit point. It is clear
that Wheel Chair Assistants (WCAs) are directly involved with passengers and provide
special services. Moreover, they are responsible for pushing sick and elderly passengers
throughout the terminals. They use the English language in their workplace to communicate
with foreign passengers. Taking passengers to the immigration counter, boarding gate, transit
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area, restroom, shopping area, lounge, and arrival hall and providing some information while
accompanying them. With the high demand for using a wheelchair at Suvarnabhumi Airport,
Mr. Treeroj, a Special Service Department Manager of Thai Airways Company Limited,
shows the number of tourists who request a wheelchair in 2019. More than 228,000
wheelchairs were applied for passengers with low mobility, sick and elderly passengers,
including Thai Airways’ passengers and passengers from customer airlines.
As the significant number shows, WCAs need to communicate with many passengers
who are native and non-native English speakers from around the world. It is interesting to
consider that the English language plays a crucial role in WCAs’ jobs. One must
acknowledge that the English training program can improve their English proficiency in
developing language skills in the workplace. Recognizing their English learning strategies
can reveal helpful information on designing the English language training program because
language training courses should be designed based on their preferred language learning
technique. Therefore, language learning strategy delivers enormous benefit for those
concerned about conducting English language training for WCAs in the future. However,
giving convenience and safety is the top priority for them to achieve their work. It is
undeniable that effective communication also relates to their work performance. Lavy,
Aggarwal, and Porwal (2010) state that misunderstanding and confusion in English
communication come from language difficulties. Additionally, English competency is a tool
to understand WCAs and passengers in terms of safety awareness truly. Demirkesen and
Arditi (2015) claim that the government emphasizes safety regulations and training programs
due to non-native English workers confronting language challenges, little education, and
cultural work environment.
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Statement of the Problem
Listening and Speaking Skills Problems of WCAs
This study’s fundamentals are derived from the researcher’s perspective while
working with WCAs in 2001 at Don Mueang International Airport as a ground staff. The job
routine of WCAs is only involved with listening and speaking skills because reading and
writing appeared to be supervisors’ responsibility. From the researcher’s experience, WCAs
kept quiet several times while passengers talked to them or asked them a question. This
unsatisfactory action gave the researcher cause for concern. Frequently, WCAs tended to use
body language rather than verbal language. This could mean that they did not know how to
form sentences. Before constructing this research, a preliminary interview was conducted
with a small scale of WCAs in February 2019. Seventy-five percent of participants admitted
that they had English communication problems in listening and speaking skills. They want to
improve both skills to communicate with passengers better. Some of them mentioned that
they could not catch the utterance that the passenger delivered. This problem disturbed them
when they perform their job enormously. The mentioned problems included unfamiliar
accents and fast speech. For speaking skills, they perceived that it was hard for them to
construct the sentence.
Although WCAs’ primary job is to apply equipment, the Civil Aviation Authority of
Thailand (CAAT) requires that each airline arrange a safety training course for WCAs that
guarantee safe operation during dealing with wheelchair passengers. This means that English
communication for WCAs is essential, especially safety procedures, to avoid unexpected
accidents while giving special services to customers. English communication is a primary
tool for them to succeed in their task on safety precaution. It can be seen that listening and
speaking problems can cause mistakes if WCAs cannot understand what passengers said and
explain clear instructions for passengers. Moreover, listening and speaking skills can also
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impact WCAs’ working performance because passengers might complain and frustrate if
communication breaks down. On some occasions, they must provide extra service such as
helping passengers with their belongings, taking a passenger to the shopping area, lounge,
restroom, etc. Those activities require a good understanding and appropriate response.
Therefore, to know their problems in both skills, this present study proposes identifying the
possible issues they encounter at their workplace.
The Language Learning Needs of WCAs
As previously mentioned, English listening and speaking skills problems can cause
difficulties for WCAs when performing their work. To overcome these problems, they should
develop English language skills through learning a language. The many benefits of learning
language are undeniable, and the outcome of language learning can reduce the problems that
WCAs faced in daily job. Therefore, WCAs need to continue learning language both outside
the classroom and in the training course. The main consideration involves a group of WCAs
who are language adult learners. Unfortunately, there has never been an English training
course for them before. They have a low chance to attend regular English classes. Although
learning a language is the appropriate solution for them to become a successful
communicator, they have been away from the educational system for a long time. They
commonly may not be prepared to learn independently in any situation.
Consequently, the learning process of WCAs should be suitable and practical for them
to deliver acceptable learning outcomes. The method of learning English seems to be a
challenge and complicated due to several factors. As Brown (2016) states, students’ learning
process consists of homework, error correction, learning styles, and learning strategies.
According to Oxford (1990), language learning strategy means “steps taken by students to
enhance their learning.” When learning takes place, a learner finally develops his/her
proficiency and gains greater self-confidence. At this point, the researcher would like to
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emphasize language learning strategies used by WCAs because those strategies can support
WCAs to make advance progress in developing listening and speaking skills.
The Importance of Needs Analysis for WCAs
The English language used by WCAs is specific in terms of safety procedures and
service routines. Therefore, the needs in using the language of WCAs appear to be different
from the English language used by students or the general public. According to the
indispensability of the English language used in the workplace, it is worth mentioning that
English for Specific Purpose (ESP) plays a significant role for workers who utilize English in
their work field. Recognition of the needs of WCAs will bring a great benefit to themselves
in terms of acquiring more English knowledge to fulfill what they lack. In the area of ESP,
needs analysis is a necessary process to develop a learner’s skill. Strevens (1988) states that
ESP emphasizes the English language and meets specific learning needs related to the
content, particular disciplines, occupations, and activities. As he said, matching the needs of
the learner is essential for professions. To improve the WCAs’ English ability, it is necessary
to acknowledge their problems and needs using listening and speaking skills. According to
Hare, Cameron, Real, and Maloney (2013), workers’ English comprehension should be
assessed, especially for non-English-speaking workers. Therefore, this study aims to analyze
English language problems and the needs of WCAs, which rely on ESP. The results of this
study show the problems and needs of WCAs. Moreover, the ESP process must be brought to
manage the methods, collect data and evaluate results. It may only mean that general English
study might not be sufficient for WCAs.
As the researcher observed WCA’s work performance for one year, the researcher
realized that WCAs lacked the ability to speak and listen effectively. In workplace
communication, having good communication skills is the way to success, and good
communication skill consists of several elements such as grammatical, vocabulary, and
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pronunciation knowledge. Knowledge promotes proper English communication, which is
good-serviceable for the employee. To find out problems and needs in using the English
language of WCAs. It can be mentioned that WCA’s communication with the passenger is
more likely beneath referred concepts. In short, diagnosing all concerned items ESP (English
specific purposes) and Needs Analysis (focusing on Present Situation Analysis PSA, Target
Situation Analysis (TSA), and Learning Situation Analysis (LSA) responses to the final
research question. As WCA job’s descriptions, they need to use appropriate English language
to give passenger satisfaction and follow safety regulation. Consequently, English language
features directly concern the job characters, consisting of two main areas: speaking and
listening skills.
English Training Course for WCAs
This research is conducted to determine WCAs’ actual needs in terms of the learning
process, which identify language learning strategies since the concept of value-based
economy enhances labor to develop their skill. It is undeniable that English course plays a
significant role in improving English skills, thus knowing what problems they face and what
necessities they require to reveal the useful information to construct English training course.
The results from needs analysis offer several perspectives not only English communicative
used in the work place but also learning strategy used by WCAs. Regarding the English for
Specific Purpose (ESP) for WCAs has not been discovered in Thailand. Although there are
many research studies on ESP, it tends to be rare in the ESP area for WCAs. The study
emphasizes the English communication problems and needs in listening and speaking skills
and language learning strategy used by WCAs. In a country like Thailand, where English is a
foreign language, learning English is essential and practical to succeed in various workplaces.
However, the primary reason to conduct this research led from the idea that the English
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Language Teaching (ELT) paradigm willingly supports Thailand 4.0 policy in exploring Thai
labor skills.
Additionally, the concept of a value-based economy has been brought to encourage
this policy to improve Thai workforce ability. It is undoubtful that the language learning
strategy used by WCAs should be discovered to raise awareness and give a clue for those
who might be instructors or teachers. Moreover, it would be beneficial for Thai Airways to
utilize these findings and organize specific training programs for their staff. Developing their
English professional skills demands successful communications with foreign customers,
which will help promote Thailand tourism. There are six international airports plus many
international hospitals in Thailand. This influences the challenges and competitions
extremely high. Everyone must have a high level of education and have a special capability,
commonly called skill. The finding could help pedagogical realism prepare the program for
training specific education and provide a special course for Thai labor.
Research Questions
There are three research questions in this study.
1. What are wheelchair assistants’ English communication problems in listening and speaking
skills at Suvarnabhumi Airport?
2. What are wheelchair assistants’ English communication needs in listening and speaking
skills at Suvarnabhumi Airport?
3. What are wheelchair assistants’ English language learning strategies in listening and
speaking skills?
Research Objectives
The objectives of the study are as follows:
1. To identify wheelchair assistant’s English communication problems in listening and
speaking skills at Suvarnabhumi Airport.
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2. To identify wheelchair assistant’s English communication needs in listening and speaking
skills at Suvarnabhumi Airport.
3. To identify wheelchair assistant’s English language learning strategies in listening and
speaking skills.
Theoretical Framework
The theoretical framework explains the theories which define the key concepts in this
study.
Figure 1.1
The theoretical framework of this study

PSA
(Robinson,
1991)

TSA
(Hutchinson
& Walters,
1987)

LSA
(Oxord,
1990)

From figure 1.1, there are three theories involving needs analysis that reveal
the problems and needs English communication of WCAs and language learning strategies
used by WCAs. Present Situation Analysis (PSA) offered by Robinson (1991) shows what
learners are at the beginning of the course, learning experience, and English proficiency level.
While the Target Situation Analysis (TSA) proposed by Hutchinson and Walters (1987)
focuses on what learners should be at the end of the course and what learners should do with
the target language. Learning Situation Analysis (LSA), viewed by Dudley-Evans and St
John (1998), displays what learners’ preferences are in terms of learning styles, strategies,
and techniques. In this study, LSA identifies language learning strategies proposed by Oxford
(1990).
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Conceptual Framework
A conceptual framework displays what this study expects to find out and defines the
relevant variables.
Figure 1.2
The conceptual framework of this study

PSA

•Proficiency
•Weaknesses
•Stregths

TSA

•Necessities
•Lacks
•Wants

LSA

•Language Learning Strategies
•Direct Strategies
•Indirect Strategies

As seen from figure 1.2, firstly, Present Situation Analysis (PSA) shows the
background information of participants such as educational background, the level of English
proficiency, experience in learning a language. In this stage, it is essential to acknowledge the
obtained data because participants’ information exposes their weaknesses and strengths in the
English language. Secondly, Target Situation Analysis (TSA) concerns about occupational
requirements or what WCAs must know to master the English language at their workplace.
These are called necessities. Moreover, lacks are gaps between the initial language
proficiency of WCAs and what they require after finishing the English training course. TSA
also aims to wants of WCAs since their expectations reflect from their real needs towards
acquiring the English language when they communicate with passengers. Finally, Learning
Situation Analysis (LSA) involves with WCAs idea of language learning needs. In this study,
language learning strategies used by WCAs show the process of language learning, which is
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necessary for them to apply while learning the language. The obtained information of
learning strategies used would present a vital source for selecting different learning
situations. Language learning strategies consist of direct and indirect methods.
Scope of the Study
This study was conducted with wheelchair assistants working for Thai Airway
Company LTD at Suvarnabhumi Airport located in Samut Prakan, Thailand. The total
number of wheelchair assistants drawn from the population of 140. The subjects were 103
officers. The explanatory mixed-method design was used to combine quantitative
(questionnaire) and qualitative data (semi-structured interview). This study aimed to identify
the English communication problems and needs in listening and speaking skills and language
learning strategies used by wheelchair assistants.
Definitions of Terms
English communication problems refer to the difficulties WCAs have when
listening and speaking with passengers at Suvarnabhumi Airport. The problems were
measured by using the problems and needs questionnaire.
English communication needs refer to necessities that WCAs should know to fulfill
what they lack and perform their work professionally. Needs can be shown as something in
which WCAs want to improve, and they were measured using the problems and needs
questionnaire.
Language learning needs refer to WCA’s learning strategy, which assists them to
improve their English ability which was measured by using the SILL questionnaire.
Learning strategy refers to a technique that helps WCAs learn the English language
better and easier.
English communication problems in listening skills refer to difficulties in receiving
and interpreting foreign passengers’ English messages.
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English communication problems in speaking skill refer to difficulties to
deliver utterance correctly to foreign passengers.
Suvarnabhumi Airport means Bangkok International Airport, including departure and
arrival terminal, boarding gate, check-in counter, passenger lounge, and special case room
where WCAs perform their work.
Wheelchair assistants (WCAs) refers to officers who utilize wheelchair to provide
special care for needed passengers at Suvarnabhumi Airport.
Wheelchair passengers refer to the one who requests for wheelchair service such as
elderly, sick and disabled people departing, arriving, transiting at Suvarnabhumi Airport.
Significance of the Study
The great benefit from this study affects people in the workplace and those concerned
in the airline business and the pedagogical field. Firstly, it is quite suitable for WCAs who
will directly profit from the findings - raising their awareness to boost the English
communication ability in listening and speaking skills. The findings show their problems and
needs in English communication at their workplace. Moreover, the findings would improve
the Thai workforce’s quality in the English language, both airline business and wellness
industry such as an international hospital or nursing care. Secondly, Thai airways company
can maintain a standard of service and prevent complaints from passengers. Therefore, the
results of this study could provide critical information for designing the English training
course. The future course would directly respond to the WCAs’ actual needs and support
them when interacting with foreign passengers. The appropriate and polite interaction of their
staff would create passengers’ royalty and increase more satisfaction. To succeed in a highly
competitive business, it relies on employees’ performance, including soft skills such as
English communication competency.
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The findings’ implications would be discussed to rise over the needs and address
evident weaknesses to enhance career options and tourism management in Thailand. Finally,
the study will shed light on further studies on English for Specific Purposes (ESP) for an
organization involving people in the service business and creating an English training course
for them. The pedagogical activity would upgrade the Thai workforce’s professionalism and
uphold the Thailand 4.0 policy in improving Thai labor.
Limitation of the Study
This study emphasizes identifying the problems, needs, and language learning
strategies of WCAs work for Thai Airways at Suvarnabhumi Airport. The generalization of
the findings must be made with care and caution since the results may not reflect the whole
WCAs in other airlines. The study is carried out at Thai Airways Company Limited due to
accessibility.
Organization of the Study
This study is divided into five chapters.
Chapter 1: Introduction consists of the background of the study, statement of the
problem, research question, research objective, scope of the study, definitions of terms,
significance of the study, limitation of the study, and organization of the study
Chapter 2: Review of literature and relevant concepts regarding the tourism industry
and wellness business.
Chapter 3: Research methodology consists of quantitative and qualitative methods of
data collection and analysis.
Chapter 4: Results of the study will show the results from questionnaire analysis.
Chapter 5: Conclusion, discussion, and recommendation – giving a summary of the
research and discussing the findings’ conclusions. Recommendations for further study are
also provided.

CHAPTER II
REVIEW OF RELATED LITERATURE
This chapter describes the review of related literature including the following aspects:
1) Thailand 4.0, 2) Wheelchair Assistant’s working routine and job description, 3) The
problems of English listening and speaking skills, 4) Intercultural communication and speech
act, 5) English for Specific Purposes (ESP), 6) Need Analysis, 7) Relevant Research. The
literature review aims to explore related literature and research that provide a framework for
investigating WCAs’ problems, needs, and learning needs in English communication.
Therefore, in this study, the literature review focus on the theoretical background of English
for a specific purpose (ESP) and Needs Analysis (N.A.) based on three selected approaches,
including Target Situation Analysis (TSA), Present Situation Analysis (PSA), Learning
Situation Analysis (LSA) to examine WCAs’ problems, needs, and learning needs. Previous
studies related to needs analysis in tourism, hotel, airline industries in Thailand are also
addressed.
Thailand 4.0
An economic outline of Thailand 4.0 emphasizes solving the country from several
economic problems, resulting from past economic models which aimed to agriculture
(Thailand 1.0), light industry (Thailand 2.0), and advanced industry (Thailand 3.0). This
present principle includes a middle-income, an inequality trap, and an imbalanced trap.
Thailand 1.0 played an essential role in agriculture, which generated people’s income by
farmland and livestock. For Thailand 2.0, the domestic manufactures pointed out to light
industries with low labor cost. Changing the low-income to the middle-income nation was
noted in this model. As the stream of globalization affected to government’s policy, Thailand
3.0 focused on heavy industries, exports, and foreign technologies. Even though this policy
has been used for many years, it could not develop the income trap (Yoon,2016). The middle-
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income trap is a significant problem that has obstructed Thailand forward. Referring to Jones
and Pimdee (2016), Thailand 4.0 is a new economic policy to help the country step out of the
economic trap and move the country forward. After passing three phases, the government has
launched Thailand 4.0 to add value and balance society and the environment. This economic
model is crossing transformation. Information and communication technology are placing in
real life. The key success of the transformation is learning a new technology, so education
plays an important role.
Puncreobutr (2017) states that the knowledge should be given to society so that
Thailand 4.0 achieves success. Moreover, motivating and educating people must be
indispensable to Thai society from joint participation and cooperation between educational
institutions and the other concerned organizations. Job applicants must have communication
skills regarding companies need to maintain worldwide standard thus effective
communication is necessary, Missingham (2006).
In a global economy, it can be said that English language proficiency is a crucial
factor to success, including airline business. Grin (2001) states that economic development is
derived from the improvement of language proficiency. Nevertheless, there has been a gap
between basic English Core Curriculum and what is used in workplace communication. Ken
(2017) mentions that “The English language is an important tool to drive Thailand 4.0, but an
English language curriculum fails to produce English competent students. Compared to
neighboring countries, Thailand is in low ranking”.
Due to Thailand 4.0 policy on a value-based economy concept, English language
proficiency plays a significant role in increasing the Thai workforce’s value, especially in the
service industry. The stream of globalization brings people to travel more easily. In Thailand,
Thai Airways is the national carry frag which many employees work in different
responsibilities. One of the essential duties is Wheelchair Assistants (WCAs), who provide
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special help. In this study, WCAs have been noticed as a group of workers who use the
English language in the Airport. With high challenges and tough competition in international
business, it is essential to elevate English language skills for non-native English speakers
working in the airline unit. The areas of English Language Teaching (ELT) and English for
Specific Purposes (ESP) can respond to Thailand 4.0 policy. By preparing the Thai workforce
to find the root problem so that the organization can also prepare them to gain more English
ability and become well-qualified future members of the workforce in the 4.0 era.
Wheelchair Assistants
This study’s participants were Wheelchair Assistants (WCAs) working for Thai
Airways International Airlines at Suvarnabhumi Airport, Thailand. The company background
should be mentioned to show how WCA relates to this study. Thai Airways International is
Thailand’s state-owned national flag carrier. Thai Airways International Public Co. Ltd.
engages in the airline business that transports passengers, goods, parcels, and postal through
air transportation. The company was founded on August 24, 1959. The government
established the company in 1960 as a joint venture between the now-defunct domestic carrier
Thai Airways and Scandinavian Airlines System. The company is one of the five founding
airlines of the Star Alliance, the world’s most significant airline partnership. It also runs Thai
Smile Airways, a wholly-owned low-cost carrier, and holds about 40% stake in Nok Air, the
country’s second-largest budget airline.
Every airline must assist passengers with disabilities in navigating passengers through
different portions of the airport. This includes helping disable/elderly passengers from the
check-in counter to the passenger boarding gate where the flight is departing, including the
security/immigration checkpoints, and onto the aircraft to their seats. On arriving flight,
assisting passengers from their aircraft seat through the airport to immigration formality, the
baggage claim area, custom checkpoint, vehicle pick-up location, and connecting flight (if
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they have a connecting flight). Thai Airways assists passengers with disabilities who are
navigating the airport and the airport’s key function areas (ex. ticket counters, baggage claim,
etc.) without extra charge. Therefore, WCA plays a crucial role in this particular service. The
Thai Airways company has signed a contract with Pattaya Aviation Company, a subcontractor for providing equipment (wheelchair) and manpower (WCA) at Phuket
International Airport and Suvarnabhumi Airport. For Suvarnabhumi Airport, the Term of
Reference (TOR) are as follows:
1. Providing Wheel Chair and manpower for Thai Airways (T.G.) passengers and
Customer airline of Thai Airways.
2. Length of service must be 24 hours.
3. Term of agreement three years from 1 July 2019 till 30 June 2022.
4. Estimate the number of services of 19,000 units per month.
A Job Description (J.D.) must be abided as a guideline for WCA to follow and
maintain the service standard. Hence, the procedure of wheelchair service has been
determined by Passenger Service Manual (PSM). However, the sequence of service and
dialog are traced from PSM to create service consistency. The standard procedure for
wheelchair services is as follow:
Wheelchair Service on International Departure
1. Upon request received from check-in staff. A service order is assigned by the
supervisor in charge (wheelchair monitor). The WCA brings the wheelchair and the
wheelchair job order form to the passenger at the meeting point (check-in counter). The entire
process must be completed within 15 minutes.
2. At the meeting point, WCA confirms job orders with airline ground staff and
requests staff’s signature on the job order as an official reference.
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3. Greeting and self-introduction to passenger Ex: Good morning, my name is____
your wheelchair assistant, sir/madam.
4. WCA checks the boarding pass, name, flight number, seat number, and destination
with the passenger. Ex: Excuse me, sir/madam, May I have your boarding pass, please?
5. Invite passenger to settlement in a wheelchair with a polite gesture.
6. In case the waiting time is more than 2 hours before departure time, accommodate
the passenger through the immigration counter and security checkpoint, then bring the
passenger to a special case room - Record passenger’s detail in the logbook. Inform pick-up
time to the passenger (1 hour before departure time). For first/business class passengers,
accommodate passengers to lounge nearest boarding gate. Report passenger’s position to
wheelchair monitor. Ex: Excuse me, sir/madam. Would you like to do something else before
you go to the boarding gate? May I pick you up at the boarding gate at____o’clock
sir/madam, May I take you to the special case room before boarding time?
7. Accommodate passengers to the boarding gate 40 minutes before departure time.
8. Report and confirm flight number, passenger name, and seat number with gate
staff. Also, ask the passenger if the restroom is needed. Ex: Would you like to go to the toilet
before boarding? Could you please wait for a moment before boarding?
9. After obtaining boarding permission, carefully assist the passenger to the aircraft
door and farewell by Wai. Ex: May I take you to aircraft, sir/madam? Thank you and have a
nice trip, sir/madam.
10. After returning to the wheelchair center, record the passenger’s real condition in
the logbook in the Thai language.
Wheelchair Service on International Arrival
1. Wheelchair monitor assigns job order to WCA along with passenger’s detail. They
must stand by at the arrival gate 20 minutes before landing time. To protect against possible
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mistakes, WCA should ask passenger name, connecting flight detail, or landing in Thailand.
Using a mobile phone, reading the newspaper, and sitting in a wheelchair are prohibited.
Ex: Welcome to Bangkok, sir/madam
2. Greeting passengers by Wai and say Sawasdee. Guide passengers to settlement in a
wheelchair with a polite gesture.
3. Assist passengers through immigration formality and collect passenger’s belonging
from the luggage belt. Ex: May I take you through immigration, sir/madam? / May I see your
baggage tag, please?
4. Accommodate passengers through customs formality until meeting family or assist
them in using public transportation. Ex: May I take you through customs control? / Do you
have any items to declare?
5. For passengers with a connecting flight, bring the passenger to a special case room
and record in the logbook, then report to the wheelchair monitor. Ex: May I take you to a
special case room before the next boarding time?
6. After returning to the wheelchair center, record the passenger’s actual condition in
the logbook.
Although, Thai Airways company limited has launched service procedure for their
staff to keep service in standard level. The Civil Aviation Authority of Thailand (CAAT) also
requires the company to follow the rules and regulations that all WCA must pass training
program set in the Thai language and mainly relate to safety and emergency knowledge. See
table 2.1: WCA’s training program required by CAAT.
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Table 2.1
WCA’s training program
Course Title

Training by

Training Duration

1. Aviation Security Awareness (AVSEC)

TG

1 Day

2. Human Factor

TG

1 Month (self-study)

3. Safety Management System (SMS)

TG

Half Day

4. Workplace Safety

TG

1 Day

5. Airside Safety

TG

1 Day

6. Fire Basic

TG

1 Day

7. Wheelchair appliance skill, First-Aid, how to

TG

2 Days

help someone in a wheelchair
Note. Source from passenger service manual, Special Service department, Thai Airway
Company LTD.
From the above information about WCA’s service procedure, qualification, and
training program, it could be interpreted that WCA’s working context is more likely
concerned about communication skill which focuses on speaking and listening skills. The
passenger Service Manual (PSM) points out the specific dialogs that WCAs must interact
with passengers, such as confirming flight detail or asking for special assistance. The truth is
that writing and reading are not a concern in their job description because filling up job order
forms appears to be a minor activity in their working process. According to PSM, dialogs
must be written as a guideline to speak with passengers in terms of greeting, farewell, and
offering help. This leads one to suppose that the communication act between WCAs and
passengers carries on from the start point (check-in counter) to the end (aircraft seat/meeting
point).
English communication training has not yet been appointed in the WCAs training
program. Mainly, the training course emphasizes safety and security drills regarding CAAT’s
principle. Since WCAs job description concerns only listening and speaking skills. It is worth
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mentioning factors that influence English listening and speaking ability. The next part
describes the listening and speaking skills.
English Listening and Speaking Skills
It is often asserted that English communication needs are essential in the world of
globalization. Since international business, communication in the English language requires
reading, writing, speaking, and listening skills. However, WCA’s job description does not
require reading and writing skills. This shows the reason why speaking and listening skill are
mainly focused in this study.
Listening skill
Underwood (1989, p.1) points out that “paying attention to and trying to get meaning
from something we hear is the process of listening.” Moreover, Purdy (1997) defines
listening as a dynamic process and the action of needs, concerns, remembering, interpreting,
attending, perceiving, and responding to the expressed (verbal and nonverbal) and
information offered by other human beings. However, listening comprehension is an active
process of inference and hypothesis building and not solely a process of decoding language.
Still, during this process, receptive, constructive, and interpretative aspects of cognition are
utilized in both first language (LI) and second language (L2) settings stated by Rost (2005).
Similarly, Purdy (1997) states that facts and feelings from what the speaker says, how the
speaker says, and the context in which the message is delivered are essential for the listener
to grasp. Vandergrift (1999) claims that interpret stress and intonation, sounds, understand
vocabulary, and grammatical structures must separate from reserving what was gathered in
all of the above and solve it within the immediate.
Theories of Listening Comprehension Problem
Underwood (1989) claims that learners’ different background knowledge, such as
their culture and education, creates problems. Brownell (1996) states that listening
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comprehension factors are as follows: a) The listener’s characteristics can lead to effective
listening. This is based on personal styles that affect listening capability; for instance,
listeners are interested in knowing various information and are open-minded to get
information. They have listening objectives. b) Listening skill: intelligent listeners use
prediction, and intelligence may be an essential factor. c) Nervousness or anxiety affects
listening ability. d) Negative attitudes also influence listening. e) Different genders have
different listening abilities. f) An individual’s culture, background, and other variables define
their unique mindset. Both the perceptual process and information processing are influenced
through culture. g) The organization of the message. h) The medium of the message.
Kijpoonpol (2008) adds that new words, slang, and idioms are barriers to listening
comprehension. In support of the above theories, Roach and Wyatt (1988) say that listening is
based on expectation and experience. Listeners misunderstand the speaker’s message,
believing it to be based on the ability to interpret a wide variety of different cues in the
environment; not only sound but also many visual cues and past listening experiences are
included in listening understanding.
Speaking skills
Brown (1994), Burns, and Joyce (1997) define speaking as receiving, processing, and
producing information that delivers the meaning. In other words, of Brown (1994), learner’s
equipment is listening and speaking, while Chaney (1998) notes that using verbal and nonverbal symbols in different contexts combine with making and sharing meaning is the process
of speaking. Efrizal (2012) expresses that speaking is a significant skill for people’s
interaction everywhere and every day. Ur (2000) claims that among reading, writing,
speaking, and listening skills, the most crucial skill is speaking since it is essential for
effective communication. According to McDonough and Shaw (1993), real communication
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consists of speaking skills that individuals can produce. It is more likely that oral
communication skills in workplace situations rely on high English language proficiency.
Factors that cause speaking difficulties to EFL learners
Speaking skill is considered to be the most challenging skill to master. Many
components impact learner speaking skills, they are as follows: A) Inhibition: simply shy,
fearful of criticism, and making mistakes because student worried. B) Nothing to say:
students lack the motivation to express themselves. C) Low or uneven participation: large
classes are not allowed every learner to speak. Some learners tend to engage, while others say
very little. D) Mother-tongue use: learners prefer to use their mother tongue to feel less
disclosed if they speak in their mother tongue (Ur, 1996). In addition, Rababa (2001) adds
that related factors such as the environment and the curriculum and teaching strategies cause
learners to face English language difficulties. For instance, the necessary vocabulary shortage
affects them to make conversation going.
Solutions for the problems of speaking activities
Some solutions can be selected to overcome the difficulties in speaking activity (Ur,
1996). They are as follows: a) Using group work to increase the sheer amount of student talk
going on in a limited time. b) Basing the activity on easy language or reviewing essential
vocabulary before starting the activity. This can minimize hesitation. c) Making an interesting
choice of topic and task to encourage the student. The most related topic to student’s
experience and knowledge enhances student engagement. d) Give some instruction or
training in discussion skills. e) Conducting class by keeping students speaking the English
language.
Referring to Baker and Westrup’s (2003) statement about listening and speaking, that
is crucial outside the classroom. People who have more language proficiency are capable of
finding jobs in different organizations and companies. They also added that people who can
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perform English speaking very well could have a greater chance of better education, finding
good jobs, and getting promoted. It seems that improving speaking and listening skills needs
many components to support practitioners. They are as follows:
Grammatical Knowledge
Morley (1991) states that functional units that follow grammar may help learners
develop their listening competency. In Richards’s statement (1983), complementation,
relativization, and coordination in English allows learners to segment discourses into the
appropriate chunks. These are expressed by knowledge of the structure of verb phrases, noun
phrases, and grammatical devices. Both Morley and Richards agreed that grammatical
knowledge is mandatory for the understanding of spoken English. According to Long (1983)
concludes that producing spoken appropriate manner derived from attention to grammatical
accuracy. Similarly, grammatical knowledge is vital to improving EFL learners’ oral
communicative competence (Shumin, 2002). She also adds that to imitate native-like,
grammatical knowledge, language structures accurately and unhesitatingly should be
contributed.
Vocabulary knowledge
Wilkins (1972) claims that a message could not be conveyed without vocabulary.
Since oral communication anticipates the ability to use and recognize the phonological form
of words. L2 learners who want to communicate orally in the target language need to acquire
substantially more phonological vocabulary knowledge (Milton, 2009). However, He also
claims that developing an extensive vocabulary requires orthographic and phonological
vocabulary knowledge. Meara and Buxton (1987) suggest that knowledge may also help
support the type of oral fluency needed for effective communication. Lewis (1997) agrees
that learners should catch chunks of words and lexical units for appropriate permanent use
instead of memorizing single words.
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Pronunciation
Brown (2000) indicates that less meaningful words are ultimately quick or omitted
definitely, while important expressions tend to be pronounced apparently to gain more
attention. Celce-Murcia and Goodwin (1991) note that the ability to produce intonation,
correct stress, and rhythm are mainly parts of pronunciation. According to Richards (1983),
he defines two characteristics of spoken English a) stress-timed language in which only some
syllables are stressed. b) the others must correspond to the rhythm created by stressed onesthis leads one to suppose that speakers with poor pronunciation often confront themselves
hard to understand. In contrast, a speaker with good pronunciation can make a clear
expression to the listener.
According to this study’s objectives to find out communication problems, needs, and
learning needs of WCAs in listening and speaking. It is essential to seek the real roots of their
problems. In an area of work field, general English may not deliver the correct answers for
workers in different education levels. It is reasonable to assume that English for Specific
Purposes (ESP) could fill their work to support their English communication skill. Lorenzo
(2005) states performing job-related functions with professional skills is the result of learning
language acquisition. ESP will be mentioned in the next part to show how essential ESP must
be in this study.
Intercultural Communication and Language
It is crucial to mention how culture has been defined before proceeding to
intercultural communication. Brislin (1993) describes that “culture consists of assumptions,
ideas, and values about life that are shared broadly among people and that navigate particular
behavior” (P.4). In contrast, McLaren (1998) defines that culture as to how people involve
both physically and mentally. It shifts regarding the individual, the place, and the time. This
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process is known as the culture effect, making people respond to others and situations and
surroundings.
Consequently, individuals present different cultures according to their personal
background because culture can be learned through each person’s experience. The aspect of
culture plays a significant role in communication because of the increase of globalization of
economic and social activities in the present time. People seem to have more opportunities to
study, work, and travel in international settings; hence they need to interact with people from
a different culture. As Samovar, Porter, and McDaniel (2007) state that to accomplish shared
understanding, transmitting information between people is the process of communication by
sending and receiving meaning. It seems that globalized streams drive people to
communicate across cultural diversities. Intercultural communication is communication
between different social groups and cultures or how culture influences the way of
communication. It also explains the range of problems and communication processes
occurring in a social context from differing education, ethical, social, and religious
backgrounds. Lauring (2011) states that intercultural communication shows how people from
different cultures act and countries perceive the world around them. Besides language, the
custom of people and cultures of people from other countries shapes intercultural
communication. It can be seen that intercultural communication plays a crucial role in
linguistics, communication, and psychology studies. Thus, intercultural communication is a
base for international business. In short, intercultural communication refers to the interaction
between people from a different culture (Trevisani, 2005).
Language is one major part of culture because the nation’s characteristics are reflected
from language; thus, language does not contain only cultural background and nation’s history
but also a mode of thinking and the nation’s view of life. Saint-Jacques (2011) explains that
an important example of a cultural component is the language linked to intercultural
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understanding and the ability to value distinctive culture. In international business, where the
English language is used as a medium for communication. Language is also a basic
equipment for the working function. Referring to Gudykunst (2004), language is used for
three main reasons: a) informative: giving information and knowledge, b) expressive: giving
emotions and attitudes c) directive: causing or preventing some action. It can be seen that
intercultural communication competence is essential; because appropriate communication is
created from the effective language used with the intercultural knowledge. Moreover, the
cultural dimension of language should be focused on people working in an international
context to become fluent in it. Since language is a significant factor that helps people
communicate with people from different cultures, it seems essential for airline staff to be
aware of using it because speaking a foreign language with the lack of intercultural
communication knowledge could cause a negative outcome.
English for Specific Purpose (ESP)
The emergence of English for Specific Purposes (ESP) has been discovered since the
end of the Second World War. The expansion of technology, science, and international
business has been observed in the global economy. However, the expedited development of
international trade by the oil crisis of the early 1970s led to considerable growth in English
for Business Purposes (EBP) all over the world, from the United Kingdom, North America,
Oceania to the Middle East, and Asia. Howatt (1984) notes that ESP became a vital and
innovative field in the TESOL movement by the 1980s. In the 17th through 19th centuries, the
instruction of language learning was not well defined. In those years, intelligence and class
were identified by the ability to use a foreign language. Thus, English courses were tailored
gradually to their specific needs. Simultaneously, to satisfy the needs of using English in
different situations, the attention to instruction was shifted from teaching general grammatical
rules to exploring how English was actually used in other contexts.
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Definition of ESP
Hutchinson and Waters stated the first definition of ESP in 1987. They defined ESP
as an approach rather than a product. They also added that ESP does not involve a particular
kind of methodology, material, or language. Moreover, five stages of ESP were created by
Hutchinson and Waters as follows:
The first stage’s primary focus is register analysis, which shows differences between
general English and specialized English languages, aiming to design teaching materials and
match learners’ needs. The next stage is called rhetorical or discourse analysis. This stage
considers the differences in communication acts as learners are not familiar with the English
used. The prior two stages lead to the third stage, target situation analysis (TSA), which
relates to the students’ motivations in the learning language so that the ESP course can be
designed to suit their needs. The fourth stage concerns skills and strategies that focus on
reading and listening strategies, allowing learners to infer the sense of spoken or written text.
A learning-centered approach is the final stage. This approach represents the questions of
how to teach and how to learn. Since the learning-centered approach allows learners’ interests
first by acknowledging their needs as central to the learning experience, the teacher can
design the course from the learner’s perspective. The learning-centered approach encourages
a dynamic relationship between learner and teacher. According to the five stages of ESP from
Hutchinson and Waters (1987), it could be interpreted as a searching teaching and learning
approach from learner’s needs. However, according to Strevens (1988), ESP distinguishes
absolute and two-variable characteristics. The design of language teaching to meet the
learner’s needs is a fundamental characteristic. Activity, careers, and particular disciplines
relate to the content, which is the heart of language activities in terms of semantics, discourse,
text, and syntax. The process of discourse analysis is designed that is different from general
English.
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For the two-variable characteristic, ESP may be restricted to the language skills being
learned, such as reading, and are not taught according to any pre-ordained methodology. ESP
is not restricted to any particular methods. It seems that ESP should be more flexible teaching
instruction that is more likely to be adaptable to suit learners’ interests. With many
disagreements about ESP definition, there is a significant amount of continuing debate on
how to specify what ESP constitutes (Belcher 2006, Dudley-Evans and St. John,1998,
Anthony,1997). Additionally, Savage and Storer (2001) assert that the field of ESP today has
gathered itself into a viable and dynamic movement within the area of general English that
almost parallels the dramatic developments in science, technology, and business. To take
another example, Habtoor (2012) also notes that the ESP program is necessary for students in
universities and vocational institutions around the world. In the words of Belcher (2006, p.
135), “ESP assumes that the problems are unique to specific learners in specific contexts and
thus must be carefully delineated and addressed with tailored-to-fit instruction.”
It seems that there are some similarities toward the ESP main concept from
Hutchinson and Waters (1987) with the assumption from Belcher (2006) that learner’s needs
are elementary data to deliver helpful information on constructing a specific learning course
for students. With what has been said by two well-known scholars about learners’ particular
needs, it appears to be a single definite purpose for designing an ESP course. Supported by
Robinson (1991), ESP usually is “goal-directed,” and ESP courses are developed from needs
analysis, which is to specify as closely as possible what exactly it is that students have to do
through the medium of English. A large amount of ESP studies has been shown to illustrate
student’s future performance. For instance, an ESP course for science students to develop
English skills and integrate themselves into the international academic community was
designed by Vavelyuk (2015). The result showed that student-developed academic skills as
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well as any other field. Kuo (2016) also claims an occupational development or employment
preparation are come from learning and practicing ESP courses.
Classifications of ESP
Many scholars offer different aspects of ESP. Three development of ESP and concept
categorized by Carver (1983) are as follows:
An example of restricted language is the language used by the traffic controller.
Mackay and Mountford (1978), cited in Carver, 1983 illustrate the difference between a
restricted language and the language of international air-controller which could be referred to
as ‘special’ as language collection for air controllers can be set by the situation, same as the
language needs of a waiter or a flight attendant. Restricted language is not a language, just as
a tourist phase book is not grammar. Second, the core of ESP should be English for
Academic and Occupational Purposes, states by Carver (1983). Third, English with Specific
Topics: The final type of ESP is unique with expected of the English needs in the future; for
instance, working institution, attending the meeting and reading studies are required by
scientists. The fundamental of this situational language come from the needs analysis process
in which the results must be interpreted to analyze the language used in the target workplace
nature. A few years later, Hutchinson and Water (1987) have developed a ‘Tree of ELT,’
which subdivided into three branches as follow; A) English for Science and Technology
(EST). B) English for Business and Economics (EBE). C) English for Social Studies (ESS).
They amplify that English for Academics Purposes (EAP) and English for Occupational
Purposes (EOP) is subdivided from English for Science and Technology (EST). The example
of the expansion of EAP is ‘English for Medical Studies,’ whereas ‘English for Technicians’
is EOP. See figure 2.1.
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Figure 2.1
Tree of English Language Teaching (ELT)

Regarding figure 2.1, Hutchinson and Waters (1987) added there is no difference
between EAP and EOP since “people can work and study simultaneously. It is also likely that
in many cases, the language learned for immediate use in a study environment will be used
later when the student takes up or returns to a job” (p.16). It also explains Carver’s rationale
for categorizing EAP and EOP under the same type of ESP. Carver is alluding that the final
purposes of EAP and EOP are the same, which is employment.
Hutchinson and Water (1987) expand three ESP types from Carver (1983), such as
EST, EBE, and ESS, separated into EAP and EOP. One minor difference is that EOP divided
from EST is based on language features occurring in the workplace. It is more likely that
needs analysis is reflected from the authentic language used in a working situation rather than
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in the study environment. However, Hutchinson and Water (1987) claim that students can
bring back language skills at the same time when they return to the job. This is why Carver
(1983) views the ESP concept as English with specific topics.
Although, ESP classification appears to be varied. The main purpose of its duty
relates to learners' needs and teaching context to achieve their goals based on their straight
needs. Types of ESP have grown increasingly based on real communication needs. Each kind
has its own characteristic. However, one equipment that supports ESP in finding the learner’s
real needs is Needs Analysis (NA).
Needs analysis is considered to be the cornerstone of English for ESP. ESP relies on
the process of needs analysis which is essential in terms of communicative needs assessment
and teaching objective accomplishment. Needs Analysis will be discussed in the next part.
Needs Analysis
Needs analysis is an essential characteristic of any ESP syllabus and course design.
The communicative and hands-on approach have always been involved in ESP teaching.
Achieving professional lives using learners' foreign language is the major concern to course
design, which should promote learners to success tasks by using action-oriented approaches.
Awareness of learning English needs is a further vital characteristic that differentiates ESP
course from any ordinary general English course. This enables course design to fit learner’s
professional situations (Huhta et al., 2013). In the present study, English speaking and
listening skills are the main focus due to WCA’s job description in consequence of the
company’s requirement. Their duty mainly focuses on applying wheelchair and inform
passengers to settlement in equipment, thus writing and reading are not included in their work
performance. The fundamental reason in this research is to seek out the needs analysis to
identify the needs, lacks, and wants in listening and speaking English of wheelchair
assistants. It is essential to realize WCA’s English performance to improve their ability and
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increase competition for airline business in the global economy. To query problems and
identify neediness, a needs analysis process is a way to solve the problem.
The origin of needs analysis is derived from the east side of the world. Howatt (1984),
West (1994), and West (1997) state that Michael West originated the term analysis of needs
in India in the 1920s. The Council of Europe formally reestablished the concept during the
1970s (Cowling, 2007; West, 1994; West, 1997). After that, it changed to cover academic
language before it shifted to focus on general language learning. West (1994) points out that
needs analysis in language teaching has not changed since the early 1990s. He also traced
needs analysis approaches over twenty years. The focus of the early period was on
occupational language. It is hard to explore consent over the definition of needs analysis
among ESP researchers. The following explains needs analysis and its implication.
The Definitions of Needs Analysis
Akyel and Ozeka (2010) consider needs analysis is a powerful and helpful source of
information used to identify learners’ needs and effectively develop curricula to meet those
needs. Richterich and Chancerel (1987, p.9) say that needs “are built up by individuals or
groups of individuals from an actual example of experience. Needs, in this case, do not exist
before a project, but rather appear to be a product of previous educational experience
negotiated by those involved in this experience, such as language teachers, learners, and
employers”.
By illustration, Bloor (1984) maintains that needs analysis considers the learners’
prospective role in investigating the knowledge learners need. From many points of view,
Beatty (1981) and Graves (2000) consider the term needs to be fulfilled from the present
ability and expected performance in the future. Tajino, James, and Kijima (2005) regard
needs analysis as a practical means to understand learners’ needs. Similarly, Akyel and Ozeka
(2010, p.969) assert that “needs analysis is a powerful tool that helps clarify and validate true
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needs.” Cowling (2007) calls for ESP practitioners to pay attention to needs analysis tactics.
Basturkmen (2006) argues that needs analysis is a key feature in ESP. Long (2005) also
argues that needs analysis is the cornerstone of any language teaching program.
Similarly, Benesch (2009) affirms that identifying learners’ needs helps guide ESP
curricula. Hubscher and Davidson (2006) call for educators to be sensitive to learners’ needs
in structuring their curricula. There is a space between ESP practitioners' present and target
situation who pay attention to (Belcher, 2009). According to Hyland (2006, p.73), “need is a
broad term covering learning and linguistic factors. Before dealing with the type of needs, it
is necessary to understand what is first meant by the term needs”. Needs analysis is essential
for every ESP course.
Before dealing with needs analysis, it is more likely that needs are defined as being
the requirements that the students need to learn to acquire the language. The above
definitions imply the several types of needs that the ESP course designer has to consider.
Types of Needs
There is no absolute definition of needs. De Escorcia (1985) separates real needs and
ideal needs. De Escorcia (1985) explains real needs as the realization toward their careers.
The three elements affect the actual needs. First, learners’ real needs might not be shown
when they are offered to ESP course. Therefore, a teacher should raise student’s awareness of
the target situation and enhance them to cooperate with real needs. Second, real needs critic
should be done with care to make less of judgment since their real needs reflect what learners
prefer to learn, which might distort their learning preferences. Third, the happen in target
situation mainly originate from real needs. De Escorcia (1985) illustrates ideal needs as a
state or a perfect situation that learners are supposed to be. For example, every student is
aware of the abstract way of learning English at Colombian University. He shows that people
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who want to be professional will seek a way to be in a university in the USA. Thus, ideal
needs depend on the individual’s point of view and specific circumstances.
Besides, there are two more types of needs that are still valid until the present time.
The concept of target needs and learning needs by Hutchinson and Waters (1987). They
classify the first type of needs as target needs into three types. First, Necessities are what
learners need to do to master sufficiently to target language, which consists of linguistic
features such as lexical, structural, functional, and discoursal. Second, Lacks are the bridge to
merge the current ability and target proficiency. Third, wants are learner’s perspectives in
what they want to learn. The second type of needs is learning needs. Hutchinson and Waters
(1987) point out that this type of needs supports learners from the lacks to the necessities
which have preferred learning styles, learning strategies, skills, knowledge of English plus
motivation and learning attitude as the tools for them to live up skills. Garcia Mayo (2000)
corroborates that Learning Needs can be called pedagogic needs, which suggest learners do to
improve their learning. However, time, location, and course purposes still involve learning
needs (Savage and Storer,2001).
In the words of needs, Brindley (1989), Brown (1995), Tudor (1996), Van Avermaet,
and Gysen (2006) explain that there are two types of needs: objective and subjective needs.
Brindley (1989), Van Avermaet, and Gysen (2006) state that factual information led to
learner's objective needs, problems in the English language, present language ability, and
real-live communicative language used. Objective needs are combined from observable data.
This seems to relate to linguistic factors (Brown,1995). On the contrary, Brindley (1989) and
Belcher (2006) claim that instructional expectation, wants, learning attitude, target situation
awareness, and self-knowledge are part of cognitive and affective factors is the component of
subjective needs.
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Similarly, Brown (1995) agrees that unobservable data added to the idea of subjective
needs by including attitudes, wants, self-knowledge and expectations. This addresses
extensive ideas within needs and possibly not only linguistic but also non-linguistic factors.
This suggests that the direction of ESP course design should parallel between objective and
subjective needs. Van Avermaet and Gysen (2006) agree that making long-term interests
should not consider only subjective needs but also paying attention to their objective needs.
This may formulate profitable learning outcomes for the learner. As mention before in type of
needs, there are some similarities among target, ideal, objective, and subjective needs.
Table 2.2
Types of needs
Target Needs
(Hutchinson and
Water, 1987)
Necessities

Lacks

Wants
What learners
need to do to
learn disputed as
Learning Needs

Ideal Needs
(De Escorcia, 1985)

Objective Needs
(Brindley, Van
Avermaet and Gysen,
2006)
The English needed for
real-life communication
situation

Subjective Needs
(Brindley,1989 and
Belcher 2006)

-

Current language
proficiency and
language difficulties

-

Real Needs –
Awareness of target
situation

To succeed in English
language skill

The ideal situation
that learners supposed
to be

-

Cognitive and
Affective needs
-Self-knowledge
and Attitudes
-Wants and
Expectations

From table 2.2, types of needs can be divided into two main considerations in which
target needs refer to objective needs regarding what learners need to do to communicate
effectively. A lack and necessities represent learners' background and what learners can do at
the end of the ESP course, whereas Wants refer to subjective needs that focus on what
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learners like to obtain from a language course. Hutchinson and Waters (1987) added that the
target situation alone is not a reliable indicator. Therefore, learning needs also represent
subjective needs in terms of learning motivation. Although, there are many types of needs. It
would not be adequate for learners to achieve their goal in acquiring English ability since it
must be an equipment to combine all kinds of needs as an effective tool for the teacher and
students in order to reply to the question which needs to be answered, such as teaching
method, learner real needs and current English proficiency of a student. Therefore, the
approach to needs analysis is the effective way to find the best solution for both teacher and
student.
Approaches to Needs Analysis
The classification of approaches diverse from the analysis of learners’ needs,
including Present Situation Analysis (PSA), Target Situation Analysis (TSA), Learning
Situation Analysis (LSA) remarked by West (1994), Mo (2005), Hyland (2006) and Kim
(2006).
-

Present Situation Analysis (PSA) aims to investigate student’s weaknesses,
strengths, and language proficiency. The investigation starts from the beginning of
the language course to notice their problems.

-

Target Situation Analysis (TSA) pays more attention to the target situation than
learning needs. It primarily focuses on real communication needs.

-

Learning Situation Analysis (LSA) explores what learners want to learn, how they
learn. The learning process is part of the learning situation.

In this research, it is more likely that TSA seems to be a logical idea on how to fix this
study's bounds. TSA is usually used in English for Specific Purposes (ESP) courses. Hence,
real communication needs should be explored rather than focusing on learning needs.
However, West (1994), Mo (2005), Hyland (2006), Kim (2006) explain three approaches that
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relate to the needs of both students in the classroom and learners outside the classroom. TSA
should undoubtedly be emphasized to find out the real needs of WCAs to meet truly
problems and needs. Long (2005) states that TSA aims to identify and assess a target
situation's requirements; this covers activities, tasks, experience, learning needs, and language
skills. The target situation represents the real communication by using TSA. Hutchinson and
Waters (1987) classify needs into necessities, lacks, and wants. 'Necessities' refer to
knowledge that learners must know to master language effectively. 'Lacks' show something
missing between the current and target proficiency of learners. 'Wants' are what learners want
or feel to do in their learning process.
In support of this study, PSA is one of the Needs Analysis (NA) processes since
measuring WCAs’ English must be completed to acknowledge their English proficiency.
PSA was first introduced in the 1980s by Richterich and Chanerel to serve many objectives
through giving information from several resources. To measure student’s current situation in
the language, information about learners’ education level and years of learner English can
provide enough data about their aptitudes. Dudley-Evans and St John (1998) state that PSA
shows the weakness and strength in language, skills, and learning experience; therefore, PSA
provides the course's starting point. Similarly, Hyland (2006) says that PSA identifies both
objective data (age, proficiency, previous learning experience) and subjective information
(self-perceived needs, weaknesses, and strengths). According to Robinsons (1991), TSA and
PSA should combine to show NA. Therefore, this research aims to apply TSA condiment
with PSA to determine the problems and needs in English listening and speaking skills for
WCAs. Figure 2.2 displays the framework of this study.
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Figure 2.2
Needs Analysis Framework on finding of problems and needs
Need Analysis (NA), Robinson, 1991

Present Situation Analysis (PSA):
What learner are at the beginning of
the course. (Robinson,1991)

Objective data
- age, proficiency, previous
learning experience
Subjective data
- self-percieved needs,
weaknesses and strengths
(Hyland, 2002)

Target Situation Analysis (TSA):
What the learner need to be in the
target situation (Hutchinson and
Walter, 1987)
-Why is the langauge needed?
-How will the language be used?
-What will the content areas be
-Who will the learner use the
language with?
-Where will the language be
used?
-When will the language be
used?
(Hutchinson and Walters,1987)

As seen in Figure 2.2, it could be interpreted that PSA identifies WCAs' English
proficiency based on their educational level, length of using the English language, their
weakness and strength in English, and so forth. Whereas TSA helps the researcher find out
what WCAs need to improve, what they want, what functional language they use, what
context of language should be, etc. As come to this point where Needs Analysis (NA)
combines
TSA and PSA investigate what WCAs need to learn to get from where they
presently are to where they need to be. This form of analysis is related to the discrepancy
view of needs discussed above. Brown (2016) claims that NA is also clearly dependent on
TSA and PSA's existence. He adds that once TSA is complete, the student's ability to perform
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those aspects of the ESP can be tested or otherwise observed (for example, using role-plays,
interviews, or meetings) at the beginning of instruction (present situation) and the end of
instruction (target situation).
The final approach for the current study is Learning Situation Analysis (LSA).
Language learning strategies play an important role in analyzing what learners want to learn
and how they learn the language to analyze learning situations. This study intends to use
Strategy Inventory Language Learning (SILL) proposed by Oxford (1990) as a part of the
framework to explore LSA of WCAs. The justification of choosing learning strategies to
analyze the learning situation regarding the results could reflect what WCAs need to use to
help them learn and improve language skills. The finding can expose essential information on
techniques or strategies that WCAs use. It seems to be a rare occasion for them to join an
English language training course. Therefore, WCAs should be aware and use learning
strategies effectively since each technique appears to be necessary for them to improve their
English skills. According to Brown (2016), learning strategies concern how learners select
the suitable ways to learn a language to achieve the learning goal. It also means that learning
strategies support learners' sentiment that they enjoy applying tactics to learn. For this present
study, learning strategy is one part of LSA showing in Figure 2.3.
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Figure 2.3
Language learning strategy framework
Learning Situation Analysis (LSA)
Learning Strategies (Oxford,1990)

Memory
Strategies

Cognitive
Strategies

Compensation
Strategies

• Creating mental
linkages
• Applying images
and sounds
• Reviewing well
• Employing action
• Practicing
• Receiving and
sending messages
• Analyzing and
reasoning
• Creating structures
for input and output
• Guessing
intelligently
• Overcoming
limitation in
speaking and
writing

From Figure 2.3, Learning situation analysis identifies language learning strategies
which consists of direct and indirect strategies. The direct strategy includes memory,
cognitive, and compensation strategies, whereas the indirect strategy comprises
metacognitive, affective, and social strategies. To advance WCAs’ studies, they must acquire
and put a lot of continuous effort into learning the English language. Oxford (1990) states
that learning strategies are necessary for language learning because they are equipped for
self-directed involvement, which is essential for improving communicative skills. The result
of appropriate language learning strategies can improve proficiency and greater self-

Metacog
Strate

Affectiv
Strategi

Social
Strategi
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confidence. Thus, WCAs need to use learning strategies to support their learning process to
perform listening and speaking skills confidently and spontaneously.
WCAs must take ownership of their learning; they must use learning strategies to
support and foster them to learn a language outside the classroom. Brown (2000) emphasizes
that successful language learners would find their way and take charge of their learning.
Although, WCAs are language adult learners. Cohen (1998) supports that adults can discuss
their learning styles and strategies in ways that children and adolescents cannot. Cohen
(1998) also adds that learners apply methods differently, depending on their individual
preferences, personalities, task, and other factors. Language adult learners like WCAs should
select appropriate strategies for a specific task. To learn more effectively, many strategies can
be applied for a variety of functions. Learning strategies can also increase learners’
confidence in their learning and provide learners with specific productive language learning
techniques. Learners who know how and when to use learning strategies can learn
independently and be more self-reliant (Oxford, 1990).
Therefore, language learning strategies could be explained as steps or decisions
affecting learning progress. WCAs should be aware of the power by using language learning
strategies making their learning more effective. Also, they will be trained to learn
independently in any situation with the knowledge and awareness of language learning
strategies. Oxford’s learning strategies classifications will be illustrated below.
Oxford's Theory on Language Learning Strategies
Oxford (1990) classified language learning strategies into six major categories. The
classification has been referred to in several studies. The explanation in each strategy are as
follows;
Memory Strategies support what learners read or hear in the new language and help
them bring back new knowledge from memory whenever they require making or
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understanding the language. This strategy comprises a) creating mental linkages that allow
learners to remember words by grouping their meaning ex: creating a vocabulary mindmap.
Creating association helps teachers motivate students to produce their story with five new
words (left, right, straight, etc.) ex: students can show the map to their home by using unique
expressions. For example, they draw a map on the blackboard showing their home direction
and explaining the picture. b) applying images and sounds allow student associate of
eyesight. The activities focus on images and sound. c) reviewing well is a process of
monitoring their learning progress. The language learning revision by students must be
completed systematically. d) employing action: presenting a project or story may allow
students to feel a sense of success. Memory strategies are considered as one of the cognitive
strategies used by the language learner. Memory strategies can be defined as a strategy that
focuses on retrieving and engaging some new material parts.
Cognitive Strategies support students in linking new language with the existing
knowledge to understand the target language more. This strategy consists of a) practicing – it
can be seen from activities which students are asked to repeat in spelling and pronunciation
from recording. This natural exercising way promotes students to communicate without any
stress or worry about their mistakes that might be happening. b) receiving and sending
messages obtained from dictionaries, google electronic books, and different resources,
allowing students to text faster. c) analyzing and reasoning is how students should reduce
their thought to make language understandable. This also includes translation and language
transfer. d) creating a structure for input and output. This technique develops learning
outcomes by underlining the important text or summarizing and making notes.
Compensation Strategies help the learner to defeat the problems in four skills. They
are helpful for language users at any level who fail to hear something. a) guessing
intelligently: linguistic and other clues are an essential action in this technique. The clues aim
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to concentrate on overall meaning; therefore, a student may skip unknown words. b)
overcoming limitations in speaking and writing by using their mother tongue on occasion,
getting help (native speaker or teacher), performing mock-up, partially avoiding
communication, selecting topics, creating new words, and using synonyms.
Metacognitive Strategies consists of three basic parts: a) centering your learning is the
process of overviewing and linking the exciting knowledge with new language tasks, new
vocabulary, and principle. Moreover, all language skills such as pronunciation, grammar,
vocabulary, structure, and content can be developed by paying attention. Delayed speech
production focuses on listening, which refers to the comfortable feeling of students before
speech production. This also means a student should understand what the text means before
they speak. b) arranging and planning to learn are the actions that enable learners to find the
way to know to elevate their proficiency. The organizing process of learning is an effective
way to achieve their goal. Consequently, setting individual goals, purposive tasks, and
planning tasks can also motivate learners to improve their learning ability. Moreover,
students find the chance to practice themselves. c) evaluating your learning support learner in
terms of correcting and noticing their mistake in language skills. Besides, self-assessment
aims to measure the learning process by using a checklist, journal, or diaries.
Affective Strategies help the learner to control their motivation, attitude, and emotion.
Learners can use these strategies to handle any feeling while they approach the target
language. This strategy comprises three concepts: a) lower your anxiety by using progressive
relaxation such as meditation or deep breathing, using music to calm down, and use laughter.
b) encourage yourself by creating a positive mindset to produce a statement, wisely take a
risk, and reward yourself when language tasks are successful. c) taking your emotional
temperature by listening to your body. This strategy means to focus on yourself. Moreover,
using a checklist, writing a language learning diary, and reflecting on your emotional

46
condition while using a new language. Discussing your feeling with someone else help
learners to release their stress.
Social Strategies develop interaction with other learners, teacher, native speaker by a)
asking questions includes asking for clarification and verification. Clarifications can be made
by requesting repetition. Verification aims to ensure learners understand the massage
completely. Asking for correction, in spoken interaction, students might ask the teacher to
correct their problems, leading to misunderstandings. b) cooperating with others divided into
two groups of people. Collaborating with peers is learning with other students to share the
same target. It utilizes brainstorming activities, games, telephone conversations, role plays,
jigsaw listening, speaking activities, and other active exercises. This includes cooperation,
communication, and question among peers. Cooperating with proficient enables learners to
collaborate with a native speaker or a more experienced user. c) Empathizing with others
supports learners by raising awareness of cultural understanding. d) Becoming aware of
others' thoughts and feelings helps learners understand better than what is said, and learners
know what to do and say by observing the tone, expression, and physical signals. Six major
learning strategies shown in table 2.3 illustrate sub-strategies applied in this study by Oxford
1990.
Table 2.3
The illustration of sub-strategies by Oxford (1990)
Learning
strategies
1. Memory
Strategies

Strategies
1.1 Creating mental
linkages

Actions

1.1.1 Grouping words
1.1.2 Creating association
1.1.3 Placing new words into a context
1.2 Applying images 1.2.1 Associating of eyesight
and sounds
1.2.2 Putting words in the same situational context
1.2.3 Making key words
1.2.4 Replying sounds in memory
1.3 Reviewing well 1.3.1 Structured viewing
1.4 Employing
1.4.1 Physical reaction
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Learning
strategies
2. Cognitive
strategies

Strategies
action
2.1 Practicing

2.2 Receiving and
sending messages

2.3 Analyzing and
reasoning

3.
Compensation
Strategies

3.1 Guessing
intelligently
3.2 Overcoming
limitation in
speaking and
writing

4.
Metacognitive
Strategies

4.1 Centering your
learning

4.2 Arranging and
planning your
learning
4.3 Evaluating your
5. Affective
strategies

learning
5.1 Lower your
anxiety

Actions
1.4.2 Mechanical techniques
2.1.1 Repeating
2.1.2 Formally practicing with sounds and writing
systems
2.1.3 Recognizing and using formulas and patterns
2.1.4 Recombining
2.1.5 Practicing naturally
2.2.1 Getting the idea quickly
2.2.2 Using resources for receiving and sending
messages
2.3.1 Reasoning deductively
2.3.2 Analyzing expressions
2.3.3 Analyzing contrastively (across language)
2.3.4 Translating
2.3.5 Transferring
3.1.1 Using linguistic clues
3.1.2 Using other clues
3.2.1 Switching to mother tongue
3.2.2 Getting help
3.2.3 Using mimic or gesture
3.2.4 Avoiding communication partially or totally
3.2.5 Selecting topic
3.2.6 Adjusting or approximating the massage
3.2.7 coining word
3.2.8 Using a circumlocution or synonym
4.1.1 Overviewing and lining with already known
material
4.1.2 Paying attention
4.1.3 Delay speech production to focus on listening
4.2.1 Finding out about language learning
4.2.2 Organizing
4.2.3 Setting goals and objectives
4.2.4 Identifying the purpose of a language task
4.2.5 Planning for a language ask
4.2.6 Seeking practice opportunities
4.3.1 Self-monitoring
4.3.2 Self-evaluating
5.1.1 Using progressive relaxation, deep breathing,
or meditation
5.1.2 Using music
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Learning
strategies

Strategies

5.2 Encouraging
yourself

Actions
5.1.3 Using laughter
5.2.1 Making a positive statement
5.2.2 Taking risks wisely
5.2.3 Rewarding yourself

5.3 Taking your
emotional
temperature

5.3.1 Listening to your body
5.3.2 Using a checklist
5.3.3 Writing a language learning diary
5.3.4 Discussing your feeling with someone else

6. Social
Strategies

6.1 Asking

6.1.1 Asking for clarification and verification

questions

6.1.2 Asking for correction

6.2 Cooperating

6.2.1 Cooperating with peers

with others

6.2.2 Cooperating with proficient users of the new
language

6.3 empathizing
with others

6.3.1 developing cultural understanding
6.3.2 Becoming aware of other’s thoughts and
feelings

For the purpose of this study, all of these learning strategies listed were asked in the
questionnaire. The selected learning strategies can be applied to suit WCA’s preferences in
learning the English language. This delivers the important message to implement in every
lesson: dialogues, talks, acting, or any pair/group activity with appealing and corresponding
work context. Thus, WCAs can ask questions to solve doubts, cooperate, and help their coworkers by making comments and giving opinions about their English communication skills.
As mentioned above, Needs Analysis (NA) will be a criterion for leading this study and
improving the tools to survey WCA’s English communication problems and needs, especially
in their workplace. It appears that conducting this paper should merge between targetsituation analysis (TSA) and present-situation analysis (PSA). Additionally, individualdifferences analysis (IDA) is an effective approach to finding out the learning-situation
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analysis (LSA) of WCAs by indicating preferred learning strategies to give helpful
information to design training courses for them.
Relevant Research
To the best of the researcher’s knowledge, there has been no prior research study on
the English listening and speaking skills of wheelchair assistants. Especially, the study on
language learning strategies used by employees who work for airline companies has also not
yet been established. Therefore, for this study, the research was conducted to identify the
problems and needs of both skills. The following related research studies in airlines, tourism,
and health care business are reviewed.
Trang (2005) surveyed the needs and problems of English language use of tourism
employees at international travel companies in Hue, Vietnam. The survey investigated the
degree of needs and problems in each skill. The instrument used was a quantitative approach.
The samples were 144 tour employees from 16 international tour companies. It was found
that speaking is the most important need among the English language skills of tourism
employees at their workplace, followed by listening, writing, and reading, respectively. In
contrast, the reading task is the most challenging part of the English language as employees’
routine job is writing, listening, and speaking.
Tangnaim (2006) analyzed English language needs for Thai Airways ground staff. He
utilized a quantitative approach using a survey technique. The 1,166 ground staffs were the
population in his study. They admitted that the English language is essential and the English
training course is inadequate. Some said that an English course would help them to get
promoted. They perceived themselves as the fair ability of English users in four skills:
listening, speaking, reading, and writing. The finding showed that listening and speaking
skills were the extremely most needed for them, whereas writing and reading skills showed
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mostly and moderately needed respectively. Among the four skills, listening skills were the
most significant difficulty for them because they must listen to different accents.
Permtanjit (2003) studied Thai Airways International flight attendants’ language
problems to provide a practical suggestion for language training. The results suggested that
participants faced difficulties in passengers’ accents, their accents, and pronunciation.
Listening and speaking skills were essential skills for them. Knowledge of vocabulary
connecting work and cultural diversity were also crucial for their work. The course should
emphasize polite language and in-flight vocabulary. A native speaker and a Thai speaker with
flight attendants’ experience were recommended as instructors for the course.
Chenaksara (2005) analyzed the English communication skills of Thai Airways
international cabin crew. The finding displayed that listening and speaking skills were
problems for cabin crew. Accents were a significant problem, especially Australian and
Indian accents. The non-working related routine English training course was recommended to
conduct every six months for three consecutive days. Thai and native speakers were
suggested to run the course both in Thai and English language. The class size should not be
over 12 students.
Muhammad and Akbar (2016) conducted the needs analysis of English for specific
purposes for receptionists working in private hospitals of Lahore, Pakistan. The study's
objectives are to overview the linguistic needs and design an ESP course for a group of
hospital receptionists. The research design was a mixed-method research approach. The
qualitative data included informal discussions with the head or senior receptionists. The
questionnaire was used to collect data by using a quantitative approach. The finding showed
that receptionists working in various hospitals seriously need an English language course.
Especially, English for Specific Occupation Purposes (ESOP) should be developed. A
detailed course outline has been created to respond to receptionists' needs.
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Razika (2017) investigated the role of needs analysis in the ESP Course Design Case
of master students of Finance and International Trade Year Students at Biskra University.
The study showed conducting Needs Analysis before designing courses for business students
and ESP training for English teachers to become more proficient and develop an effective
ESP course that meets learners’ needs. Moreover, related topics and texts in the work area are
the most interesting content for them. It also showed that developed curriculum content,
teaching materials, and methods based on an analysis of needs could promote students'
learning motivation and success. Besides, needs analysis is an essential tool that helps
students reveal their actual needs in acquiring English language skills.
Many research projects were conducted to analyze the problems and needs of
participants in several fields. It becomes clear that English communication skills of both
listening and speaking skills helped workers in international firms in Thailand and supported
communicative effectiveness and increased smooth communication. Based on research
studies in the years 2003, 2005, 2006, the respondents worked at the same company and
shared a similar working environment. The findings of the mentioned research presented the
same results showing problems in a variety of accents. It can be said that the listening
problem was the major problem for all participants. To improve the English language skills
of Thai Airways Company employees, a training course was suggested based on participants’
actual needs. For overseas research, the findings corresponded with domestic studies in terms
of developing an English training course. The course should respond to participants learning
needs to support participants to become successful language users. For WCAs who work for
Thai Airways company, the problems and needs of English skill must be investigated to
identify their problems and real needs so that a specific English course can improve their
English ability. Eventually, a proper course design could be developed for them based on
their actual needs.
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Chapter Conclusion
Chapter two includes the basic information about Thailand 4.0 and its policy. Next,
wheelchair assistants and their service manual are presented. The review of relevant literature
on the involved variable in this study covers 1) English listening and speaking skill which is
associated with theories of listening and speaking problems, 2) intercultural communication
and language, 3) English for specific purposes (ESP), which is associated with definitions
and classifications of ESP, 4) needs analysis which is associated with definitions, types, and
approaches of needs analysis. Types of needs analysis were explored on necessities, lacks,
and wants. Approaches to the needs analysis were discussed in terms of present situation
analysis (PSA) and target situation analysis (TSA). In contrast, learning situation analysis
(LSA) was discussed in detail by using strategy inventory language learning (SILL). The
final part reviews some overseas and local research relevant to ESP and needs analysis in a
working context.

CHAPTER III
RESEARCH METHODOLOGY
There are seven main parts in this chapter that explain the research procedure in
sequence. The first part describes the research design, followed by the population and sample
of this study. The fourth part presents the instruments and their quality. Then, the data
collection and data analysis are discussed in parts five and part six. The summary is at the end
of this chapter.
Research Design
This study's research design utilized the mixed method design identified in
explanatory design by compounding quantitative and qualitative methods. The explanatory
design is the most straightforward mixed methods design (Creswell, Plano Clarks, Gutmann
& Hanson, 2003). The quantitative method (QUAN) was the first used to explore the English
communication problems and needs and learning needs (Learning Strategies) of WCAs in the
form of the five Points Likert scale. For the qualitative approach (Qual), a semi-structured
interview allowed the researcher to track the actual situation gained from WCAs, supervisors,
and passengers elaborated more on open-ended questions.
As mentioned, the two approaches were combined to create a well-validated
conclusion and substantiated findings. A semi-structured interview helped the researcher seek
out the insight detail of English communication problems and the real needs of WCA.
According to Gavora (2006), the interviewers can create and avoid questions to adjust to the
topic, making the semi-structured interview more flexible and adaptive. The data collection
and analysis were sequences done in the form of quantitative and qualitative approaches.
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Figure 3.1
Explanatory design procedure of the study
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As seen in Figure 3.1, the quantitative data of 103 WCAs was the weight in this study
regarding the significant area in this mixed-method reflected from quantitative data
collection. The description of quantitative data collection and analysis was showed at the
beginning of the procedure, then selecting nine interviewees for in-depth exploration of the
qualitative results: three WCAs, three supervisors, and three passengers, followed by
conducting a thematic content analysis of the interview results. The two methods were mixed
at two stages. The first stage was at the triangulation of the stakeholder’s interview findings.
The next step occurred by integrating the results from both quantitative and qualitative phases
at the interpretation.
Population
This study was conducted at Suvarnabhumi Airport in Samut Pakarn, Thailand. The
subjects in this study were 140 wheelchair assistants (WCAs) who Pattaya Aviation
Company Limited employees. WCAs have been delivered for Thai Airways Company Ltd. as
outsource labors for the past few months. All WCAs are under Special Service Department
(LP), responsible for special cases such as sick, elderly passengers, and passengers who need
assistance. Therefore, their job mainly consists of contacting and communicating with
foreigners face to face. Due to an employment contract, all WCAs must be male with Thai
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nationality aged between 25-45 years old. They work day-night shifts depending on the
rotation of the schedule.
Sample
The researcher determined the sample size by using Krejcie and Morgan’s table to
indicate the study sample. There were 140 WCAs. One hundred and three (103) participants
were selected for the present study based on Krejcie and Morgan (1970) sample size
determination table. From the table in Appendix A, the minimum sample size for a
population of 140 was 103. Non-probability convenience sampling or systematic non-random
sampling was used to select a sample from the population of 140 WCAs. Therefore, this
sampling method was quick, inexpensive, and convenient. The researcher can choose the
sample factors according to their convenient approachability and familiarity (Gravetter and
Forzano, 2012). The researcher is the Thai Airways staff. Therefore, subjects were readily
accessible or available for the researcher to collect data on 24 hours work shifts.
Research Instrument
The present study applied a quantitative method for the questionnaire and a qualitative
method for a semi-structured interview to collect data.
Questionnaires
The questionnaire was divided into two sets to serve different purposes.
Set 1: The Problems and Needs Questionnaire
To answer research questions 1 and 2, the problems and needs questionnaire was
applied to investigate the English communication problems and needs in listening and
speaking skills of WCAs at their workplace, adapted from Tangniam (2006). He studied
English language needs for Thai Airways ground staff. The results showed that listening and
speaking skills were extremely necessary for them. They also considered that they faced the
problem in listening skills the most. The criteria for choosing Tangniams’ survey
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questionnaire were 1) most questions in the existing questionnaire can respond to research
questions on analyzing English communication problems and needs. 2) A research instrument
was developed for the same target group because participants of this study and Tangniams’
study work at the same company. Most have similar working contexts in an aspect of airline
ground operation. 3) language functions used by participants of both studies were likely the
same in terms of communication with passengers 4) the potential inclusion of existing
questions is feasible and assessable 5) Omission and addition of questions were regarding
research questions concerning listening and speaking skills merely.
The questionnaire was in the form of the five-point Likert Scale consisting of four
main parts (see Appendix B). The first part asked participants' general information and the
importance of the English language and English course. The second part consisted of the
level of English ability in listening and speaking skills. The third part questioned the
problems in listening and speaking skills in their job. The final part identified the level of
needs in listening and speaking skills in their jobs.
The Problems and Needs Questionnaire was divided into four parts:
Part 1 The general information of the participants (Question 1-5)
In this part, the participants were asked about their general information such as age,
educational background, and working duration (Question 1-3). To obtain the significance of
English language communication in their job and English courses, questions 4-5 were rated
by participants accordingly. Close-ended questions conducted the format of this part. The
percentages, frequency distribution, and means were used to analyze the answers relating
subject’s general background from Part 1. The English language's importance in your job and
English course were rated either ‘Very important,’ ‘Important,’ ‘Somewhat important,’ ‘Least
important,’ or ‘Very unimportant’ on each skill. The positive statement gave the weight of 5,
4, 3, 2, and 1 respectively for scoring purposes, while the negative statement 1, 2, 3, 4, and 5.
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Table 3.1
Level and evaluation criteria of the importance of the English language in your job and
English course.
Level

Evaluation criteria

Interpretation

5

4.21 - 5.00

Very important

4

3.41 - 4.20

Important

3

2.61 - 3.40

Somewhat important

2

1.81 - 2.60

Least important

1

1.00 - 1.80

Very unimportant

Part 2 The level of ability in English listening and speaking skills
The self-evaluation of participants on listening and speaking skills. The participants
were asked to rate their levels in two skills either ‘Excellent,’ ‘Good,’ ‘Fair,’ ‘Poor,’ or ‘Very
poor’ on each skill. The positive statement gave the weight of 5, 4, 3, 2, and 1 respectively for
scoring purposes, while the negative statement 1, 2, 3, 4, and 5.
Table 3.2
Level and evaluation criteria of ability in English listening and speaking skills
Level

Evaluation criteria

Interpretation

5

4.21 - 5.00

Excellent

4

3.41 - 4.20

Good

3

2.61 - 3.40

Fair

2

1.81 - 2.60

Poor

1

1.00 - 1.80

Very poor

Part 3 Three sets of five-point Likert Scale question to assess the following:
1. The problems of English language in listening skill at your workplace
2. The problems of English language in speaking skill at your workplace
The participants were asked to rate the level of problems in English listening and speaking
skills in their job either ‘High,’ ‘Very high,’ ‘Medium,’ ‘Low,’ or ‘Very low’ on each skill.
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The positive statement gave the weight of 5, 4, 3, 2, and 1 respectively for scoring purposes,
while the negative statement 1, 2, 3, 4, and 5.
Table 3.3
Level and evaluation criteria of problems in English listening and speaking skills at your
work place.
Level

Evaluation criteria

Interpretation

5

4.21 - 5.00

Very high

4

3.41 - 4.20

High

3

2.61 - 3.40

Medium

2

1.81 - 2.60

Low

1

1.00 - 1.80

Very low

Part 4 Three sets of five-point Likert Scale question to assess the following:
1. The needs of English language in listening skill at your workplace
2. The needs of English language in speaking skill at your workplace
In this part, the items asking about the needs of the English language operational used
in listening and speaking skills of WCAs was in the form of a five-point scale, ranging from 5
(Very high) to 1 (Very low). The evaluation criteria and meaning were the same in Part 3.
Table 3.4
Level and evaluation criteria of needs in English listening and speaking skills at your
workplace.
Level

Evaluation criteria

Interpretation

5

4.21 - 5.00

Very high

4

3.41 - 4.20

High

3

2.61 - 3.40

Medium

2

1.81 - 2.60

Low

1

1.00 - 1.80

Very low
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Set 2: The strategy Inventory for Language Learning (SILL)
To answers research question 3, the Strategy Inventory for Language Learning (SILL)
was used to explore WCAs' language learning needs. The 50 items SILL version 7.0 with a
five-point Likert Scale is one of the most acceptable ways to assess language learning
strategies' frequency of use. However, this study selected only 30 items (see Appendix C).
The subjects were required to rank their frequency of learning strategies used through six
categories: (1) memory strategies (items 1-7), (2) cognitive strategies (items 8-13), (3)
compensation strategies (items 14-18), metacognitive strategies (items 19-24), affective
strategies (items 25-27), social strategies (items 28-30). Since the original SILL questionnaire
contains 50 items but 20 items that appear irrelevant have been removed, this study aimed to
identify only listening and speaking skills. It seemed that some statements do not relate to
listening and speaking skills. Moreover, some items were not valid in the present time, such
as using flashcards (Swatevacharkul,2014). The number of questions appeared to be wellfitting to participant’s aptitude. The 30 items SILL were used to rate participant’s learning
strategies in the form of the five-point Likert Scale.
Table 3.5
Level and evaluation criteria for assessing the frequency of strategy used (Oxford, 1990,
p.300)
Mean Range

Frequency

Interpretation

Never used or Seldom used

Low

Sometimes used

Medium

Often used or Always used

High

1.00-1.49
1.50-2.49
2.50-3.49
3.50-4.49
4.50-5.00

The questionnaire was translated into the Thai language (see Appendix D) and the
strategy inventory language learning (see Appendix E) because it was simple to access
participants. The main purpose of the questionnaire for data collection was to gain personal
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information from participants and straight to the point. Google form was utilized in this study
for participants' convenience, giving them the flexibility of time and managing their time
whenever they were available. Mackey and Gass (2005) support this method's idea because it
is the best suitable for their schedule and comfort. Due to WCAs' work period in day and
night, this ideally suited their working activity since they had available time during waiting
for another assignment which could deliver potentially reliability.
Validity of the Questionnaire
The problems and needs questionnaire was adapted from Tangniam’s (2006) work.
The adapted version is concerned explicitly with WCAs job description. Moreover, the
previous research about the English language used in the workplace and related literature
involving ESP and needs analysis provided valuable information on conducting the
questionnaire. Unfortunately, the adapted problems and needs questionnaire showed no
evidence of validity. The Index of Item-Objective Congruence (IOC) was used to seek out the
content validity to ensure this study's validity. At the same time, three experts checked the
questionnaire in the field of ESP.
The Item-Objective Congruence (IOC) was used to evaluate the questionnaire items
based on the score range from -1 to +1.
Congruent

=+1

Questionable = 0
Incongruent

=-1

The items that had scored lower than 0.5 should be adapted. On the contrary, the
items that had scores higher than or equal to 0.5 should remain. The problems and needs
questionnaire was validated in Thai to be harmonious, but the English version was not to be
overlooked. The IOC’s result from Part 1-4 showed no scores more than 0.5, which was
acceptable to remain in every item (see Appendix F). However, the questionnaire ensured the
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language appropriateness, quality of translation, and accuracy by three experts. Therefore, the
questionnaire's improvement referred to experts’ suggestions matching the research
objective's congruence.
Comments and Suggestions of Experts
There were three English language teaching experts, including specialists in English
for specific purposes (ESP). The validation forms are in the form of a checklist were sent to
experts via email. The appropriateness of each statement was validated regarding the
objective of the study. Comments and suggestion of experts are as follows;
1. Two questions from Part 1 might be better phrased if questions would change to
“Which level” and the rate is “Level of importance.”
2. The comparison of items 1-2 in Part 3 is not compatible.
3. More evidence should be added to support some items from the questionnaire to
reflect WCAs' experience in their job.
4. The term “language learning strategy” in the Thai language may cause
complications to respondents, so the specific terms need to be clarified and simplified.
Modification as per the experts’ comments
The benefit from experts’ comments and suggestions aimed to improve the questions
so that each statement covered this study's purpose. The modification of the questionnaire are
as follows:
1. Part 1, question 4: Which level is the English language important to your job?
Question 5: Which level is the English Course important to your job? rating is ‘very
important’ to ‘very unimportant.’
2. Part 3, rating of question 1,2 have changed from ‘very high’ to ‘very low.’
3. Part 2 question 2 statement 5 shows more examples such as American English, British
English, Indian English accents.
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4. The definition of learning strategy in the Thai version was given to increase WCAs'
comprehension of the SILL questionnaire.
The reliability of the problems and needs and the SILL questionnaire
The researcher intended to compute the Cronbach’s alpha coefficient to find the
reliability of the problems and needs questionnaire. The pilot test was administered with 30
WCAs who were not the subject of this study. Cronbach’s alpha coefficients were equivalent
to 0.985, which was identified to high value and acceptable. Referring to several SILL
studies, Cronbach’s alpha coefficients results showed the internal consistency of the SILL’s
items higher than 0.90, which is highly acceptable (Park, 1997).
Interview
The semi-structured interview was employed with open-ended questions (see
Appendix G) to be worth the effort in terms of the insights and information gained. As the
participants' tight schedule, the researcher intended to limit interview duration; it was
approximately thirty minutes for an interviewing. This was considered a reasonable
maximum length for interviewing to minimize fatigue for both interviewer and respondents.
The interview questions were conducted to seek helpful information that supports the
findings obtained and spread out the discussions of the results. The interview with three
WCAs conducted was in Thai, face to face, at Suvarnabhumi Airport. While three supervisors
and three foreign passengers were interviewed by phone in English and noted down. The
manager recommended the three selected WCAs. The manager considered individuals’
working performance and personality and identified persons who could concisely answer and
cooperate. For a group of supervisors, due to deduction of flight operation during Covid-19
situation on July 2020, it has been critically affecting the number of manpower who had
supervision over WCAs duty. Although, four supervisors were running the roster at that
particular period. Only three supervisors were willing to answers the questions. For selecting
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passengers, the researchers intended to select passengers who had a contact number in
Thailand and traveled on international flights. They must be fluent in English language and
agreed to participate in research. After obtaining ten itineraries from the concerned function,
the first three persons who showed interest in answering the question, truly understood what
is being asked, and communicated in English language, were the participants in this study.
Three passenger interviewees were an Indian woman, a British man, and a Canadian woman.
The interview questions were as follows:
1. To identify the problems of the English language operational use. What English
communication problems do you face at your workplace? WCAs can answer based on your
working experiences or working environment.
2. To identify the needs of the English language operational used. What do you need
when using English language at your workplace? WCAs can answer based on their working
experiences or working environment. Interview questions 1 and 2 aimed to extend more
helpful information that directly relates to their work context according to research questions
1 and 2.
3. According to your answers from the questionnaire, what learning strategies do you
use the most. Why? Please describe (to discover why WCAs employ that specific type of
strategy the most). Interview question number 3 aimed to gain better insight into language
learning strategies and why a particular language learning strategy was employed, leading
to answers to research question number 3 regarding the WCAs' learning needs.
An important tool for analyzing data in an NA is triangulation. As Long (2005a) put
it, triangulation “involves the researchers comparing different sets and sources of data with
one another….to increase the credibility of their data and thereby, eventually, to increase the
credibility of their interpretations of those data” (p.28). Therefore, the researcher intended to
select the stakeholder triangulation defined by Brown (2014) as a tool for increasing the

64
credibility and validity of the results. Brown (2014) explains that stakeholder triangulation
includes multiple stakeholders as sources of information. In this study, supervisors and
passengers were the stakeholders who provided the interview data. The only one question
for them was:
According to your supervisor and passenger’s experience, what are the problems and
needs of WCAs when you are dealing with them? This question aimed to obtain insight
information from people who are involved with WCAs in their job area.
Validity of the Interview questionnaire
The content validity was proven from three English Language Teaching specialists
(ELT) and English for Specific Purposes (ESP). The interview questions were sent to the
experts to judge the state of agreement between the objectives and the interview
statements. The obtained data were used to compute the Index of Item-Objective
Congruence (IOC) of each question statement.
the IOC index (Rovinelli and Hambleton, 1977) was revealed by calculation the
following formula:
I-O =
Where
∑ R = Total scores from experts judging items
N = Number of experts
Score from each export judging item when


Yes

=

1



No

=

-1



Questionable =

0

Referring to the three interview questions: there was only one question on language
learning strategy used by participants who had Cronbach’s alpha coefficients value of zero,
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which had a score lower than 0.5; therefore, the questions adapted were according to the
expert’s comments. Although the problems and needs interview questions had a score of
0.67, which was acceptable (see Appendix H). Experts’ suggestions were also in
consideration to improve the interview questions.
Comments and suggestions of the experts
1. Regarding the semi-structured interview, questions should elicit the answers so that the
researcher can address problems and needs in two skills according to the research question:
listening and speaking skills.
2. The term “language learning strategy” in the Thai language may cause complications to
respondents, so the specific phrase needs to be clarified and simplified.
3. The researcher should give some examples of learning strategies to expand the meaning of
the term.
Modification as per the experts’ comments
1. The modified interview questions were divided into four questions covering listening and
speaking skills are as follows;
Question 1: What are the English communication problems in listening skills of
WCAs at their workplace? (concerning research objective 1)
Question 2: What are the English communication problems in speaking skills of
WCAs at their workplace? (concerning research objective 1)
Question 3: What are the English communication needs in listening skills of WCAs at
their workplace? (concerning research objective 2)
Question 4: What are the English communication needs in speaking skills of WCAs at
their workplace? (concerning research objective 2)
2. Since the phrase language learning strategy has a less adequate meaning for the
respondents, the question was altered to “What learning strategies do you use most that help
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you learn English language?” to understand the term. More examples of the term language
learning strategy, such as watching movies spoken in English or connecting the sound of a
new English word with its picture, have been added to clarify the interview question.
(concerning research objective 3)
Collection of Data
The data collection was as follows:
1. The researcher delivered the Inter-Office Communication letter (see Appendix I)
for self-introduction and provide information about the objective of the study. Initially, the
letter was proposed to the office of Special Service Department (LP) to obtain permission to
conduct the research, followed by making a ramp pass identification to enter the restricted
area which was inside the airport terminal.
2. The questionnaire was submitted to the WCAs via google form by scanning QR
codes at the beginning of their work shift because it allowed them to spend as much time as
they want during their break or waiting for the next job assignment. The first 103 returned
questionnaires were used for data analysis.
3. The semi-structured interview with WCAs was conducted in Thai, face to face, at
Suvarnabhumi Airport, for thirty minutes. Thus, the research interviewer considered making
less interruption to respondents. However, interviewing passengers and supervisors was
conducted by phone and noted down in English by the researcher. To ensure data response
accuracy, the researcher needed to double confirm the meaning of answers with WCAs
before using the data. However, the interview answers from supervisors and passengers in
English language were clear enough to use as the data in this study. The semi-interview was
conducted one week after collecting the questionnaire.
WCAs were the first group for the interview since the information was still fresh after
completing the questionnaire one week ago, followed by supervisors and passengers.
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The data collection procedure is exhibited in Table 3.6.
Table 3.6
Data collection procedure
Research tool
Questionnaire
Interview

Channel
Google form
Face to face
By phone
By phone

Participants
WCAs
WCAs
Supervisors
Passengers

Time
May-June 2020
July 2020
July 2020
July 2020

Language
Thai
Thai
English
English

Data Analysis
In this study, quantitative and qualitative approaches were used to analyze the data.
The quantitative technique in the form of a questionnaire was used primarily to answer the
research questions. While the qualitative method was used to study open-ended responses,
which supported the findings from quantitative analysis.
Quantitative Data Analysis
The statistical devices mainly used to analyze the data which are as follows:
To answers research question 1: What are Wheelchair Assistants English
communication problems in listening and speaking skills at Suvarnabhumi Airport? This
aimed to identify the level of English language operations problems in listening and
speaking skills that WCAs faced. Scores of the five points-Likert scale were computed to
find the mean scores and standard deviation (SD) from Part 3.
To answers research question 2: What are Wheel Chair Assistants English
communication needs in listening and speaking skills at Suvarnabhumi Airport? This aimed
to identify the level of English language operations needs in listening and speaking skills of
WCAs. Scores of the five points-Likert scale were computed to find the mean scores and
stand deviation (SD) from Part 4.
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To answers research question 3: What are Wheelchair Assistants English language
learning needs in listening and speaking skills? This aimed to identify language learning
strategies that WCAs used for learning English. The five-point Likert scale scores were
computed to find the mean scores and stand deviation (SD).
Qualitative Data Analysis: Semi-Structured Interview
Qualitative data on the problems and needs of English communication in listening and
speaking of WCAs and learning strategies used by them were analyzed by content analysis
using the type of conceptual or thematic analysis. Reliability was ensured by intra-rater
reliability. Therefore, the following steps were undertaken:
- The qualitative data, which was in Thai, was translated into English and then backtranslated. The back translator of the current study had experience in the field of English
language teaching. The back-translation was analyzed from the aspect of keywords or
phrases (Shu-ling, 2016) relating to the two categories of problems and needs of English
communication for WCAs, which was considerably specific in vocabulary, discourse, and the
learning strategies used. The analysis results illustrated the coordinate between the Thai
original and back-translated text (see appendix G). The accuracy and quality of translation
were ensured with the equivalence of meaning above 80 percent (Shu-ling, 2016). Sixteen
key statements were selected from interview data. Thirteen statements were coordinated to
the meaning, while three showed incoordinate. The finding will be displayed in Table 3.6
Table 3.7
The quality of translation

Number of key statements
Total

Coordinate meaning

Incoordinate meaning

13

3
16
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Table 3.7 presents the text accuracy, and the quality of translation is guaranteed with
the coordination of meaning 81.25 percent, which was accepted.
- The qualitative data was analyzed in an attempt to derive keys words for data
categorization. The two coders agreed on the categories and themes engaged in this study—
the researcher and Asst. Prof. Dr. Rosukhon were the independent coders in this study.
Apparently, two categories seem to be heterogeneous: lack of motivation and sentence
structure formation after discussing and reaching a complete agreement. The two
heterogeneous categories have been changed to the category of communication avoidance
and grammar instead.
- However, a quantitative process was not performed, and a percentage was not to be
computed to obtain frequencies due to the minor amount of each information category.
Ethical Consideration
The consent form was given to the Special Service Department of Thai Airways
International LTD. to get permission to contact WCAs at their workplace. The researcher
demonstrated scanning the google questionnaire form to participants due to the data obtained
from their mobile phone. The researcher did make sure that all data were not disclosed in
public. However, their identity and data obtained were stored in a secure place. The protocol
of conducting this study informed the participant without any suspicion.
Summary of the Research Process
This chapter summarized how the researcher conducted this study. The subjects were
103 WCAs who work for Thai Airways Company LTD at Suvarnabhumi Airport. The nonprobability convenience sampling technique was utilized for selecting samples. The
questionnaire was the primary instrument for data collection. The five-point Likert scale
presented discussion into the data analysis to find the mean and standard deviation (SD) for
the research question number 1-3. However, the qualitative data obtained from interviewing
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WCAs, supervisors, and passengers expanded quantitative data. To conclude this chapter,
Table 3.8 shows the research process.
Table 3.8
Summary of Research Process
Research Objective
1) to identify WCA’s English
communication problems in
listening and speaking skills at
Suvarnabhumi Airport

Subject
103/WCAs

3/WCAs
3/Supervisors
3/Passengers

2) to investigate WCA’s
English communication needs in
listening and speaking skills at
Suvarnabhumi Airport

103/WCAs

3/WCAs
3/Supervisors
3/Passengers
3) to investigate the language
learning strategies used by
WCAs

103/WCAs

3/WCAs

Research Tool

Data Analysis

- The 5-point Likert
questionnaire
Part 3: The problems in using
English skill: listening and
speaking
questionnaire
Open-ended question (Semistructured interview)

Mean score and
SD

- The 5-point Likert
questionnaire
Part 4: The needs in using
English skill: listening and
speaking questionnaire
Open-ended question (Semistructured interview)

Mean score and
SD

- The 5-point Likert
questionnaire
Part 5: Strategy Inventory
for Language Learning
(SILL)
Open-ended question
(Semi-structured interview)

Thematic
content analysis

Thematic
content analysis

Mean score and
SD

Thematic
content
analysis
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CHAPTER IV
RESEARCH FINDINGS
The results of data analysis are reported in this chapter. The quantitative approach was
the primary weight for analyzing the data, whereas the qualitative approach supported the
first method's weight. The results of general information of WCAs were firstly showed.
Secondly, the results of English communication problems in listening and speaking skills
were displayed based on the quantitative data followed by the results of English
communication needs in listening and speaking skills. Lastly, the results of language learning
strategies used by WCAs.
General Background Information
The general information related to age, educational background, duration of work,
general opinion regarding the importance of English language and English course,
self- assessment on using English language in listening and speaking skills, and the level of
problems and needs in listening and speaking skills. The obtained findings of the
questionnaire display the frequency and percentage of the general background as shown in
Table 4.1- 4.3
Table 4.1
General information regarding age
Range of age (years)
25-30
31-35
36-40
41-45

Frequency
34
25
26
18

Percentage (%)
33.09
24.32
25.24
17.51

Table 4.1 shows that the age range is mostly between 25-30 years which is 33% of the
overall sample, whereas 41-45 years of age is the least frequency. Next, the findings of
educational background are reported in Table 4.2.
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Table 4.2
General information regarding educational background
Educational background
Junior High School
Senior High School
Bachelor’s Degree

Percentage (%)
27.20
53.47
19.41

Frequency
28
55
20

Table 4.2 presents the majority of WCAs who graduated senior high school degree
with 53.4% whereas 19.4% of the WCAs obtained bachelor’s degree. The final general
background in relation to the duration of working is exhibited in Table 4.3.
Table 4.3
General information regarding the duration of working
Duration of work
Less than one year
1-4 years
5-9 years
Ten years or more

Percentage (%)
19.41
39.87
25.23
15.56

Frequency
20
41
26
16

In Table 4.3, the highest percentage is 39.8% in a group of WCAs working between
1-4 years, followed by the successive groups of 25.2%, 19.4%, and 15.5%, respectively.
However, the general opinion results, such as the importance of English language and
English course to their job, were calculated by statistical analysis to identify the mean and
standardize deviation. The results are displayed in Table 4.4.
Table 4.4
General information regarding the importance of English language and English course
General opinion

Mean

SD

Interpretation

The importance of English to your job

4.37

0.84

Very important

The importance of English course to your job

4.38

0.92

Very important

Table 4.4 indicates that, on average, WCAs consider that English language and
English course are essential to their job with slightly similar mean of 4.37 and 4.38. A
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descriptive statistical analysis of self-assessment in listening and speaking skills with the
meaning shown in Table 4.5.
Table 4.5
Self- assessment on language skills in using English: listening and speaking
General opinion
Listening skill
Speaking skill

Mean

SD

Interpretation

2.74
2.65

0.65
0.69

Fair
Fair

Table 4.5 could mean that WCAs rated their English listening and speaking skills at
fair ability.
Results of the Research Question I
To answer research question 1: What are English communication problems in
listening and speaking skills of WCAs at Suvarnabhumi Airport?
The Problems in Listening Skill
The results of the first research question from quantitative and qualitative findings
concerning the problems in listening skill are exhibited in Table 4.6
Table 4.6
Problems in listening skill at your workplace
No.
1
2
3
4

Listening problems
Understanding a message
Accent
Vocabulary
Speed of utterance

Table 4.6 displays that WCAs faced a problem in listening skills in four categories,
including understanding a message, accent, vocabulary, and utterance speed. The first three
categories consisted of problems understanding a message, the accent, and the vocabulary
derived from quantitative data analysis. However, the speed of utterance was analyzed from
qualitative data. Next, the quantitative and qualitative results will be described stepwise.
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The Quantitative Results of the Problems in Listening Skill (questionnaire)
The descriptive statistical analysis was conducted to identify the level of the problems
in listening skills. The statements concerning listening skill problems at their workplace were
categorized into three groups: listening comprehension, Accent, and Vocabulary.
Table 4.7
Mean and standard deviation of each problem in using the listening skill at your workplace.
Problems of listening skill
Category 1: Understanding a message
1) Listening to and understanding what passengers’ want
2) Listening to and understanding passengers’ satisfaction
3) Listening to and understanding passengers’ complaints
4) Listening to and understanding personal details and
information (e.g., flight information)

Mean
3.32
3.38
3.26
3.28

SD
0.99
1.01
0.84
1.05

Interpretation
Medium
Medium
Medium
Medium

3.29

1.07

Medium

Category 2: Accent
5) Listening to and understanding a variety of accent (e.g.,
American English, British English, Indian English)
Category 3: Vocabulary
6) Listening to and understanding vocabulary about
passengers’ illnesses (e.g., broken legs, back pain,
passenger’s condition after surgery)
7) Listening to and understanding vocabulary about
passengers’ physical condition (e.g., slow mobility,
elderly, disability)
8) Listening to and understanding vocabulary about body
parts (e.g., knee, elbow, shoulder, ankle, feet)
Total

3.67
3.67

1.14
1.14

High
High

3.40
3.45

1.11
1.14

Medium
High

3.38

1.07

Medium

3.38

1.13

Medium

3.46

1.08

High

An essential aspect of Table 4.7 is category 2. It shows the highest mean score at 3.67
(SD=1.14). This means that WCAs had problems with a variety of accents at a high level. On
the contrary, category 3 identified the vocabulary problems with a mean of 3.40 (SD=1.11).
This means that WCAs face problems at a moderate level. However, statement 6 deserved
attention because it showed a high level of problem (Mean=3.45, SD=1.14). Next,
Understanding a message category was rated medium. This could be interpreted that WCAs
viewed listening comprehension problems at a moderate level (Mean=3.32, SD=0.99).
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The Qualitative Results of the Problems in Listening Skill (Semi-structured interview)
The interview was conducted with three groups of participants using W.1, W.2, W.3
(for WCAs interviewees); S.1, S.2, S.3 (for supervisor interviewees); P.1, P.2, P.3 (for
passenger interviewees). WCAs were asked the question: What are the English
communication problems in listening skills at your workplace? The interview data from only
WCAs were in the Thai language, while supervisors' and passengers' data were in English.
The back-translation was done to ensure the accuracy and the degree of translation
(see Appendix J). Next, the interview data were analyzed to seek out the category of listening
problems. The interview findings are presented in Table 4.8.
Table 4.8
The interview results of problems in listening skill
Listening problems
1. Understanding a message
2. Accent
3. Limited vocabulary repertoire
4. Speed of utterance

WCA
W.2
W.3
W.1

Supervisor
S.1, S.2

Passenger
P.1, P.2, P.3

S.3

Table 4.8 illustrates four categories of problems in listening skills derived from
stakeholders' perspectives to triangulate three groups of participants' interview results. The
two supervisors and three passengers focused on the problems in understanding a message of
WCAs. On the other hand, each WCAs suggested issues differently, such as accent, limited
vocabulary repertoire, and speed of utterance. The resulted categories of problems in listening
skill are as follows:
Category 1: Understanding a message
Regarding the first passenger remarked about the problem in listening skill of WCAs
that
“I traveled from New Delhi to Bangkok with lots of bags. I had a question about a
surcharged on excess baggage. The question was mainly about fee and loading

76
procedure because I had a connecting flight to Sydney. Once I brought this question
to a wheelchair officer, the answer that was given to me is He doesn’t know. So, I
wasn’t sure he didn’t know the information, or he didn’t understand what I asked
him” (P.1-Indian)
Similarly, the second passenger explained that
“Generally, every time I receive the service from wheelchair officers. I don’t have
any problems because the occurred action repeatedly has the same routine.
Nevertheless, when I make small talk. Some of them always say ‘yes’ many times. I
am not quite sure they completely understand me or are they just being polite” (P.2British)
The last passenger pointed out the same problem. She described that
“I’m not sure that he didn’t understand me because I would like to have someone to
carry the other two bags since I had a daughter with me on the flight from Hongkong
to Bangkok. I asked him to request another officer to help me with those bags, but he
didn’t say anything” (P.3-Canadian)
It is hard to disagree with three passengers that WCA may not understand the
passenger's message because he did not respond. English Communication comes from a good
understanding of the listener. Next, the first supervisor claimed her view as
“They are more likely to pay attention to the job routine rather than communication
because some of them believe that their priority is to haul the wheelchair; thus, they
seem to ignore interaction with the passenger. I wondered they might not understand
what passengers say, so they remained silent while they were giving service” (S.1)
Referring to the supervisor's perspective about the communication response of WCA,
the supervisor considered that some of WCAs might not understand what the passenger said.
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Another supervisor mentioned that some of WCAs are poor in listening skills, which could be
interpreted as unable to understand the discourse.
“I have been working in this department for more than 20 years. I have seen that
some of them are good at listening whereas some poor. However, there is no
complaint from passengers about listening skill problems. It is probably because
passengers do not expect English communication skills from them so much. Even
though their listening skill is poor, they can provide service. I think it is enough for
this job” (S.2)
Category 2: Accent
In this category, the accent is the main problem for WAC as this excerpt.
“I always have problems with Indian accent even though I met many Indian
passengers. It is still hard for me to understand what they say. I prefer to
communicate with native passengers” (W.2)
Category 3: Limited vocabulary repertoire
It is worth mentioning that vocabulary problem seems to affect to WCAs listening
skill. WCA described that
“I mostly understand the whole sentence except some words. Once, a passenger
asked me that ‘Can I disembark first?’ I say yes to him, but I really don’t know what
disembark means. Or ‘Could you give me a hand’ the passenger asked me then I
reached my hands to him. Actually, the passenger just needed my help. He told me the
meaning after that” (W.3)
In the same problem,
“In my opinion, I assume that WCAs face fewer difficulties when they listen to
passengers regarding job routine issues such as flight details or airport formality. On
the contrary, they seem to have problems when they listen to different topics such as

78
local news, general events, or things that do not involve their job routine. I guess that
it might concern about vocabularies that they are not familiar with. When
passengers make conversation about specific topics. They seem not to understand
some sentences or words that passenger try to convey” (S.3)
By the meaning of not knowing some words relates to the problem in vocabulary.
Category 4: Speed of Utterance
“When passengers talk fast. I sometimes could not catch what passengers said,
especially native speakers or passengers who are pretty fluent. I noticed that some
passengers knew that I don’t understand, so they reduced the pace. Once, a lady
passenger complained about her luggage. She talked so fast. I noticed that she was
agitated, but I did not understand in detail what happened to her bags so that I could
help her” (W.1)
Since WCA mentioned the speech pace, which made him hardly understand the
passenger.
Integration of the mixed-methods data analysis: convergence and augmentation of the
results of listening skill problems.
As this study utilized the mixed-research methods, convergence and augmentation
were determined by comparing the quantitative and qualitative results. The qualitative results'
interpretation stated that categories 1, 2, and 3 were in convergence to the quantitative results,
whereas category 4 appeared to be an augmentation. Convergence and augmentation will
present in Figure 4.1.
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Figure 4.1
The Integration of The Quantitative and Qualitative Results of Listening Skill Problems

Quantitative results
1.Understanding a message
2.Accent
3.Vocabulary

Convergence
1 Understanding a
message
2.Accent
3.Vocabulary
Research
findings
integration

Qualitative results
1.Undersatnding a message
2.Accent
3.Vocabulary
4.Speed of utterance

Augmentation
4.Speed of utterance

Figure 4.1 explains convergence and augmentation of the results as follows:
1) Convergence of category 1,2 and 3 under the theme of problems in listening skill
In category 1: Understanding a message, the results of two supervisors and three
passengers showed that WCAs did not understand what passengers told them to do. This
leads to problems in listening and understanding what passengers want and personal details
(statements 1and 4 in the questionnaire).
In category 2: Accent, W.2 reflected that the biggest problem was understanding the
Indian accent, which was the same listening problem showing from quantitative results.
In category 3: Vocabulary, the excerpts from W3 and S3 reported the vocabulary
problem, which was in convergence to category three from quantitative results.
2) Augmentation of category 4 (Speed of utterance) is not perfectly matched to the
quantitative results. Further information related to the augmentation of this category will be
discussed in the next chapter.
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The Problems in Speaking Skill
The results of the first research question from quantitative and qualitative findings
concerns the problems in speaking skill is reported in Table 4.9
Table 4.9
Problems in speaking skills at your workplace
No.
1
2
3
4
5
6
7

Problems in speaking skill
Small talk
Communication politeness
Limited vocabulary repertoire
Pronunciation
Offering assistance
Making inquiries.
Grammar

Table 4.9 explains the interpretation of quantitative and qualitative results. There were
six categories derived from quantitative data analysis: small talk, communication politeness,
limited vocabulary repertoire, pronunciation, assistance, and making inquiries. The
qualitative data were analyzed into five categories: small talk, communication politeness,
limited vocabulary repertoire, pronunciation, and grammar.
The Quantitative Results of the Problems in Speaking Skills (questionnaire)
A descriptive statistical analysis was conducted to identify the level of the problems in
speaking skills. The statements concerning the difficulties in speaking skill at their workplace
were categorized into six groups as follows:
1. Small talk
2. Communication politeness
3. Limited vocabulary repertoire
4. Pronunciation
5. Offering assistance
6. Making inquiries.
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Table 4.10
Mean and standard deviation of each problem in using the speaking skill at your workplace
Problems of speaking skill
Category 1: Small talk
1) Greeting and farewell
2) Making small talk (e.g., showing interest to encourage
passengers to keep talking)

Mean
3.06
2.82
3.31

SD
1.13
1.19
1.07

Interpretation
Medium
Medium
Medium

Category 2: Communication politeness
3) Making polite request
4) Refusing politely
5) Apologizing when mistakes occur
6) Speaking politely according to grammatical rules
7) Speaking appropriately according to social etiquette

3.38
3.17
3.23
3.28
3.74
3.52

1.10
1.16
1.14
1.10
1.10
1.04

Medium
Medium
Medium
Medium
High
High

Category 3: Limited vocabulary repertoire
8) Using airline terminology correctly
9) Identifying with body parts (e.g., knee, elbow, shoulder,
ankle, feet)
10) Explaining the wheelchair (e.g., backrest, footrest,
Wheellock, hand rim)

3.39
3.53
3.38

1.08
1.04
1.08

Medium
High
Medium

3.27

1.14

Medium

Category 4: Pronunciation
11) Speaking with English appropriate pronunciation

3.55
3.55

1.11
1.11

High
High

Category 5: Offering assistance
12) Offering assistance (e.g., settling in a wheelchair)
13) Making Suggestion (e.g., accommodation, culture,
restaurants, tradition, tourist attractions, transportation)

3.44
3.14
3.74

1.08
1.06
1.10

High
Medium
High

Category 6: Making inquiries
14) Inquiring about passengers’ information and needs (e.g.,
flight detail, other services)
15) Clarifying questions or confirming messages

3.25
3.17

1.07
1.11

Medium
Medium

3.33

1.04

Medium

Total

3.34

1.09

Medium

As shown from Table 4.10, category 4 showed the highest mean at 3.55 (SD=1.11). It
seems that WCAs concerned speaking with English appropriate pronunciation the most
compared to other categories then followed by category 5: offering assistance with a mean of
3.44 (SD=1.08). It could be interpreted as WCAs usually faced difficulties in offering
assistance and making a suggestion. However, category 3: Limited vocabulary repertoire
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revealed that WCAs had a medium problem with a mean of 3.39 (SD=1.08). This means that
they had moderate difficulties in using vocabulary.
Moreover, category 2: communication politeness, was a medium problem for WCAs
with a mean of 3.38 (SD=1.10). This leads to problems in making polite phrases. Category 6
(Making inquiries) displayed the problem's level at medium with the mean of 3.25
(SD=1.07). The final problem with the lowest score at 3.06 (SD=1.13) belongs to category 1:
Small talk shows problems in greeting and farewell.
The Qualitative Results of the Problems in Speaking Skill (Semi-Structured Interview)
The interview was conducted with three groups of participants (3 WCAs, 3
Supervisors, and 3 Passengers). WCAs were asked the question: What are the English
communication problems in speaking skills at your workplace? The interview data from only
WCAs were in the Thai language, while supervisors' and passengers' data were in English.
The back-translation was done to ensure the accuracy and the degree of translation
(see Appendix G). Next, the interview data were analyzed to seek out the category of
speaking problems. The interview findings are presented in Table 4.11.
Table 4.11
The interview results of problems in speaking skill
Speaking problems
1) Small talk
2) Communication politeness
3) Limited vocabulary repertoire
4) Pronunciation
5) Grammar

WCA

Supervisor
S.2

W.3
W.2
W.1

Passenger
P.2, P.3
P.1

S.1, S.3

To triangulate the interview results of three groups of participants, Table 4.11
illustrated that one WCA and two passengers identified the same problem: the language
politeness of WCAs. Interestingly, grammar was the difficulty in speaking skill that one
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WCA and two supervisors mentioned. According to the excerpts obtained from participants,
the results in speaking skills are shown below.
Category 1: Small Talk
As a supervisor is concerned about greeting and farewell, which is a part of making
small talk.
“When WCAs address passengers. They generally Wai, which is acceptable for
greeting and farewell in Thailand. However, they hardly welcome passengers by
saying appropriate English phrases such as Good morning or How are you.
Similarly, they seldom farewell passengers with the phrase like Have a good day or
We look forward to seeing you” (S.2)
Category 2: Communication Politeness
The communication politeness was the problematic issue which one WCAs and two
passengers mentioned about
“When I speak to passengers, I know that they understand me, but polite spoken
English is also my concern. Even though I expressed the gesture very politely. I
doubted that my utterance might not be appropriate in some circumstances” (W.3)
Additionally, two passengers described the same problem with WCA
“I departed from London connected at Bangkok then onward to Auckland. I met
two officers. One picked me up from the London flight, and another guy sent me to the
Auckland flight. I was surprised that both of them addressed me with my first name.
They should ask permission from me before calling my name. (P.2-British)
“I remembered one officer asked me to place my purse in my lap and put my
suitcase between two legs while I was sitting in the wheelchair. They said ‘put it here’
twice times. He generally made a short statement. It was like command speech.
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Although his tone was soft. I prefer to listen to something more polite” (P.3Canadian)
Category 3: Limited Vocabulary Repertoire
The last passenger recommended that WCAs faced difficulty in vocabulary
“While moving from wheelchair to passenger seat, the officer always used
gestures to show me how to treat myself while they were assisting me to the seat. They
hardly spoke to me. If they tell me to cross my arm or close my legs up. I will follow
the instruction.
I assumed that they probably don’t know the words, so they used body language
instead” (P.1-Indian)
The body language may not be adequate for the job. The vocabulary knowledge
would be helpful for them.
Category 4: Pronunciation
Unlikely, the second WCA stated the different problem that
“I don’t like my Thai accent. I try to imitate from native speakers. I have been
practicing to speak like them. However, English pronunciation is very hard for me,
especially intonation” (W.2)
It seems that some of WCAs faced the problems differently. In this case, the difficulty
in pronunciation made him have trouble with speaking skills.
Category 5: Grammar
According to the first WCA, grammar was an issue for him as his explanation
“I’m not sure that my sentence structure is correct or not. I constructed sentence
based on my understanding. I’m certain that I’m poor in grammar. When I speak,
I’m afraid of making a mistake” (W.1)
Similarly, supervisor’s experience, she reported that
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“In my opinion, some of them have difficulty in speaking. When I worked with
them. They hardly complete sentences most of the time. They usually put only
keywords in the sentence; for example, they wanted to ask the passenger, " Can you
take the stair? They just said Stair ok? I think they prefer to minimize the sentence
rather than make it complete” (S.3)
Moreover, a supervisor noticed WCAs English performance. He concluded that
“As I noticed, some of them always translate from Thai to English. And some of
them lack confidence when they speak” (S.1)
It appears that WCAs and supervisors found the same problem. This could be mean
that English grammar caused WCA to face difficulty when they speak.
Integration of the mixed-methods data analysis: convergence and augmentation of the
results of speaking skill problems.
As this study utilized the mixed-research methods, convergence and augmentation
were determined by comparing the quantitative and qualitative findings. Convergence and
augmentation are displayed in Figure 4.2.
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Figure 4.2
The Integration of The Quantitative and Qualitative Results of Speaking Skill Problems
Quantitative results
1.Small talk
2.Communication
politeness
3.Limited vocabulary
repertoire
4.Pronunciation
5.Offering assistance
6.Making inquiries.

Convergence
1.Small talk
2.Communication
politeness
3.Limited vocabulary
repertoire
4.Pronunciation
Research
findings
integration

Qualitative results
1.Small talk
2.Communication
politeness
3.Limited vocabulary
repertoire
4.Pronunciation
5.Grammar

3.Pronunciation

Augmentation
5.Offering assistance
6. Making inquiries
7. Grammar

Figure 4.2 explains convergence and augmentation of the results as follows:
1) Convergence of category 1,2, 3, and 4 under the theme of problems in speaking skill
In category 1: small talk, the interview findings corresponded to the questionnaire's
findings concerning greeting and farewell statements.
In category 2: communication politeness, the results of quantitative and qualitative
shared similar problems. The problem in speaking appropriately according to social etiquette
could be related to difficulties in making polite spoken English and addressing passengers’
name
In category 3: limited vocabulary repertoire, a supervisor's interview findings stated
that WCAs had less vocabulary about their job routine, which pointed out to the findings
from the questionnaire on problems in vocabulary such as body parts and wheelchair.
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In category 4: pronunciation, quantitative and quantitative results were displayed the
same problem in speaking with English appropriate pronunciation.
2) Augmentation of categories 5-7 under the theme of problems in speaking skills.
After the integration of the results, three categories were augmented from the
quantitative and qualitative findings. There were offering assistance, making inquiries, and
grammar. The augmentation was considered as extra useful information, which will be
discussed in the next chapter.
Results of Research Question II
To answer research question 2: What are the English communication needs in
listening and speaking skills of WCAs at Suvarnabhumi Airport?
The Needs in Listening Skill
The results of the second research question from quantitative and qualitative findings
concerning the needs in listening skill are exhibited in Table 4.12
Table 4.12
Needs in listening skill at your workplace
No.

Needs of listening skills

1

Understanding a message

2

Understanding a variety of accents

3

Improving vocabulary repertoire

4

Improving listening skill

Table 4.12 reflects that WCAs had necessities in four categories: understanding a
message, understanding various accents, improving vocabulary repertoire, and improving
listening skills. The first three categories comprise the need to understand a message,
understand various accents, and improve vocabulary repertoire derived from quantitative data
analysis. However, all four categories shown in Table 4.12 were analyzed from qualitative
data. Next, the quantitative and qualitative results are explained stepwise.
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The Quantitative Results of the Needs in Listening Skill (Questionnaire)
The descriptive statistical analysis was conducted to identify the level of the needs in
listening skills. The statements concerning the need for listening skills at their workplace
were categorized into three groups: improving listening comprehension, understanding
various accents, and increasing vocabulary repertoire.
Table 4.13
Mean and standard deviation of each needs in using the listening skill at your workplace
Needs of listening skills
Category 1: Understanding a message
1) Listening to and understanding what passengers’ want
2) Listening to and understanding passengers’ satisfaction
3) Listening to and understanding passengers’ complaints
4) Listening to and understanding personal details and
information (e.g., flight information)
Category 2: Understanding a variety of accents
5) Listening to and understanding a variety of accents
(e.g., American English, British English, Indian
English)
Category 3: Increasing vocabulary repertoire
6) Listening to and understanding vocabulary about
passengers’ illnesses (e.g., broken legs, back pain,
passenger’s condition after surgery)
7) Listening to and understanding vocabulary about
passengers’ physical condition (e.g., slow mobility,
elderly, disability)
8) Listening to and understanding vocabulary about body
parts (e.g., knee, elbow, shoulder, ankle, feet)

Mean
3.85
3.96
3.83
3.83
3.81

SD
0.94
0.90
0.91
1.02
0.95

Interpretation
High
High
High
High
High

3.86
3.86

0.99
0.99

High
High

3.82
3.89

0.93
0.94

High
High

3.84

0.92

High

3.74

0.94

High

Total

3.84

0.95

High

The interesting point of Table 4.13 reports that WCAs highly needed to
understand a variety of accents (Mean=3.86, SD=0.99), understanding a message
(Mean=3.85, SD=0.94), and increase vocabulary repertoire (Mean=3.82, SD=0.93)
respectively. However, item 1 under category 1 gained attention due to the highest level. This
means that WCAs needed to understanding what passengers want the most.
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The Qualitative Results of the Needs in Listening Skill (Semi-structured interview)
The interview was conducted with three groups of participants using W.1, W.2, W.3
(for WCAs interviewees); S.1, S.2, S.3 (for supervisor interviewees); P.1, P.2, P.3 (for
passenger interviewees). WCAs were asked: What are English communication needs in
listening skills at your workplace? The back-translation of WCAs answers was done to
ensure the accuracy and the degree of translation (see Appendix G).
The interview findings are illustrated in Table 4.14.
Table 4.14
The interview results of needs in listening skill
Listening skill needs
WCA
1. Understanding a message
W.2
2. Understanding a variety of accent
W.1
3. Increasing vocabulary repertoire
W.3
4. Improving listening skill

Supervisor

S.3
S.1, S.2

Passenger
P.1, P.3

P.2

Table 4.14 demonstrates four categories of the English communication needs in
listening skill to triangulate the interview results of participants. One WCA and two
passengers shared a similar opinion toward the problem in understanding a message. Whereas
one WCAs and one supervisor suggested increasing vocabulary. In addition, two supervisors
and a passenger recommended that WCAs should improve their listening skills. Regarding
the excerpts gained from participants, the resulted categories are displayed as follows:
Category 1: Understanding a Message
The second WCA explained that
“It would be great if I mostly understand what passenger try to tell me. It should
be better if the passenger can talk slower” (W.2)
It seems that message comprehension could support his job. Referring to passenger’s
recommendations, they said that
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“They should be well-trained before they perform this job if they don’t
understand the statement. They should ask for clarification instead of saying don’t
know. It is not professional for airline staff” (P.1-Indian)
The passenger doubted the staff’s understanding of what he said, so he recommended
that the training course support the employee. The comment from the last passenger
described that
“He should respond or say something to show that he understands me. I think
interaction is part of the service” (P.3-Canadian)
It seems that WCA might not understand a message from passengers, so he preferred
not to speak anything.
Category 2: Understanding a Variety of Accents
“I want to understand several accents because the passenger has come from
a different country. If I could understand more, it would help me to provide
service better” (W.1)
It is clear that WCA had difficulty listening to some accents; therefore, he needed to
understand various accents to assist him in his career.
Category 3: Increasing Vocabulary Repertoire
“I want to have the capacity to remember words. Moreover, I need to know how
to use vocabulary correctly. I think if I know lots of vocabulary. It would help me
greatly when I do my job” (W.3)
This explains that vocabulary is essential for his job. He admitted that he did not
know the words. Moreover, it causes misunderstanding between him and the passenger.
Similarly, a supervisor also suggested the same issue. She told that
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“They should expand the English vocabulary so that they can understand some
words in a different situation. They also need to practice the listening skill by making
conversation with passengers frequently” (S.3)
It is worth considering that vocabulary was a necessity for WCAs. This is why the
supervisor suggested them to improve a vocabulary list.
Category 4: Improving Listening Skill
The first supervisor claimed that
“I suggest that some of them should listen to passengers attentively because it is
very important for service business. I consider that they need to improve their
listening skill by interacting with the passenger more often” (S.1)
The above statement pointed out that some of WCAs fail in listening skills. They may
be inattentive to improve their listening skills, or they may not understand at all. Thus, a
supervisor suggested that they need to improve their listening skills. Likewise, the second
supervisor also recommended that
“I consider that to improve their listening skill, years of working experience are
the main factor for them. If the company wants to increase the service standard. They
should conduct an English training course for them” (S.2)
Australian recommended that staff should improve their English communication skill.
“As you know English language is the international language. If they develop
skills. It would be not beneficial for your airlines but also for themselves” (P.2British)
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Integration of the mixed-methods data analysis: convergence and augmentation of the
results of the needs in listening skill.
The mixed-method aimed to combine quantitative and qualitative findings to expand
the results regarding the research design. Convergence and augmentation are reported in
Figure 4.3.
Figure 4.3
The Integration of the Quantitative and Qualitative Results of Listening Skill Needs
Quantitative results
1.Understanding a
message
2.Understanding a
variety of accents
3.Increasing vocabulary
repertoire
Research
findings
integration
Qualitative results
1.Understanding a message
2.Understanding a variety
of accents
3.Increasing vocabulary
repertoire
4.Improving listening skill

Convergence
1. Understanding a
message
2. Understanding a
variety of accents
3. Increasing vocabulary
repertoire

Augmentation
4. Improving listening
skill

Figure 4.3 mentions convergence and augmentation of the results as follows:
1) Convergence of category 1,2 and 3 under the theme of needs in listening skill
In category 1: understanding a message, the interview data from a WCA and two
passengers focused on developing listening understanding, which is in convergence to
quantitative data findings.
In category 2: understanding a variety of accents, quantitative and qualitative results
revealed the same necessity.
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In category 3: limited vocabulary repertoire, the interview results showed that WCA
needed to use vocabulary correctly. Moreover, a supervisor also suggested a similar problem.
Therefore, quantitative data results reflected the same necessity in using vocabulary about
body parts and equipment, which directly concerned their job routine. This means that
convergence was created in the same category.
2) Augmentation of category 4 under the theme of needs in listening skills.
The results of qualitative data exposed the augmentation in one category: improving
listening skills. The discussion of the augmentation will occur in the next chapter.
The Needs in Speaking Skill
The findings of the second research question concerning the needs in speaking
skill is displayed in Table 4.15
Table 4.15
Needs in speaking skill at your workplace
No.
1
2
3
4
5
6
7

Problems in speaking skill
Making small talk
Using language politely
Increasing vocabulary repertoire
Developing pronunciation knowledge
Offering assistance
Making inquiries
Developing grammatical knowledge

Table 4.15 explains the results of the English communication needs of WCAs. The
results were acquired from the interpretation of the quantitative and qualitative data. There
were seven categories: making small talk, using language politely, increasing vocabulary
repertoire, developing pronunciation knowledge, offering assistance, making inquiries, and
developing grammar knowledge.
The Quantitative Results of the Needs in Speaking Skills (Questionnaire)
The descriptive statistical analysis was employed to determine the level of the needs
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in speaking skills. There were six categories: making small talk, using language politely,
increasing vocabulary repertoire, developing pronunciation knowledge, offering assistance,
and making inquiries.
Table 4.16
Mean and standard deviation of each need in using the speaking skill at your workplace
Needs of speaking skill

Mean

SD

Interpretation

Category 1: Making small talk
1) Greeting and farewell

3.79
3.77

0.92
0.96

High
High

2) Making small talk (e.g., showing interest to encourage
passengers to keep talking)
Category 2: Using language politely

3.82

0.89

High

3.86

0.94

High

3) Making polite request
4) Refusing politely
5) Apologizing when mistakes occur
6) Speaking politely according to grammatical rules
7) Speaking appropriately according to social etiquette
Category 3: Increasing vocabulary repertoire
8) Using airline terminology correctly
9) Identifying with body parts (e.g., knee, elbow, shoulder,
ankle, feet)
10) Explaining the wheelchair (e.g., backrest, footrest,
Wheellock, hand rim)

3.90
3.94
3.89
3.80
3.78
3.85
3.88
3.79

0.95
0.86
0.93
0.97
1.03
0.95
0.92
0.96

High
High
High
High
High
High
High
High

3.87

0.99

High

Category 4: Developing pronunciation knowledge

3.92

0.88

High

11) Speaking with English appropriate pronunciation

3.92

0.88

High

Category 5: Offering assistance

3.90

0.97

High

12) Offering assistance (e.g., settling in a wheelchair)

4.03

0.93

High

13) Making suggestion (e.g., accommodation, culture,

3.80

1.01

High

Category 6: Making inquiries

3.92

0.88

High

14) Inquiring about passengers’ information and needs (e.g.,

3.90

0.84

High

3.94

0.93

High

3.87

0.92

High

restaurants, tradition, tourist attractions, transportation)

flight detail, other services)
15) Clarifying questions or confirming messages
Total
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Table 4.16 displays the resulted categories based on the needs in speaking skills.
Category 1-6 showed a high level of English communication needs. This means that, on
average, WCAs highly need to making inquiries, developing pronunciation knowledge,
offering assistance, using language politely, increasing vocabulary repertoire, and making
small talk with the mean of 3.93 (SD=0.88), 3.92 (SD=0.88), 3.90 (SD=0.97), 3.86
(SD=0.94), 3.85 (SD=0.95) and 3.79 (SD=0.92) respectively. However, item 12 indicated the
highest mean score at 4.03 (SD=0.93). This could be interpreted that WCAs needed to
offering assistance such as helping passenger settle in a wheelchair the most whereas item 1:
greeting and farewell were rated at the lowest mean score of 3.77 (SD=0.96). This means that
making a greeting and farewell statement was the least necessary for them.
The Qualitative Results of the Needs in Speaking Skills (Semi-structured interview)
Three WCAs, three supervisors, and three passengers were asked: What are the
English communication needs in speaking skills at their workplace? The back-translation of
WCAs answers was done to ensure the accuracy and the degree of translation. Interview
findings are mentioned in Table 4.17.
Table 4.17
The interview results of needs in speaking skill
Speaking skill needs

WCA

1. Making small talk
2. Using language politely

Supervisor

Passenger

S.2
W.3

P.2, P.3

3. Increasing vocabulary repertoire

P.1

4. Developing pronunciation knowledge

W.2

5. Developing grammatical knowledge

W.1

S.1, S.2

Table 4.17 explores the stakeholder triangulation of the three groups of participants. It
is worth mentioning that the English communication needs in using language politely were
more likely for both WCA and passengers. On top of that, two supervisors and WCA had the
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same vision in the need to develop grammar knowledge. Besides, respondents sighted the
needs differently regarding the needs in making small talk, increasing vocabulary repertoire,
and developing pronunciation knowledge. The interpretation of qualitative results was
categorized into five categories as follows;
Category 1: Making Small Talk
S2 pointed out the need in making greeting and farewell statements which can be
concluded as small talk. As she said
“I suggest they need to say something when they address passengers. According to
international courtesy, it is the proper manner for airline staff to know how to greet and
farewell passenger” (S.2)
This supervisor brought the problem with welcome and farewell expression as some
of WCAs lack making small talk.
Category 2: Using Language Politely
“I need to speak politely according to social manner. And I want to speak
confidentially” (W.3)
Similarly, the two passengers mentioned that
“They need to aware of the basic etiquette rules when addressing someone. I’m a
customer. They need to realize the level of formality” (P.2-British)
“When someone is told to do something. It is important to make polite spoken
English such as could you, would you mind or adding please at the end of the sentence. I
think it is an appropriate conversation between customer and employee” (P.3-Canadian)
As a passenger complained about language formality. This also relates to how to
address people appropriately. Likewise, the last WCA insisted that polite spoken English is
the main issue for him.
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Category 3: Increasing Vocabulary Repertoire
“The basic vocabulary related to their working routine would help them a lot” (P.1Indian)
Referring to the above comment, a list of vocabulary involving the job routine is
helpful.
Category 4: Developing Pronunciation Knowledge
“I want to know how to rise and low my voice so I can pronounce like native. Word
stressing is also my big problem because I don’t know what syllable should be stressed”
(W.2)
The above excerpt has reflected the needs concerning pronunciation because WCA
worried about it. This led to the importance of developing pronunciation knowledge.
Category 5: Developing Grammatical Knowledge
As the first WCA described his needs that
“I want to have more confidence when I speak English. I assume that if I would have
more knowledge in grammar rules. I could produce correct sentence” (W.1)
Similarly, the two supervisors also suggested that
“They should stop thinking of the Thai language when they speak because it disrupts
the sentence structure. They need to increase English knowledge such as grammar rules
and vocabulary so that they can fulfill confidence when they deliver a speech” (S.1)
“I recommend they need to know basic grammar rules to create complete sentences”
(S.3)
It seems that supervisors' comments were the same topic as the answers from one of
the WCA, which identify the grammar problem. W.1 faced a problem in grammar. As he
described that understanding grammar rules could support him to form the correct sentence.
This could mean that the need to develop grammar knowledge is crucial for him.
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Integration of the mixed-methods data analysis: convergence and augmentation of the
results of the needs in speaking skill.
The mixed-method aimed to combine quantitative and qualitative findings to expand
the results regarding the research design. Convergence and augmentation are reported in
Figure 4.4.
Figure 4.4
The Integration of the Quantitative and Qualitative Results of Speaking Skill Needs
Quantitative results
1.Making small talk
2.Using language politely
3.Increasing vocabulary
repertoire
4.Developing pronunciation
knowledge
5.Offering assistance
6.Making inquiries

Convergence
1.Making small talk
2.Using language politely
3.Increasing vocabulary
repertoire
4.Developing pronunciation
knowledge
Research
findings
integration

Qualitative results
1.Making small talk
2.Using language politely
3.Increasing vocabulary
repertoire
4.Developing pronunciation
knowledge
5.Developing grammar
knowledge

Augmentation
5.Offering assistance
6.Making inquiries
7.Developing grammatical
knowledge

Figure 4.4 identifies convergence and augmentation of the results as follows;
1) Convergence of category 1,2, 3, and 4 under the theme of needs in speaking skill
In category 1: Making small talk, the interview result of S.2 suggested that WCAs
should perform greeting and farewell phrases rather than Wai. Greeting and farewell
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statement is considered to be a sub-category of making small talk which reaches to
convergence for the both quantitative and qualitative findings
In category 2: Using language politely, regarding W.3, P.2, and P.3, they considered
that the needs in using formal language were appropriate manner. Therefore, category 2 is
certainly convergence.
In category 3: Increasing vocabulary repertoire, P.1 recommended expanding the
vocabulary knowledge of WCAs especially working vocabulary. They needed to recognize
wordings related to job routines. This is why convergence occurred.
In category 4: Developing pronunciation knowledge, the convergence derived from
the similar results of quantitative and qualitative data, that is, the needs in pronunciation
knowledge.
2) Augmentation of categories 4-6 under the theme of needs in speaking skill.
The results of quantitative data exposed two augmentations which were categories of
offering assistance and making inquiries. Furthermore, qualitative findings revealed an
augmentation of developing grammar knowledge. The augmentation will be discussed in the
next chapter.
Results of Research Question III
To answer research question 3: What are wheelchair assistants’ English language
learning needs in listening and speaking skills?
The Quantitative Results of Language Learning Strategies (SILL)
To answer research objective 3: Identify wheelchair assistant’s English language
learning strategies in listening and speaking skills. The SILL questionnaire's findings asked
how often WCAs use language-learning strategies based on six major strategies to answer
this research question. The five-point Likert scale was used to explore the frequency of using
earning strategies of WCAs from often used or always used to never used or seldom used.
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Table 4.18 demonstrates the overall language learning strategies used by WCAs.
Table 4.18
The mean and standard deviation of Overall Language Learning Strategy used by WCAs
Learning strategies of
listening and speaking
skill
Direct strategy

Mean

SD

Interpretation

Frequency

3.38

1.02

Medium

Sometimes used

Memory strategies

3.58

0.97

High

Often used

Cognitive strategies

3.30

1.06

Medium

Sometimes used

Compensation strategies

3.57

1.05

High

Often used

Indirect strategy

3.50

0.99

High

Often used

Metacognitive strategies

3.70

0.97

High

Often used

Affective strategies

3.45

0.99

Medium

Sometimes used

Social strategies

3.36

1.03

Medium

Sometimes used

Total

3.44

1.00

Medium

Sometimes used

As shown in Table 4.18, it presents that, on average, the overall the level of
language learning strategies were at medium level. This means that WCAs sometimes used
learning strategies when they study English language. Among the two major categories,
indirect strategy (Mean=3.50, SD=0.99) was used more than direct strategy (Mean =3.38,
SD=1.02). This could be interpreted that they always used indirect strategy to help them learn
English language. It is not surprising that metacognitive strategies gained the top means score
of 3.70 from an overall. This means that WCAs always use metacognitive strategies the most.
Additionally, memory and compensation strategies also revealed a high range of mean scores
at a slightly similar point of 3.58 and 3.57. It could be interpreted as they often used these
two strategies. The last three strategies are effective, social, and cognitive strategies displayed
in the medium range (means=3.45,3.36 and 3.30) respectively and interpreted as sometimes
used. Besides the main six categories of learning strategies, it is interesting to mention each
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statement under the main strategies to catch more information regarding learning strategies
used by participants are explored in Table 4.19-4.24.
Table 4.19
Mean and standard deviation of each statement of memory strategies
Category
Memory Strategies

Mean
3.58

SD
0.97

Interpretation
High

Frequency
Often used

1) I think of relationships
between what I already know
and new things I learn in
English
2) I use key English words in
sentences so that I can
remember them
3) I connect the sound of a new
English word with its image or
picture to help me remember it.
4) I remember a new English
word by making a mental
picture of a situation or context
in which the word might be
used.
5) I use rhymes to remember
new English words
6) I physically act out English
words
7) I remember new English
words or phrases by
remembering their locations on
the page, the board, or a street
sign.

3.58

1.00

High

Often used

3.72

0.95

High

Often used

3.64

0.86

High

Often used

3.70

0.88

High

Often used

3.57

0.94

High

Often used

3.60

1.10

High

Often used

3.26

1.07

Medium

Sometime used

According to Table 4.19, WCAs always used key English words in sentences to
remember them. It reflected from Item 2 with means of 3.72 at the highest level among
seven statements. Moreover, they are at a high level of remembering new English words by
making a mental picture of a situation or context in which the word might be used (Item 4,
Means= 3.70). Connecting the sound of a new English word with its image or picture helps
me remember it (Item 3, Means=3.64). They physically act out English words (Item 6,
Means=3.60).
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Additionally, they are a high user of thinking of relationships between what they
already know and new things they learn in English and using rhymes to remember new
English words shown from Item 1 and 5 (means=3.58 and 3.57). On the contrary, they
sometimes remember new English words or phrases by remembering their locations on the
page, the board, or a street sign (Item 7, means=3.26). The finding of each statement of
cognitive strategies is illustrated in Table 4.20.
Table 4.20
Mean and standard deviation of each statement of cognitive strategies
Domain
Cognitive Strategies
8) I try to talk like a native
English speaker.
9) I practice the sounds of
English
10) I use the English words I
know in different ways.
11) I initiate conversations in
English.
12) I watch English language TV
shows spoken in English or go to
movies spoken in English.
13) I try not to translate wordfor-word.

Mean
3.30

SD
1.06

Interpretation
Medium

Frequency
Sometimes used

3.36
3.48

1.02
1.06

Medium
Medium

Sometimes used
Sometimes used

3.72

0.97

High

Often used

3.14

1.06

Medium

Sometimes used

3.00

1.26

Medium

Sometimes used

3.13

1.00

Medium

Sometimes used

The main issue in Table 4.20 is item 10, with the highest means score at 3.72. It
means that they often use the English words they know in different ways. The statement (9, 8,
11, and 13) demonstrate the same results of medium level with means of 3.48, 3.36, 3.14, and
3.13 consecutively. It could be interpreted as they sometimes practice English sounds, try to
talk like a native English speaker, initiate conversations in English, and try not to translate
word-for-word. Statement 12 holds the lowest score at 3.30. It means they watch English TV
shows or go to movies spoken in English sometimes. Table 4.21 will present the finding from
each statement of compensation strategies.
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Table 4.21
Mean and standard deviation of each statement of compensation strategies
Domain
Compensation Strategies
14) To understand unfamiliar
English words, I use guesses.
15) When I can’t think of a word
during a conversation in
English, I use gestures.
16) I make up new words if I
don’t know the right ones in
English.
17) I try to guess what the other
person will say next in
English
18) If I can't think of an English
word, I use a word or a phrase
that means the same thing.

Mean
3.57
3.47

SD
1.05
1.08

Interpretation
High
Medium

Frequency
Often used
Sometimes used

3.89

0.98

High

Often used

3.66

1.03

High

Often used

3.34

1.05

Medium

Sometimes used

3.52

1.13

High

Often used

Referring to compensation strategies used by participants in Table 4.21, the findings
display that participants often used compensation strategies. When they can’t think of a word
during a conversation in English, they use gestures (Item 15, means= 3.89) and make up new
words if they don’t know the right ones (Item 16, means=3.66). If they can’t think of an
English word, they use a word or a phrase that means the same thing (Item 18, means=3.52).
On the other hand, two out of five compensation strategies are Item 14 (means=3.47) and
Item 17 (means=3.34), showing medium level. This means that to understand unfamiliar
English words, they sometimes use guesses. Besides, they also sometimes try to guess what
the other person will say next in English. Next, the finding of the frequency of each statement
of Meta-cognitive strategies is demonstrated in Table 4.22.
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Table 4.22
Mean and standard deviation of each statement of meta-cognitive strategies
Domain
Meta-Cognitive Strategies
19) I try to find as many ways
as I can to use my English.
20) I notice my English
mistakes and use that
information to help me do
better\improve my
performance.
21) I pay attention when
someone is speaking English.
22) I try to find out how to be
a better learner of English.
23) I look for people I can talk
to in English.
24) I have clear goals for
improving my English skills.

Mean
3.70

SD
0.97

Interpretation
High

Frequency
Often used

3.66

1.00

High

Often used

3.60

0.91

High

Often used

3.86

0.95

High

Often used

3.75

0.94

High

Often used

3.54

1.07

High

Often used

3.79

0.98

High

Often used

Table 4.22 explains that they often use Meta-cognitive strategies because every
statement was rated as high level. Item 21 warrants attention according to the highest means
score at 3.86 (WCAs usually pay attention when someone is speaking English). Likewise,
Item 24 shows that WCAs often have clear goals for improving their English skills with the
means of 3.79. Item 22 displays that WCAs held a high level as they often try to find out how
to be a better English learner (means=3.75). Followed by Item19 and 20, which state that
WCAs usually try to find as many ways as possible to use my English (means=3.66) and
notice their English mistakes and use that information to help them do better/improve their
performance (means=3.60), respectively. The final statement is Item 23, showing its
interpretation at a high level. WCAs frequently look for people they can talk to in English.
The below table will portray the results of each statement of Affective Strategies.
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Table 4.23
Mean and standard deviation of each statement of affective strategies
Domain
Affective Strategies
25) I try to relax whenever I
feel afraid of using English.
26) I encourage myself to speak
English even when I am afraid
of making a mistake.
27) I notice if I am tense or
nervous when I am studying or
using English

Mean
3.45

SD
0.99

Meaning
Medium

Interpretation
Sometimes used

3.61

1.03

High

Often used

3.64

3.12

0.96

0.99

High

Medium

Often used

Sometimes used

The majority of the finding in Table 4.23 reveals that WCAs often encourage
themselves to speak English even when they are afraid of making a mistake (Item 26,
means=3.64). They usually try to relax whenever they feel anxious about using English (Item
25, means=3.61). There is one statement that identifies WCAs as the medium level regarding
Item 27. It could be interpreted that WCAs sometimes notice if they tense or nervous when
they are studying or using English. The final table will present the finding of each statement
of Social Strategies.
Table: 4.24
Mean and standard deviation of each statement of social strategies
Domain
Social Strategies
28) If I do not understand
something in English, I ask the
other person to slow down or
repeat it.

Mean
3.36

SD
1.03

Meaning
Medium

Interpretation
Sometimes used

3.83

1.02

High

Often used

29) I ask English speaker to
correct me when I talk
30) I ask questions in English
for an explanation

3.03

1.05

Medium

Sometimes used

3.22

1.04

Medium

Sometimes used
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Table 4.24, it is evident that if WCAs do not understand something in English, they
often ask the other person to slow down or repeat it (Item 28, means=3.83). On the contrary,
Item 30 and 29 explain that WCAs sometimes ask questions in English for an explanation
(means=3.22), and they also sometimes ask English speakers to correct them when they talk
(means=3.03).
To summarize the finding on research objective 3, it was found that WCAs are
categorized at a high level regarding Meta-cognitive, Memory, and Compensation Strategies.
This means that they often used these three strategies to be medium users of Affective,
Social, and Cognitive Strategies.
The qualitative results of language learning strategies (semi-interview)
According to the final research objective, three WCAs were asked in the semistructured interview: What learning strategies do you use most to learn the English language?
The research intended to ask a question in the Thai language face to face at Suvarnabhumi
Airport. The excerpt below was categorized regarding the learning strategy domain of SILL.
The results of language learning strategies used by WCAs are presented as follows:
1. Memory strategy
2. Cognitive strategy
3. Compensation strategy
4. Social strategy
Referring to interview answers of a WCA, he described that
“During my free time, I like to walk around the terminal and practice my English
by reading the advertisements or notice boards. If I don’t know the meaning of some
words. I use a dictionary application on the cell phone for translation. If I found some
difficult vocabulary. I will make a note on small paper then I review them afterward.
This can help me to improve my English skills” (W.1)
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It appeared that he enjoyed using the memory strategy to help him improving English
skills. By applying an image (notice board) allowed him to associate eyesight. Furthermore,
he also enjoyed taking notes derived from cognitive strategy.
Similarly, the second officer liked to apply cognitive strategy to help him learn
English language. He mentioned that
“I study English lessons via the you-tube channel. It is easy for me because I can
learn anywhere. I practice listening skills by listening to the public announcement in
the airport. In addition, when I was assigned to work for customer airlines. I also
listen to different accents. I often use simple wording when I talk to a passenger. This
way, I can start a conversation with them first” (W.2)
It is more likely that practicing language via you-tube channel was the comfortable
way to learn language because he can access lessons anytime and anywhere. Thus, cognitive
strategy enhanced him to repeat and practice naturally. He also liked to use the memory
strategy because he practiced listening by applying sound from the public announcement. In
contrast, the last WCA enjoyed using the compensation strategy to limit speaking and select
the topic. Moreover, he intended to apply social strategy to ask passengers questions if he
was unsure about pronunciation. As he explained that
“I try to speak English as much as I can to improve my ability. So, every time I
have a chance. I always make a conversation by creating a simple question such as
the current events in their country or daily hot news because I want to make the
conversation go smoothly. Occasionally, I ask the passenger to comment on my
pronunciation” (W.3)
Briefly, it can be seen that the results shown above could reflect useful information
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for WCAs. This would raise awareness for them to improve their English communication
ability. The results can also contribute as a guideline for designing the English training course
for them in the future.
Chapter Conclusion
This chapter aims to present the results of the study based on research objectives. The
first research objective is to identify the English communication problems in listening and
speaking skills. The quantitative and qualitative methods revealed that listening problems are
listening comprehension, accent, limited vocabulary repertoire, speed of utterance,
communication avoidance, and low listening exposure. Whereas speaking problems are small
talk, communication politeness, limited vocabulary repertoire, pronunciation, offering
assistance, making inquiries, grammar, confidence to speak, and low speaking proficiency.
The second research objective is to identify the English communication needs in
listening and speaking skills. The results obtained from quantitative and qualitative methods
presented that listening skills improve listening comprehension, understand various accents,
improve vocabulary repertoire, understand a message, improve listening skills, and have
communication interactions. Whereas the needs in speaking skills are making small talk,
using language politely, increasing vocabulary repertoire, developing pronunciation
knowledge, offering assistance, making inquiries, and developing grammar knowledge.
The third research objective is to identify the language learning strategies' needs. The
findings showed that, on average, participants used overall methods at a moderate level.
However, metacognitive strategies were the most frequently used, followed by memory,
compensation, affective, and social strategy. Cognitive strategies were the least used by
WCAs. Qualitative findings illustrated that memory, cognitive, compensation, and social
strategies were employed to help WCAs improve listening and speaking skills.

CHAPTER V
SUMMARY, DISCUSSION, AND RECOMMENDATIONS
There are four main parts to this chapter. Firstly, the summary of the study is briefly
presented relating to research objectives and questions, subjects, research design and
research instruments, the procedure of data collection and data analysis, and the findings of
the study, followed by the discussions of the findings and implications presented in the
second part. Thirdly, the recommendations of the study are described, finally, the conclusion
of the study.
Summary of the Study
Research Objectives
The objectives of the study are as follows;
1.To identify wheelchair assistant’s English communication problems in listening and
speaking skills at Suvarnabhumi Airport.
2. To identify wheelchair assistant’s English communication needs in listening and
speaking skills at Suvarnabhumi Airport.
3. To identify wheelchair assistant’s English language learning strategies in listening
and speaking skills.
Research Questions
There are three research questions in this study.
1. What are wheelchair assistants’ English communication problems in listening and
speaking skills at Suvarnabhumi Airport?
2. What are wheelchair assistants’ English communication needs in listening and
speaking skills at Suvarnabhumi Airport?
3. What are wheelchair assistants’ English language learning strategies in listening
and speaking skills?
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Population and Subjects of the Study
The 204 wheelchair assistants who work for Thai Airways International company
LTD at Suvarnabhumi Airport are the current study population. They are male gender
aged 25-45 years old with Thai nationality. The convenient sampling technique is a method
to select participants. The subject of the study is 103 persons.
Research Design
The explanatory mixed-method is a research design in this study. The quantitative
data were collected to identify the range of the problems and needs in English
communication, listening and speaking skills, and using language learning strategies. A semistructured interview was used to collect qualitative data.
Research Instrument
The two questionnaires were the primary tools for collecting quantitative data
consisting of the English communication problems and needs in listening and speaking skills
questionnaire adapted from Tangniam (2006) and the strategies inventory language learning
(SILL) in the form of a five-point Likert scale. The interview conducted was with three
WCAs, three supervisors, and three passengers to obtain qualitative data.
Data collection procedure
A questionnaire using Google form was distributed via smartphone. Three WCAs
were interviewed for approximately 30 minutes in the Thai language at Suvarnabhumi
Airport. Three supervisors and three passengers were interviewed on the phone in English for
30 minutes.
Data Analysis
For research question 1: What are wheelchair assistants’ English communication
problems in listening and speaking skills at Suvarnabhumi Airport? The mean and standard
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deviation were derived to identify the level of difficulties in listening and speaking skills of
WCAs at their workplace.
For research question 2: What are wheelchair assistants’ English communication
needs in listening and speaking skills at Suvarnabhumi Airport? The mean and standard
deviation were calculated to identify the level of needs in listening and speaking skills of
WCAs at their workplace.
For research question 3: What are wheelchair assistants’ English language learning
needs in listening and speaking skills? The mean and standard deviation were calculated to
identify the level of language learning strategies used by WCAs.
The content analysis was applied to diagnose the interview data of the three research
questions.
Findings
The results are regarding three research objectives as follows:
1. The English communication problems in listening skills of WCAs are
understanding a message, accent, vocabulary, speed of utterance. The English communication
problems in speaking skill of WCAs are small talk, communication politeness, limited
vocabulary repertoire, pronunciation, offering assistance, making inquiries, and grammar
2. The English communication needs in listening skills of WCAs are understanding a
message, understanding various accents, improving vocabulary repertoire, and improving
listening skills. The English communication needs in speaking skills of WCAs are making
small talk, using language politely, increasing vocabulary repertoire, developing
pronunciation knowledge, offering assistance, making inquiries, and developing grammatical
knowledge.
3. On average, WCAs used meta-cognitive strategies the most (mean=3.70, SD=0.97).
Meanwhile, they used cognitive strategies the least (mean=3.30, SD=1.06).
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Discussion of the Findings
The findings of the English communication problems and needs in listening skills will
be discussed first, followed by the discussion of the English communication problems and
needs in speaking skills.
The English Communication Problems in Listening Skill of WCAs
According to the findings in Chapter 4, Table 4.7 illustrated that WCAs had
difficulties using listening skills at a high level. Similarly, the results on an analysis of
English language needs for Thai Airways ground staff conducted by Tangniam (2006)
revealed that listening is the most challenging skill for the participants. The study showed
similar results with the current research: ground staff had problems dealing with various
accents and listening comprehensions such as passengers’ detail and information. Also,
Permtanjit (2003) studied the flight attendants' English language functions during the training
course. The study displayed that unfamiliar accents were a significant problem in the
listening skill of flight attendants. The results presented that communication avoidance is one
of the problems that WCAs encountered; it is coherent with the problems of Thai tourist
police officers explored by Tipmontree (2007). The police officers usually used facial
expressions and body language to avoid communication because they could not understand
what is said. On the contrary, Kulchol (2007) proposed different results, which showed that
cultural differences were the main problem for Thai and foreign flight attendants in English
communication. Table 5.1 will display the findings and discussion of English communication
problems in listening skills.
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Table 5.1
The findings and discussion of problems in listening skill
Findings
- Understanding a Message
- Accent
- Vocabulary
- Speed of Utterance

Discussion
Listening Comprehension as a Holistic Problem

The discussion of the findings in listening skill problems is shown in table 5.1. It
displays that listening comprehension as a holistic problem might be a plausible reason which
causes participants to encounter listening problems in understanding a message, accent,
vocabulary, and speed of utterance. The explanation might be because of WCAs’ level of
proficiency and educational background. Table 4.2 and 4.5 presented that most WCAs
graduated from senior high school, and they perceived themselves as a fair-ability English
listener. This could be the reason why most of them do not have English listening
potentiality. Another reason may be related to unfamiliar accents. Passengers travel from
different places. They speak the English language with many different accents; their sound
and pronunciation depend on localized words and other expressions. WCAs faced listening
difficulties from many kinds of English accents. They must confront native varieties and nonnative varieties such as Indian or Russian, which produce thick accents. Thus, it is hard for
them to understand. Flowerdew (1994) states that native and non-native speakers' unfamiliar
accents can cause difficulty in listening comprehension.
Drawing upon the results, one problem that has been identified as a problem is using
vocabulary. The findings showed that WCAs had vocabulary problems about passengers’
illness, passengers’ physical condition, and body parts at a high level. One must acknowledge
that vocabulary is a crucial element for overcoming listening difficulties. WCAs had this
problem because they might not have sufficient vocabulary repertoire precise vocabulary
relating to their work context. Furthermore, a long list of English vocabulary is overload
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work for them to remember. In Thailand, where vocabulary memorization and grammatical
content are emphasized in English language teaching practice, and conventional teaching
methods such as grammar-translation and rote-memorization tend to be used wildly among
teachers stated by Ulla (2018), Noom-ura (2013), and Khamkhien (2010). It is not surprising
that most Thai learners are unfamiliar with the grammar-translation method, which is also
used to teach vocabulary. Thai learners frequently translate from the Thai language to the
target language; thus, it is possible to misunderstand what speakers deliver. For disabled
people, there are some medical terminologies and physical anatomy vocabulary that are not
generally known to common people. Thus when passengers describe their health conditions,
sickness, or physical limitations, WCAs could not understand the particular words as they are
unfamiliar with these words. The company does not prepare an adequate, necessary word list
for them to make themselves familiar with the new vocabulary. Harmer (2001) points out that
listening activity is more difficult if listeners do not have the relevant background on what
they are hearing. People can reach the process of comprehension by engaging their
background knowledge. The lack of helpful vocabulary can obstruct WCAs from accessing
passengers’ speech.
In addition, WCAs’ listening problems occurred from the speed of utterance, referring
to this study's results. When they confront passengers who spoke quickly, they could not get
the real meaning of the message. Listening to the fast-delivered messages is one of the
difficulties for WCAs because they could not control passengers' speed. Thus, they need to
know how to ask passengers to slow down or repeat the speech to clarify and engage in the
conversation. In short, participants' listening problems may derive from their difficulties in
listening comprehension, which cause by many possible reasons such as participants’ level of
English proficiency, educational background, unfamiliar accents, insufficient vocabulary,
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conventional teaching method, and fast speech. The English communication needs in
listening skills will be discussed next.
The English Communication Needs in Listening Skill of WCAs
Referring to Table 4.12 in Chapter 4, the results of this present study reported that
WCAs needed to use the listening skill at a high level. This current study's findings are
similar to the study of needs analysis of English communication of cabin crews working for
Thai Airways International company conducted by Chenaksara (2005). The results could be
interpreted that cabin crew needed to understand various accents, mainly Indian and
Australian accents. In addition, Chantanont (2012) stated that listening skills are the most
problematic for hotel front officers regarding the clients’ various accents. In the same area of
providing health care service, this study's findings revealed different results of needs of
English skills of Thai nurses working in international hospital conducted by Chetsadanuwat
(2018). The research presented that speaking, reading, and writing skills were high needs for
Thai nurses. Next, the findings and discussion of English communication needs in listening
skills will be shown below.
Table 5.2
The findings and discussion of needs in listening skill
Findings
Understanding a Message
Understanding a Variety of Accents
Improving Vocabulary Repertoire
Improving Listening Skill

Discussion
Listening Skill is a Basic Successful
Communication

Table 5.2 explains the discussion of the findings of listening needs. The possible
reason that WCAs had necessity in listening skill may be because listening skill is essential
for successful communication. Regarding Vandergrift (1999), listening comprehension is an
extensive integration skill, and it plays a crucial role in increasing language proficiency and
supporting other language skills. As WCAs working routine, they have to facilitate
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passengers through the airport terminal. This means that they need to listen to and understand
passengers’ details, passengers’ satisfaction, and complaints. They must receive and interpret
what passengers request them to do. In this case, disabled passengers- walking disabilities,
slow mobilities, sick, and elderly passengers require extra service. WCAs must listen
carefully to what passengers want and ensure a smooth transfer and prevent complaints that
might happen if WCAs do not clearly understand what passengers said.
In the same way, misinterpretation of passengers' details such as connecting flight or
final destination can cause severe problems for themselves and the airline. More importantly,
when an unexpected incident occurred unintentionally or intentionally, such as downgrading,
denied boarding incident, or long delay of a flight, they should understand what passengers
complain about to prevent misunderstanding because it could build further unsatisfaction to
passengers. It is evident that listening comprehension directly impacts their job performance;
for that reason, listening comprehension is key to communicating with passengers.
Since the results displayed that understanding in a variety of accents is the highest
need for them. Therefore, they need to practice listening to different accents because the more
they expose themselves to authentic English, the more their ear will adapt to it. Sucompa
(1998) stresses that English language listeners should have frequent chances to practice
listening to different native accents. Good listening skills can support them to figure out what
passengers are saying even with an unfamiliar accent. They have interactions with several
nationalities of English speakers; they need to practice listening to English words that
pronounce in different ways to become fluent English listeners.
It seems that successful communication may rely on vocabulary knowledge. Schmitt
(2008) describes that acquiring vocabulary knowledge is crucial as it is an important
indication to be successful in English communication. Since passengers who require
wheelchair service may show a risk of back injury, strain, or sprain, the medical terminology
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is essential for WCAs to grasp the meaning to understand the symptom or illness of
passengers and perform safe services. Furthermore, WACs need to obtain vocabulary about
passengers’ physical condition as passengers who ask for special assistance generally have
difficulty undertaking slow mobility activities, elderly, disability. Moreover, WCAs also need
to recognize vocabulary about anatomy or body parts such as knee, elbow, shoulder, or ankle
since passengers mention some words related to the body part. Thus, WCAs need to increase
vocabulary repertoire to prevent unexpected incidents that may create suffering to passengers.
Therefore, work-related vocabulary could support listening comprehension and assist WCAs
in communicating with passengers successfully.
Listening skill is one of the most crucial aspects of English communication.
Commonly, improving listening skills can elevate listening comprehension and help them
understand the message better. There is an initial assumption that makes them want to
improve listening skill because they must be responsible for passengers' safety. Providing
special services to disabled passengers must count on successful communication skills.
Besides the problems and needs in listening skills, this study also attempts to identify the
issues and needs in speaking skills of WCAs. The discussion in detail of each speaking
problem and the needs will be elucidated in items 5.3 and 5.4.
Implications
Thai Airways company could gain useful information from this study. The results of
this study could provide a guideline for designing an English training course for their staffs.
Considering the results, WCAs needed to understand a message, understand various accents,
improve vocabulary repertoire, and improve listening skills. The English training course
should be designed based on their actual needs, increasing their listening ability and
decreasing their listening difficulties. Consequently, WCAs should be provided with
opportunities to practice listening to passengers’ wants, satisfaction, complaints, and details.

118
Practicing listening to various unfamiliar accents was the most problematic; thus, it would be
self-interesting to practice multiple conversations with different topics. Furthermore, the
training course should emphasize vocabulary related to their working context because it is
essential for them to practice and get familiar with specific words relating to their job.
In terms of the course content, it should be suitable to their characteristic as WCAs
are a heterogenous group according to a wide range of their previous educational background,
varying years of age and duration of working experience, and English proficiency in the
language of instruction. Therefore, to design the course content, one must
acknowledge that the content recommended equalizes involvement from members of the
groups, and learning tasks should foster listening comprehension for all members. Millrood
(2002) maintains that successful and unsuccessful learners combine heterogenous classes,
and the necessity of a “whole class of individuals” should reach effectively. Moreover,
listening tasks should be adequately prepared for specific purposes concerning their job field,
promoting learners’ participation. After-course, a trainer needs to encourage learners to
improve their listening skills by using social media or online lessons. Keeping them
practicing listening skills since out-of-class activities such as movies, songs, and video clips
can further help them develop listening skills.
The English Communication Problems in Speaking Skill of WCAs
Regarding results from Chapter 4, Table 4.10 displayed that WCAs faced speaking
skills problems at a medium level. The current study results correspond to the English
language needs of Thai pilots studied by Dejkunjorn (2005). It presented that Thai pilots
encountered problems in pronunciation, grammar, and vocabulary. Similarly, Permtanjit
(2003) mentioned that job-related vocabulary, accent, and pronunciation are Thai flight
attendants' problems. However, the needs and problems of English Language Skills for the
Hotel Front Office Staff conducted by Charunsri (2011) are in disagreement with the current
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study results. It presented that the front office staff had the most challenging problem in
listening skills. The findings and discussion are shown below.
Table 5.3
The findings and discussion of problems in speaking skill
Findings
Language Function
- Small Talk
- Communication Politeness
- Offering Assistance
- Making Inquiries
Pronunciation
Vocabulary and Grammar

Discussion
A Lack of Vocabulary and Sentence Structure Knowledge
to Produce the Discourse Politely

The Different Sounds System of Thai and English
Language
Low Speaking Proficiency

Table 5.3 illustrates the findings and discussion of the English communication
problems in speaking skills. The possible explanations are discussed regarding the findings as
follows:
A Lack of Vocabulary and Sentence Structure Knowledge to Produce the Discourse Politely
As seen in Table 5.3, the use of language function is the problem for participants. The
explanation might be because of a lack of vocabulary and sentence structure knowledge of
participants. Since WCAs encountered difficulty in making small talk. Small talk refers to a
polite conversation with general topics. According to general or unimportant topics, many
words are required to cover almost every topic. Adam (2016) suggests that a shortage of
vocabulary obstructs English users' real communication to a great extent. Therefore, a lack of
vocabulary may affect to WCAs English ability to produce small talk. WCAs also had
difficulties in communication politeness. This is probably because they lack sentence
structure knowledge. The explanation might be because the phrases, the expression, and the
words in Thai are not the same in English. WCAs express politeness is not similar to the
exact meaning in English; this may cause the listener to distort what has been said into a
negative meaning. Hamouda (2013) illustrates that sentence structure knowledge which refers
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to grammar rules, is the most crucial English foundation as it forms all the words together to
make a meaningful sentence. If the sentence is constructed from grammatical errors or
mistakes, communication may not be effective. Also, they may not know how to use a modal
verb to change an aggressive or direct speech into a polite message.
Since the results showed that making inquiries is one of the difficulties for them, the
possible reason that inquiring is hard for them may be because they might not form sentence
structure in English. To form a question in English, usually, an auxiliary verb is used.
Interestingly, there is no auxiliary verb in the Thai language. This may cause WCAs to omit
order words properly, such as “how many bags you have” instead of “how many bags do you
have.” It can be seen that an omission of an auxiliary verb could make the sentence structure
incomplete.
The Different Sounds System of Thai and English Language
English appropriate pronunciation such as word stress, English consonants, word
intonation, and English vowel sounds might be hard for them to perform correctly. The
reason why pronunciation problems had high difficulties is the different sound systems of the
Thai language and English language. Some English sounds do not exist in Thai, appearing to
be challenging for Thai learners to express, Kanokpermpoon (2007). Furthermore, several
previous studies conducted in Thailand (Lakhawatana, 1969; Chanyasupab, 1982; Malarak,
1998; and Mano-im, 1999) point out that Thai consonant sounds are likely to be used when
Thai students pronounce English sounds. Commonly, Thai students face problems in
speaking English, particularly in pronunciation. It might be because the mother language and
target language's sound systems are different, affecting students’ pronunciation. Also, Senel
(2006) states that the mother language interference tends to create errors in melody, rhythm,
intonation, and aspiration in the target language.
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Low Speaking Proficiency
There is a crucial aspect of the study results, which may be the root cause of
participants' problems: the problems in low speaking proficiency, which may derive from the
results in Table 4.5. It presented that WCAs considered themselves as fair ability in speaking
skill, it could be mean that they might not be able to perform English speaking skill
professionally. In addition, Table 4.2 presented that the majority of them graduated senior
high school. Thus, presume that WCAs are low English proficiency speaking users because
they have a low educated background. In support of a case study among undergraduate
students of the international Islamic university Malaysia conducted by Rahman (2016), the
findings suggested that the duration of learning English affected the level of English
proficiency among undergraduate students.
Another plausible reason for participants' low English proficiency could be because
they may not have sufficient vocabulary. This problem interrupted them to speak fluently and
express their thought coherently. One must acknowledge that insufficient vocabulary takes
place as an extensive problem among Thai learners affecting their language proficiency in
four skills (Sawangwarorose, 1984 and Sukkrong, 2010). Furthermore, the grammatical
difficulty might be a reliable reason for participants’ low English proficiency. The Thai
language has no plural forms, so they do not change when they are plural. Norrish (1983)
mentions that grammatical error can usually be found in the student’s L1 mother tongue's
interference and translation from students’ first language.
Moreover, the possible reason which causes WCAs to encounter a problem in
grammar may be the method of EFL, since students may not emphasize some grammar rules
enough at the beginning level. Consequently, it affects them at a higher level because
adjective word order, subject and verb agreement, and verb form are formed explicitly in
English (cited in Arakkitsakul,2018). However, teaching only grammar is not enough for
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learners to speak effectively. Knowing participants’ problems could promote their selfawareness in improving speaking skills. The solution is based on their real problems. The
English communication needs in the speaking skills of participants will be revealed in the
next section.
The English Communication Needs in Speaking Skill of WCAs
The current study results illustrated that WCAs had a high necessity in speaking
skills, which is more likely relevant to previous studies' findings. Prachanant (2012)
identified that speaking skill is necessary for the tourism industry in the same field.
The results could be interpreted that vocabulary and grammar knowledge is crucial for this
business's workforce. Kalasin (2013) also conducted a study of the needs and problems using
English among Thai hotel front desk staff in tourist attractions in southern Thailand. The
study showed that they perceived speaking skill as an essential skill for them. Similarly,
Aunruen (2005) reported that travel agency officers needed to use speaking skills the most,
especially pronunciation and grammatical knowledge were a necessity for them. The
findings and discussion of speaking needs will be displayed below.
Table 5.4
The findings and discussion of needs in speaking skill
Findings
Language Function
- Making Small Talk
- Using Communication Politeness
- Offering Assistance
- Making Inquiries
Developing Pronunciation Knowledge
Increasing Vocabulary Repertoire and
Developing Grammatical Knowledge

Discussion
Essential Language Functions for WCAs

Proper Pronunciation Resulting in Effective
Communication
The Important role of Vocabulary and Grammar
for Successful Communication

Table 5.4 illustrated the findings and discussion of the English communication needs
in speaking skills. The possible explanations are discussed regarding the findings as follow:
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Essential Language Functions for WCAs
The language function is important for participants because WCAs should know how
to apply language in different situations to communicate correctly. There are several
functions of language which are essential for airline staff. Those functions include small talk,
which can be referred to as a spontaneous conversation. According to Leech (1983), small
talk refers to the activity of talking to preserve sociability and avoid silence. WCAs should
make small talk to show common interest and encourage customers to keep talking;
otherwise, some awkward silence occurs between staff and passengers. In the hospitality
business, making an impression is a centric tool determining the relation between staff and
customers. Similarly, WCAs need to apply language functions such as formal and informal to
make appropriate greetings and farewell statements. Laver (1981) views that greeting as a
conversational routine and part of linguistic politeness. WCAs should address passengers by
using their title, like Mr., Mrs., Doctor., Professor, followed by their last name. The social
etiquette in one place may differ from another. Mortensen (1997) asserts that intercultural
aspects explain situations where people evaluate things through their standards and fail to
comprehend another’s actions' meaning or significance. WCAs should be educated about
cultural differences to prevent unmemorable experiences. Since making the first impression
might not be enough to offer excellent service, WCAs have to be aware of using language
politely.
More importantly, passengers are requested to follow the safety instruction; for
instance, passengers are asked to transfer from the wheelchair to the passenger seat. The
given instruction should be a polite sentence; otherwise, it may turn into the command
speech. As Clyne (1994), communication can show a positive outcome when the speaker’s
intended meaning matches the hearer’s understanding of this meaning. On some occasions,
they have to refuse a customer if passengers’ demand is beyond their obligation. To be more

124
polite, WCAs should explain the reason why they are refusing passengers’ needs. Sometimes,
when a mistake or misunderstanding occurs unintentionally, they should perform polite
apologizing and gentle gestures to show that passengers’ complaints are taken seriously.
Besides, WCAs must help passengers settle in a wheelchair and provide important
information such as where to stay, Thai culture and tradition, tourist attractions, and
transportation.
Furthermore, WCAs must make inquiries to get information from passengers. To
ensure complete understanding between passengers and WCAs, they need to clarify questions
and confirm messages with passengers again before proceeding their job otherwise
misunderstandings may lead to a communication failure. As previously mentioned, it seems
that many language functions might be an essential tool for WCAs to deliver a polite speech
when dealing with passengers in different circumstances.
Proper Pronunciation Resulting in Effective Communication
Since the results of this study suggested that WCAs need to develop pronunciation
knowledge, it can be said that correct pronunciation is important in spoken English. Accurate
pronunciation can get rid of the barrier in the understanding of what passengers are talking.
Meanwhile, it helps listeners to understand what is said more clearly. Good pronunciation
could help WCAs to cope with problems in job daily communication more effectively.
Gilakjani (2011) stresses that if speakers have unclear pronunciation, their utterances will not
be understandable.
The Important Role of Vocabulary and Grammar for Successful Communication
The findings showed that vocabulary and grammatical knowledge were a necessity
for participants. The explanation might be that essential vocabulary related to participants’
working routine, and grammatical knowledge plays a vital role in supporting WCAs to
communicate successfully. They need to get familiar with aviation words such as air bridge,
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overhead compartment, and cabin wheelchair to give passengers answers or instructions in a
working context. Furthermore, anatomy vocabulary such as knee, elbow, shoulder, ankle,
and feet is important for them because they must contact passengers with special conditions.
Interestingly, the words related to service tools such as backrest, footrest, wheel lock, and
hand rim have to be mentioned to help passengers sit in the wheelchair. The truth is that the
glossary of job vocabulary should be prepared and provided by the company to facilitate
WCAs' communication with passengers. In order to provide successful communication,
grammatical knowledge is a major element of English language. The explanation might be
because grammatical knowledge is the key to speak English confidently and fluently. Thus
grammatical rules could help WCAs to construct the sentence correctly. Therefore, they need
to acquire essential grammar skills to ensure the message being perceived is correct
according to their intention to deliver. To conclude, many researchers agree that suitable
vocabulary and grammar rules can deliver real communication (Cook, 2013).
Implication
Chittavitti (2005) recommends that “training is the process of teaching, information,
or educating people so that they may become as possible to do their work and so that they
may become qualified to perform in positions of greater difficultly and responsibility.” For
speaking skills, the course should emphasize making greeting and farewell statements,
constructing a polite discourse on different occasions such as refusing, request, and
apologizing. Furthermore, the course should focus on vocabulary related to their working
routine, not only anatomy terminology but also their equipment. They need to expand their
vocabulary repertoire and use them to form sentences. Since pronunciation knowledge was a
necessity for WCAs, phonetic training should be provided to give knowledge of word stress,
intonation, and final sound so that they could make clear pronunciation and passengers would
get a better understanding. Due to WCAs' need to give assistance and make inquiries for
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passengers, the useful expressions related to their work should be prepared as samples for
them to speak. Lastly, grammatical knowledge should be placed in the course because it is in
the area of their communication needs; they should brush up on basic grammatical rules in
order to make speech correctly.
The course designer should concern about the characteristics of learners who are
heterogenous groups. The course content should match the different level of English ability
of learners and structure of the course to benefit learners. Thus, the basic English
communication element, such as vocabulary, should be put in the course for low achievers.
As Schmitt (2000) suggests, mastering new languages defies as "These are known as types of
word knowledge, and most or all of them are necessary to be able to use a word in the wide
variety of language situations one comes across." For language forms, WCAs need to know
how to use modal auxiliaries to soften their speech and not make the statement rude or too
direct.
Content and language function should be direct to their working context, which is
authentic and real-life events. Learning activities should include guided and controlled
learning activity, pronunciation and vocabulary drill, and free activity. Tasks should be
comfortable for all learners to participate and reduce boredom while attending the class.
Finally, outside classroom activity should be demonstrated as an example for them to practice
speaking skills without the facilitator’s guidance. This may have an enormous advantage for
them to rely on themselves to improve speaking skills. A trainer could encourage them to set
their goal and aim to be successful English speakers. The strong motivation may drive them
to achieve what they want to become and be professional in their career path.
Referring to the significance of the study, it mentions that the results of this study can
contribute to the guideline for designing the English training course for WCAs. The problems
and needs in listening and speaking skills of participants have been revealed, the syllabus of
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the course is designed based on their actual needs. Yalden (1987) suggested the needs survey
as the first step in language program development used as a guideline for course designers.
The needs survey is used for investigating learners’ needs and the purpose for the design of a
second language program or course. The general guidelines for the course design and course
syllabus will be displayed in Table 5.5. The course proposal includes course objectives, and
student learning outcomes (SLOs) will be illustrated below.
Course Proposal
Course Objectives
The course presented below aims to introduce participants to language functions that
participants need to use to use vocabulary and expression in their daily job. The course
intends to deliver the knowledge of pronunciation and grammar. The learning activities focus
on allowing participants to practice both listening and speaking skills.
Student Learning Outcomes (SLOs)
By the end of this course, the participants will realize the benefit of an English
training course. They will expand the common and working vocabulary list and demonstrate
the ability to listen and speak more sufficiently. SLOs in each unit are as follows:
Unit 1: The participants will be able to make greeting and offering services, the stress in the
sentence, link words correctly, use simple present tense, and construct polite questions.
The participants will be able to listen to and understand greetings and offer dialog.
Unit 2: The participants will be able to request politely, link words correctly, and construct
polite questions.
The participants will be able to listen to and understand polite phrases.
Unit 3: The participants will be able to refuse politely, link words correctly, perform R/L
sound, and use modal verbs.
The participants will be able to listen to and understand the passenger’s intention.
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Unit 4: The participants will be able to give instruction, pronounce should/shouldn’t
correctly, perform ending sound correctly, and use an auxiliary verb.
The participants will be able to listen to and understand the description.
Unit 5: The participants will be able to make inquires, confirm messages, ask for
clarification, perform correct intonation, construct questions and use the present perfect tense.
The participants will be able to get the gist of passengers’ information and details.
Unit 6: The participants will be able to ask for passengers’ needs, perform final sound
correctly and construct polite questions.
The participants will be able to listen to and understand passengers’ intentions.
Unit 7: The participants will be able to ask passengers’ details, stress words correctly, use the
5 W and H questions.
The participants will be able to listen to and understand passengers’ details
Unit 8: The participants will be able to respond to compliment, deal with complaints, make
farewell statements, the stress in the sentence correctly, use simple past tense and adverb.
The participants will be able to listen to and understand compliment phrases, identify
the topics and listen to a farewell statement.
Remarks
1. In unit 5 (Asking for clarification), listening for the gist is recommended to help learners
use listening strategy, catching keywords or any clues in the phrases or sentences that they
don’t understand the meaning. This technique can assist them in making guesses to what is
said.
2. In unit 8 (Dealing with a complaint), Identifying the listening skill problems is suggested;
learners should understand what passengers complain about before dealing with it.

Table 5.5
Course syllabus
Unit
Check-in
Counter

Language
Function
Greeting

Vocabulary
- Pleased
- Delighted
- Pleasure

1

Offering
services

Immigration
Counter

- Making
polite
request

2

Shopping
Area

3

- Refusing
politely

- Sit in
- Stand up
- Carry
- Hand bag
- Luggage
-Belongings

- Pass
- Hand over
- Show
- Document

- Excuse me
- No offense
- Afraid

Useful
Expression
- Good
morning/
afternoon/
evening, Mr.,
Ms., Mrs. +
Last name
- How are you?
/ How do you
do?
- My name
is…..,…. I’m
pleased to meet
you/ It’s nice to
meet you.
- Do you mind
if I carry your
backpack?
- Please sit in/
stand up from
wheel chair

Pronunciation
Sentence stress

Skill
Speaking Introducing
yourself and
offering help

Grammar
Simple
Present
S+V.1

Listening Listening for
a short talk
about greeting
and offering

Linking
- do you

Do you
mind if +
S+ V.1

* Your gesture
should be
appropriate *
- Using your
palm instead of
the index finger
to point
something
- always making
eye contact
- Slightly bend
over when
talking or
listening to
passenger
- May I have
your passport,
please?
- Could you
show me your
boarding pass,
please?
- Would you
mind passing
your document,
please?

Linking
- may I
- could you
- would you

Speaking –
Making and
responding to
request

Have sound

Listening –
listening for
phrases

- I’m afraid we
can’t spend so
much time here
- No offense, we

Linking
- can
- can’t
- I’m

Speaking –
Refusing
passengers’
demand

May I /
Could you
+ V.1
Would you
mind
+ V.ing

Can /can’t
+ V.1
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Unit

In-cabin

Language
Function

Giving
instruction

4

Connecting
Flight

5

Making
inquires

Vocabulary

- Grap
- Hold on
- Lift up
- Aisle
- Secure
- Knee
- Elbow
- Shoulder
- Ankle
- Feet
- Thigh

- Connect
- Onward
Destination
- Broken
arms/legs
- Backache
- Pain after
surgery
- Capable of
- Be able to

Useful
Expression
can spend little
time here
- I’m sorry, but
your flight
almost
departure now
- I wish I could
wait, but
unfortunately,
we are running
out of time.
- It is a narrow
aisle. You
should keep
your arms and
legs inside the
wheelchair
- You shouldn’t
contract your
body while we
lift you from
wheelchair to
your seat
- To secure
yourself, you
should grab
backrests during
slowly walk to
your seat
- During
moving you to
passengers’
seat, please
keep your knee
and elbow
together
- Do you have a
connecting
flight to…?
- Are you going
to…?
- Do you
need…?
- Do you have a
broken arm/leg?
- Do you have a
backache?
- Are you
capable of
taking a stair?
* show
empathy*
- Can I rephrase
what you have
said?

Pronunciation

Skill

Grammar

politely
R and L sound
ListeningListening for
passengers’
intention

should
shouldn’t
Plural – s
endings

SpeakingTalk about
seating
passengers

Should /
Shouldn’t
+ V.1

ListeningListening to
specific
information

Intonation in
question

SpeakingAsking
question
about
passengers’
information
ListeningListening for
specific
information

Do you
have+
something
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Unit

Language
Function
Confirm-ing
messages

Vocabulary

Asking for
clarification

Arrival

6
Baggage
reclaim area

Asking for
passengers’
needs

Asking
passengers’
details

7

Farewell

8

Responding
to
compliment

Dealing
with
complaint

- Own
- Personal
- Rest room,
WC, toilet

- Baggage
carousel
- Meeting
point
- Taxi stand

- Appreciate
- Pleasure

- Terribly
- Frustrate
-Disappoint
- Sincerely

Useful
Expression
- I’m not sure if
I’ve understood
you correctly.
You……..
- So, you mean
that……
- Could you
please say that
again?
- I’m afraid I
don’t
understand
- Could you
repeat that,
please?

Pronunciation

- Would you
like to have
your wheelchair
here or at the
belt?
- Would you
like to stop at
rest room first?

Final sound- st,
t

- How much
checked-in
luggage have
you got? sir,
mam
- Where do I
send you?
meeting point or
taxi stand? sir,
mam
- Please tell me
which bags is
yours
- Thank you, I
really appreciate
it.
- It was my
pleasure.
- The pleasure
was mine.

Word stress

- I’m
really/terribly
sorry to hear
that
- I understand
why you are
upset/angry/
frustrated
- I sincerely
apologize…

Skill
SpeakingConfirming
messages

Grammar
Present
Perfect
Has/have +
V.3

ListeningListening for
detail

SpeakingAsking for
clarification
ListeningListening for
gist
SpeakingAsking
passengers’
needs
ListeningListening for
passengers’
intention
SpeakingAsking for
details
ListeningListening for
passengers’
details

Sentence stress

SpeakingTalking about
gratitude
phrases

Would you
+ V1

What
When
Where,
Why
How

Simple
past

ListeningListening for
a compliment
SpeakingSaying sorry
ListeningIdentifying
the problems

Adverb ly
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Unit

Language
Function

Taking
leave

Vocabulary

- Nice
- Forward

Useful
Expression
* show facial
expression *
- Goodbye,
sir/mam.
- Have a nice
day, sir/mam.
- We hope to
see you again.
- We look
forward to
seeing you.

Pronunciation

Skill

Grammar

SpeakingSaying
goodbye
ListeningListening to
goodbye
conversation

The Language Learning Strategies Used by WCAs
According to Table 4.18, the results of this study reported that WCAs employed
overall language learning strategies at a medium level, which means that they sometimes
used language learning strategies to help them improve English language communication
ability. This might be because they either were not realized of the strategies available to use
or were reluctant to use them. In addition, the results also displayed that meta-cognitive
strategy was the most frequently used by WCAs. Similarly, Rardprakhon (2016) revealed that
overall language learning strategies were medium used by Thai engineering freshmen.
Among six main strategies, students used meta-cognitive strategies the most. Likewise,
Hungyo (2015) showed that high achievers used language learning strategies more than low
achievers; he adds that business students most used meta-cognitive strategies. In the same
area, Bulphong (2003) investigated the use of language learning strategies in improving Thai
hotel receptionists’ listening and speaking skills.
As the results from the previous chapter mentioned that WCAs had problems and
needs in listening and speaking skills. In addition, they admitted that they need to improve
their English proficiency in both skills. Hence, language learning strategies (SSLs) seem to
be one of the learning equipment that enhances them to succeed in English communication.
Referring to this study results, that meta-cognitive, memory, and compensation strategies
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were the most frequently used by participants. It is worth mentioning why these three SSLs
out of six were the most selected to foster them in learning and developing their listening
comprehension and speaking ability. Meanwhile, affective, social, and cognitive strategies
will be discussed to determine the hidden reasons that possibly cause WCAs to select to use
once in a while. Table 5.6 shows the language learning strategies used and discussion ranking
from the most frequently used to the least frequently used.
Table: 5.6
The findings and discussion of language learning strategies used by WCAs
Learning Strategies
Meta-cognitive Strategies

Affective Strategies
Social Strategies

Discussion
Taking Ownership and the Advantage of Working
Environment
The Fundamental Strategy for Human Learning
Guessing, Using Gesture and Low Speaking
Proficiency
Lack of Strategies Training
Customers and Employees Status

Cognitive Strategies

Lack of Practicing, Unable to Analyze and Create

Memory Strategies
Compensation Strategies

the Structure
Table 5.6 presented the findings and discussion of language learning strategies used by
WCAs. The possible explanations are discussed regarding the findings as follow:
Taking Ownership and the Advantage of Working Environment
The possible reason that why WCAs enjoyed using meta-cognitive strategies the most
may be because they have been away from the regular classroom for a very long time. It can
be said that English classroom practice can promote learners’ progress. Moreover, teachers
give full of support to guide students to overcome difficulties in learning English. Since
WCAs became outside classroom learners, they must take ownership of their learning.
Therefore, meta-cognitive strategies play a significant role in coping with centering,
arranging and planning, and evaluating their learning process. Meta-cognitive strategies assist
learners in merging various strategies to facilitate them in using strategies. Lang (2012) states
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that meta-cognition regards to awareness of learners’ knowledge level and thought processes.
In the meta-cognitive strategies domain, “I pay attention when someone is speaking English”
gained the highest score over other items. It implies that WCAs take advantage of their
working environment to carry their speaking to the next level. Furthermore, it may reflect the
way they try to put an attempt to develop listening progress by paying attention to the English
language. Metacognitive knowledge is essential for them to wisely select strategies to support
them improve communication skills.
The Fundamental Strategy for Human Learning
Based on data found in the study, memory strategy was the second frequently used by
WCAs. The underlying reason this strategy was favorable among participants is that memory
strategies are the fundamental strategies for human learning. It has been used at the early
stage of studying a subject for a long time. Remembering is the core concept of this strategy.
Memory or mnemonic strategies are defined as direct strategies. Oxford (1990) describes this
strategy into four sets: creating mental linkages, applying images and sound, reviewing well,
and employing actions. Considering the qualitative findings, the possible reason memory
strategies were frequently used by participants because they can apply images in the airport to
remember vocabulary and phrases. As memory strategies refer to applying images and
sounds, WCAs have benefited by associating with English advertisement boards, airport
guideposts, and English public announcements. These kinds of media can encourage WCAs
to use memory strategies to help them develop both listening and speaking skills.
Further, this strategy allows learners to engage with visuals of new words into an
image to help them remember the target language. As qualitative findings also showed, WCA
employed reviewing techniques from memory strategies to practice new English words. One
possible reason for using reviewing well could be because they need to increase vocabulary
repertoire (results in Chapter4), thus repeating new words could create long-term memory for
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them, which they can recall whenever required. Gray (1997) supports that effective language
learning relies on memorizing vocabulary.

Guessing, Using Gesture, and Low Speaking Proficiency
WCAs also often used compensation strategies to support them learn the language.
Oxford 1990 claims that compensation strategies regarding guessing intelligently and
overcoming limitation in speaking and writing. As the results of this study displayed that
WCAs struggled in vocabulary both in listening and speaking skill, as a consequence,
guessing appears to be a helpful technique for them to overcome the difficulties, hence to
comprehend overall meaning, WCAs may apply obtained information and background
knowledge to guess the meaning of unfamiliar words in order to get the message across.
Using gestures can supplement WCAs when they cannot think of English words to make the
conversation go forward. A gesture is more like body language used to get the meaning
across when they are short of vocabulary; for that reason, using non-verbal communication is
one strategy that WCAs enjoyed using frequently. Another reason that makes compensation
strategies be the top three strategies used maybe their low speaking proficiency (Chapter 4).
Participants rely on this strategy by making up new words if they do not know the right ones
in English, making it more understandable for passengers.
Lack of Strategies Training
Referring to the results of the study, WCAs sometimes used affective strategies. The
possible reason why WCAs have not frequently used affective strategies may be because they
have never been trained to use these strategies before. Oxford (1989) agrees with many
researchers in the same field on the factors affecting the selection and use of language
learning strategies. She remarks that type of strategy training can be the effect to the choice
of using learning strategy. Since they might not have been taught to use this strategy, hence

136
they don’t know how to apply affective knowledge to accommodate their language learning.
Table 4.23 displayed that “I notice if I am tense or nervous when I am studying or using
English” as a medium used, this could be interpreted that WCAs used this learning technique
occasionally to help them be aware of their anxiety when they communicate with foreign
passengers. To support this claim, Brown (1994) points out that anxiety is one factor that can
cause negative results to language learning in the long run. Therefore, it is important for them
to employ affective strategies to support them whenever they face emotional difficulties
dealing with English language.
Customers and Employee Status
Social strategies got the fifth position, reflecting that WCAs have not used social
strategy to expand their learning progress. Social strategies have been defined as learning by
associate with other people. In this case, it means learning the target language with native
passengers or foreign passengers who speak English language, including consulting their
superior and discussing with their co-workers. There is an initial assumption that they don’t
usually use social strategies because they may believe that the relationship between customer
and staff should be formal. Hence, asking passengers to correct their language might be
inappropriate behavior. This kind of belief can obstruct them from achieving language
learning. In addition, Thai people have a solid mindset of ‘greng jai’ (consideration for
others’ feelings); this concept may cause them to be afraid of socializing with customers.
Lack of Practicing, Unable to Analyze and Create the Structure
The final strategy that WCAs sometimes used to help them learn the English language
is cognitive strategies. This strategy remains the last position among the six main strategies. It
is presumed that cognitive strategies might not be popularly used by WCAs. The possible
reason may be because they may not usually practice their learning enough since their
primary job is to operate the wheelchair. Hence, practicing seems to be less important for
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them to consistently carry on according to cognitive strategies involved with the use of drills
to practice the language. Referring to the interview findings, a WCA admitted that finding the
meaning of an unknown word from dictionary application on his mobile phone makes him
practice English language both listening and speaking skills. On another side of the coin,
using a dictionary may not be interesting by other WCAs as it requires a smartphone and
individual convenience. Besides practicing, cognitive strategies also relate to receiving and
sending messages strategies, analyzing and reasoning, and creating a structure for input and
output. As Oxford (1990) points out, cognitive strategies use mental strategies that support
learners to get more comprehensible in their learning. Furthermore, they may not know how
to analyze and create the structure of the target language. For that reason, cognitive strategies
might be too complicated for them to apply to their learning.
Implications
Although most participants enjoy using meta-cognitive, memory, and compensation
strategies, other strategies tend to have an important role in helping participants develop their
language learning. That is affective, social, and cognitive strategies. The use of these three
strategies can bring a great benefit for WCAs. It is worth mentioning that affective strategy is
one of the main strategies to promote WCAs to achieve language learning by noticing their
emotion while communicating with passengers. It is quite right to say that motivation,
anxieties, attitudes, and feelings of WCAs impact performance and language learning
progress. Thus affective strategies can aid them in managing their emotions. Considering
WCAs’ workplace is surrounded by many foreigners, social strategies should be developed to
guide them to take advantage of this strategy by asking questions, cooperating, and
empathizing with foreign passengers. Social strategies can assist WCAs when they have a
doubt in the language by asking for clarification or slowing down the speech when they could
not cope with the fast speed of the message.
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Moreover, associating with English native passengers and supervisors who have more
knowledge in language can support them whenever they have English communication
problems. Slavin (1988) mentions successful language learning results from the contribution
of cooperative learning. Since language is a significant part of social behavior and notable for
interaction between people. Social strategies also assist WCAs to reach more proficient
language learning. As passengers come from many countries, social strategies can support
them in understanding different cultures.
One must notice that cognitive strategies can also help WCAs to boost up their
language learning by practicing. Practicing is one major element of cognitive strategies.
Without practicing or repeat the lesson, WCAs may not increase their ability to learn. Since
WCAs’ have a busy working schedule, they get a rare opportunity to take regular English
classes. Practicing the English language via online learning seems to be a useful and effective
way for them to learn more because they can use their smart device and not waste time
commuting. Also, participants may use social media as materials or a source of language
practice as well. As mentioned, cognitive strategies become a powerful tool to help WCAs
achieve better learning.
The pedagogical implication lies in the suggestion of a trainer toward using learning
strategies of WCAs. It appears that WCAs rely on self-study learning as previously
mentioned in Chapter 2 that there is no English training course providing for them. The future
trainer or instructor needs to guide them to appreciate the value of learning strategies and
integrate strategies to use the language well and more successfully. Course designers should
determine to design learning conditions free of anxiety and stress that affect their efficient
learning. Anderson (2008) states that learning strategies are independent and not isolated
events. WCAs need to orchestrate a broader range of methods so that they can reach positive
learning outcomes. In addition, listening and speaking strategies should be taught explicitly to
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apply some technique from these strategies to help them become successful learners in both
skills.
Recommendation of the Study
Both the airline industry and private hospitals could find the outcomes of this current
study. They may pick up the recommendations to solve and fulfill what is missing in their
employee's English communication ability. The recommendations for implementation would
be as follows:
Administrators
According to the study results, essential information displays the difficulties in
listening and speaking skills at the workplace and the necessity of using listening and
speaking of participants. It is practicable for Thai airways to grasp valuable data to
conduct an English training course for their staff. The course will reach a productive outcome
if the company can consistently arrange the course with a suitable study plan. The course
schedule should not disturb learners' working periods. Moreover, staff working at other
domestic airports should have a chance to participate in the class. The case scenario relating
to their work is suggested to let learners get involved with a particular working situation and
practice target language with actual circumstances. However, the administration of Thai
Airways company should point out the benefit of the course to their employee so that WCAs
can perceive the great value of the study, which is necessary to improve English
communication.
Course Developers
To complete WCAs needs in listening and speaking skills which they need to use at
their workplace. The training course should be designed based on the results of the study. The
topic syllabus recommended is according to the sequence of learners’ working routines.
These topics can help learners retrieve and get familiar with the phrases and sentences they
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want to perform correctly. Moreover, learners can study and brush up on basic English
knowledge relevant to them. Learning activity should be proper with a characteristic of this
heterogeneous group. Learner center approach should be used to keep learners engage in the
lesson. As the evidence reveals that vocabulary is the problem and needs in both skills, a
vocabulary list should be provided as an example for the learner to practice listening and
speaking. A one-day-course is suggested since learners have a busy work schedule.
Instructors
It appears that the instructor plays a vital role in conducting the course. He/she must
be a qualified English teacher. An instructor should also understand or see the basic picture of
the learner’s working context because the course will be designed based on the needs analysis
process's findings. Consequently, an instructor needs to understand what learners need (want)
and acknowledge current English proficiency (present situation) to foster them to learn it. The
facilitator also has a significant part in assisting learners in participating in the class. One
must acknowledge that WCAs have been away from the classroom for quite a while.
Therefore, facilitators can guide or assist learners in joining the learning activity such as role
play and task exercise. The role of the facilitator is to help learners to learn together better.
Finally, an instructor should teach learners to apply to listen and speak strategies to
understand the target language. These strategies reveal a variety of techniques that support
learners to improve listening and speaking after the course. Since the class period is
recommended only one day; thus an instructor should give some examples of online learning
or social media as a source of learning exercise for them to practice outside the classroom.
Anankulladetch (2017) illustrates that social media has been popularly used as standard
technology equipment to support their learning for tutorial and public use in recent years. A
social network can enhance students to share learning material and have a discussion.
Recommendation for Further Research
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First, a further study might investigate the participants’ learning styles to prepare the
training course matching their preferences. The course developer needs to design
characteristics of the course and course material to suit with learners’ style of learning. This
could deliver the best learning outcome. Further study could assist an instructor in selecting
teaching methods to facilitate learners achieve their total capacity.
Second, researching the strategies used by WCAs for communication. Corder (1986)
suggests that the use of communication strategies impacts L2 acquisition. He adds that when
communication difficulties happen, the speaker needs to employ a systematic technique. The
results of further study would provide important information to raise awareness for WCAs
about oral English communication problems and how WCAs apply communication strategies
to solve problems. For people involving in English training courses, an instructor can use
examples from communication strategies to teach learners how to use techniques to improve
English communication ability.
Third, this study aimed to identify the problems and needs in listening and speaking
skills of WCAs working for Thai Airways at Suvarnabhumi Airport. To further broaden the
study, a study might explore the similar research of WCAs working for other ground
handling companies at Suvarnabhumi Airport and other domestic airports in Thailand.
Further research would show similarities and differences in problems and needs in listening
and speaking skills for Thai WCAs employed by another ground handling at any airport in
Thailand.
Chapter Conclusion
This chapter summarizes the study, which consists of research objectives, research
questions, population and subjects of the study, research design, research instrument, data
collection procedure, data analysis, and findings. However, discussion of the findings was not
discussed based on the sequence of the study's objective for consideration of easy
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accessibility and understanding of consumers; listening skill was discussed first then
followed by speaking skill. Language learning strategies was discussion the last.
Nevertheless, an overall context of the discussion was still consulted regarding the objectives
of the findings. The implication of three research objectives were also displayed in this
chapter. Next, recommendation of the study was at the last part in this chapter.
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The English Communication Problems and Needs in Listening and Speaking Skills
(English version)
Questionnaire
The English Communication Problems and Needs in Listening and Speaking Skills of Wheel
Chair Assistants Work for Thai Airways Company (LTD) at Suvarnabhumi Airport.
Directions
The questions of the English communication problems and needs in listening and
speaking are constructed to ask what you encounter the problems and what you need in using
English language at your workplace.
The questionnaire consists of 4 parts:
Part 1: The general information
Part 2: The level of ability in English listening and speaking skills
Part 3: The problems of English listening and speaking skills at your workplace.
Part 4: The needs of English listening and speaking skills at your workplace.
The information you provide will be secretly kept with the main purpose of
guiding and developing the English training program for wheelchair assistant’s actual needs.
In addition, it will not affect your work performance evaluation.

Thank you for your cooperation
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Part 1: General information of WCAs.
Instruction: Please put X in the appropriate box or fill in the blanks provided.
1. Age……………………………years
2. Educational background
Junior High School
Senior High School
Bachelor’s Degree
Master’s Degree
Others (please specify) …………………………………….
3. How many years have you been working as a wheelchair assistant? …………years
4. Which level is English language important to your job?
Very important

Important

Somewhat important

Least important

Very unimportant

Least important

Very unimportant

5. Which level is English Course important to your job?
Very important

Important

Somewhat important

Part 2: General Opinions about language skills in using English: listening and speaking.
What do you rate your listening and speaking skills in English?
Skills
Listening
Speaking

Excellent

Good

Fair

Poor

Very poor

Part 3: The problems in using English skills: listening and speaking.
1. What level of problems do you face in listening skills at your workplace?
Listening Skills
1) Listening to and understanding
what passengers want.
2) Listening to and understanding
passengers’ satisfaction
3) Listening to and understanding
passengers’ complaints

Very high

High

Medium

Low

Very low
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Listening Skills

Very high

High

Medium

Low

Very low

4) Listening to and understanding
personal details and information
(e.g. flight information)
5) Listening to and understanding a
variety of accent (e.g., American
English, British English, Indian
English)
6) Listening to and understanding
vocabulary about passengers’
illnesses (e.g., broken legs, back
pain, passenger’s condition after
surgery)
7) Listening to and understanding
vocabulary about passengers’
physical condition (e.g., slow
mobility, elderly, disability)
8) Listening to and understanding
vocabulary about body parts (e.g.,
knee, elbow, shoulder, ankle, feet)

2. What level of problems do you face in speaking skills at your workplace?

Speaking Skills
1) Greeting and farewell
2) Inquiring about passengers’
information and needs (e.g., flight
detail, other services)
3) Making polite request
4) Refusing politely
5) Apologizing when mistakes
occur
6) Offering assistance (e.g., settling
in wheelchair)
7) Making Suggestion (e.g.,
accommodation, culture,
restaurants, tradition, tourist
attractions, transportation)

Very high

High

Medium

Low

Very low
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8) Clarifying questions or
confirming messages.
9) Making small talk (e.g., showing
interest to encourage
passengers to keep talking)
10) Speaking with Englishappropriate pronunciation.
11) Using airline terminology
correctly.
12) Speaking politely according to
grammatical rules
13) Speaking appropriately
according to social etiquette
14) Identifying with body parts
(e.g., knee, elbow, shoulder, ankle,
feet)
15) Explaining the wheelchair
(e.g., backrest, footrest,
Wheel lock, hand rim)

Part 4: The needs in using English skills: listening and speaking
Instruction: Please put X into the appropriate box.
1. What level do you need to use English listening skill at your workplace?
Listening Skills
1) Listening to and understanding
what passengers want.
2) Listening to and understanding
passengers’ satisfaction
3) Listening to and understanding
passengers’ complaints
4) Listening to and understanding
personal details and information
(e.g. flight information)
5) Listening to and understanding a
variety of accent (e.g., American
English, British English, Indian
English)

Very high

High

Medium

Low

Very low
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Listening Skills

Very high

High

Medium

Low

Very low

6) Listening to and understanding
vocabulary about passengers’
illnesses (e.g., broken legs, back
pain, passenger’s condition after
surgery)
7) Listening to and understanding
vocabulary about passengers’
physical condition (e.g., slow
mobility, elderly, disability)
8) Listening to and understanding
vocabulary about body parts (e.g.,
knee, elbow, shoulder, ankle, feet)

2. What level do you need to use English speaking skills at your workplace?

Speaking Skills
1) Greeting and farewell
2) Inquiring about passengers’
information and needs (e.g., flight
detail, other services)
3) Making polite request
4) Refusing politely
5) Apologizing when mistakes
occur
6) Offering assistance (e.g., settling
in a wheelchair)
7) Making Suggestion (e.g.,
accommodation, culture,
restaurants, tradition, tourist
attractions, transportation)
8) Clarifying questions or
confirming messages.
9) Making small talk (e.g., showing
interest to encourage
passengers to keep talking)
10) Speaking with Englishappropriate pronunciation.
11) Using airline terminology
correctly.

Very high

High

Medium

Low

Very low
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Speaking Skills
12) Speaking politely according to
grammatical rules
13) Speaking appropriately
according to social etiquette
14) Identifying with body parts
(e.g., knee, elbow, shoulder, ankle,
feet)
15) Explaining the wheelchair
(e.g., backrest, footrest,
wheel lock, hand rim)

Very high

High

Medium

Low

Very low

APPENDIX C
The Inventory Strategy Language Learning
(English Version)

Strategy Inventory for Language Learning (SILL)
English version
Questionnaire
Language Learning Strategies Used by Wheel Chair assistants Working for Thai Airways
Company (LTD) at Suvarnabhumi Airport.

Direction
Strategy Inventory for Language Learning (SILL) version 7.0 is used to ask what
learning strategies you use. Please answer how often you use the strategy by marking (X) on
the number (5,4,3,2 or 1)

5 means I always or almost always use this strategy
4 means I often use this strategy
3 means I sometime use this strategy
2 means I seldom use this strategy
1 means I never or almost never use this strategy

NO.

Strategies

1.

I think of relationships between what I already know and
new things I learn in English.

2.

I use key English words in sentences so that I can
remember them.
I connect the sound of a new English word with its
image or picture to help me remember it.

Frequency of strategy use
5

3.
4.

5.

I remember a new English word by making a mental
picture of a situation or context in which the word might
be used.
I use rhymes to remember new English words

4

3

2

1
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NO.

Strategies

Frequency of strategy use
5

6.

I physically act out English words

7.

I remember new English words or phrases by
remembering their locations on the page, the board, or
on a street sign.

8.

I try to talk like a native English speaker.

9.

I practice the sounds of English

10.

I use the English words I know in different ways.

11.

I initiate conversations in English.

12.

I watch English language TV shows spoken in English
or go to movies spoken in English.

13.

I try not to translate word-for-word.

14.

To understand unfamiliar English words, I use guesses.

15.

When I can’t think of a word during a conversation in
English, I use gesture.

16.

I make up new words if I don’t know the right ones in
English.

17.

I try to guess what the other person will say next in
English.

18.

If I can't think of an English word,
I use a word or a phrase that means the same thing.

19.

I try to find as many ways as I can to use my English.

20.

I notice my English mistakes and use that information to
help me do better\improve my performance.

21.

I pay attention when someone is speaking English.

4

3

2

1
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NO.

Strategies

22.

I try to find out how to be a better learner of English.

23.

I look for people I can talk to in English.

24.

I have clear goals for improving my English skills

25.

I try to relax whenever I feel afraid of using English.

26.

I encourage myself to speak English even when I am
afraid of making a mistake.

27.

I notice if I am tense or nervous when I am studying or
using English

28.

If I do not understand something in English, I ask the
other person to slow down or say it again.

29.

I ask English speaker to correct me when I talk

30.

I ask questions in English for an explanation

Frequency of strategy use
5
4
3
2
1

APPENDIX D
The English Communication Problems and Needs Questionnaire
(Thai Version)
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แบบสอบถาม
เรื่ องบทวิเคราะห์ปัญหาและความต้องการในการฟังและพูดภาษาอังกฤษเพื่อการสื่ อสารของพนักงานบริ การ
รถเข็นวิลแชร์ บริ ษทั การบินไทยจํากัด (มหาชน) ที่สนามบิน สุ วรรณภูมิ
..........................................................................................................................................................................
ตอนที่ 1 ปั ญหาและความต้องการในการฟังและการพูดภาษาอังกฤษเพื่อการสื่ อสาร
คําชี้แจง แบบสอบถามฉบับนี้มีวตั ถุประสงค์เพื่อทราบปั ญหาและความต้องการในการฟังและพูดภาษาอังกฤษในบริ บทการ
ทํางานของท่าน แบบสอบถามฉบับนี้แบ่งออกเป็ น 5 ส่วน ได้แก่
ส่วนที่ 1 ข้อมูลทัว่ ไปของพนักงาน
ส่วนที่ 2 ความคิดเห็นทัว่ ไปเกี่ยวกับทักษะการใช้ภาษาอังกฤษในด้านการฟังและพูด
ส่วนที่ 3 ปั ญหาในการใช้ภาษาอังกฤษเพื่อการทํางานในด้านการฟังและพูด
ส่วนที่ 4 ความต้องการในการใช้ภาษาอังกฤษในด้านการฟังและพูด
ข้อมูลของท่านถูกจะเก็บเป็ นความลับและมีวตั ถุประสงค์เพื่อเป็ นแนวทางและการพัฒนาหลักสูตรภาษาอังกฤษ
เพื่อพนักงานบริ การรถเข็นวิลแชร์ เพื่อให้สอดคล้องกับความต้องการของพนักงานอย่างแท้จริ ง ทั้งนี้ ผลที่ได้รับมาจะไม่
กระทบกับการประเมินผลงานของท่าน

ขอขอบคุณที่ให้ความร่ วมมือ
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ส่วนที่ 1 ข้อมูลทัว่ ไปของพนักงาน
คําชี้แจง แบบสอบถามนี้จดั ทําในรู ปแบบของ google form โปรดทําเครื่ องหมาย X ลงในช่องสี่ เหลี่ยมหน้าข้อความ
หรื อกรอกข้อมูลให้ครบทุกข้อตามความเป็ นจริ งเกี่ยวกับตัวท่าน
1. อายุ ............... ปี
2. ระดับการศึกษา

☐ มัธยมศึกษาปี ที่ 3
☐ มัธยมศึกษาปี ที่ 6
☐ ปริ ญญาตรี
☐ ปริ ญญาโท
☐ อื่น ๆ (ระบุ) ..............................

3. ระยะเวลาในการทํางาน ................................. ปี
4. ท่านคิดว่าภาษาอังกฤษมีความสําคัญต่องานของท่านระดับใด
สำคัญมำก

สำคัญ

สำคัญปำนกลำง

ไม่ ค่อยสำคัญ

ไม่ สำคัญเลย

5. ท่านคิดว่าการอบรมการใช้ภาษาอังกฤษมีความสําคัญต่อการทํางานของท่านระดับใด
สำคัญมำก

สำคัญ

สำคัญปำนกลำง

ไม่ ค่อยสำคัญ

ไม่ สำคัญเลย

ส่วนที่ 2 ความคิดเห็นทัว่ ไปเกี่ยวกับทักษะการใช้ภาษาอังกฤษในด้านการฟังและพูด
คําชี้แจง โปรดทําเครื่ องหมาย X ลงใน ☐ ตามความเป็ นจริ งเกี่ยวกับตัวท่าน
ความสามารถทางด้านการฟังและพูดของท่านอยูใ่ นระดับใด
ทักษะ
กำรฟั ง
กำรพูด

ดีมำก

มำก

ปำนกลำง

น้ อย

น้ อยที่สุด
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ส่วนที่ 3 ปั ญหาในการใช้ภาษาอังกฤษในด้านการฟังและพูด
1. ท่านพบปั ญหาในการใช้ทกั ษะภาษาอังกฤษด้านการฟังในที่ทาํ งานของท่านมากน้อยเพียงใด
ปัญหาด้ านทักษะการฟัง

มำกที่สุด

มำก

ปำน
กลำง

น้ อย

น้ อยที่สุด

1) ฟังและเข้าใจความต้องการทัว่ ไปของผูโ้ ดยสาร
2) ฟังและเข้าใจเมื่อผูโ้ ดยสารพึงพอใจ
3) ฟังและเข้าใจเมื่อผูโ้ ดยสารไม่พึงพอใจ
4) ฟังและเข้าใจรายละเอียดของผูโ้ ดยสาร เช่นข้อมูล
เที่ยวบิน
5) ฟังและเข้าใจภาษาอังกฤษที่มีสาํ เนียงหลากหลาย
เช่น สําเนียงอเมริ กา สําเนียงอังกฤษ หรื อสําเนียง
อินเดีย
6) ฟังและเข้าใจคําศัพท์เกี่ยวกับโรคของผูโ้ ดยสาร เช่น
ขาหัก ปวดหลัง หรื ออาการหลังการผ่าตัด
7) ฟังและเข้าใจคําศัพท์ทางกายภาพของผูโ้ ดยสาร
เช่น เคลื่อนไหวช้า ชรา หรื อพิการ
8) ฟังและเข้าใจคําศัพท์เกี่ยวกับอวัยวะของร่ างกาย
เช่น เข่า ข้อศอก หัวไหล่ ข้อเท้า หรื อเท้า

2. ท่านพบปัญหาในการใช้ทกั ษะภาษาอังกฤษด้านการพูดนทีท่ าํ งานของท่านมากน้อยเพียงใด
ปัญหาด้ านทักษะการพูด
1) กล่าวต้อนรับ และกล่าวอําลาผูโ้ ดยสาร
2) สอบถามข้อมูลและความต้องการของผูโ้ ดยสาร
เช่น ข้อมูลการเดินทางของผูโ้ ดยสาร หรื อบริ การ
อื่นๆ
3) พูดขอร้องอย่างสุภาพ
4) พูดปฎิเสธได้อย่างสุภาพ
5) พูดแสดงความเสี ยใจ เมื่อเกิดข้อผิดพลาดขึ้น
6) เสนอความช่วยเหลือ เช่น แนะนําการนัง่ รถเข็น

มากทีส่ ุ ด

มาก

ปานกลาง

น้ อย

น้ อยทีส่ ุ ด
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ปัญหาด้ านทักษะการพูด

มากทีส่ ุ ด

มาก

ปานกลาง

น้ อย

น้ อยทีส่ ุ ด

7) พูดให้คาํ แนะนํา เช่น ที่พกั วัฒนธรรม ประเพณี
ร้านอาหาร สถานที่ท่องเที่ยว หรื อการเดินทาง
8) สอบถามหรื อกล่าวยํ้าคําถามและข้อความที่ไม่
เข้าใจ
9) พูดคุยเล็กน้อย เช่น พูดแสดงความสนใจเพื่อให้
การสนทนาดําเนินต่อไป
10) ออกเสี ยงภาษาอังกฤษได้อย่างถุกต้อง
11) พูดคําศัพท์ในแวดวงการบินได้อย่างถูกต้อง
12) พูดสื่ อสารได้อย่างสุภาพตามหลักไวยกรณ์
13) พูดสื่ อสารได้อย่างเหมาะสมตามมารยาทสังคม
14) บอกถึงอวัยวะต่างๆ ได้ เช่น เข่า ข้อศอก หัวไหล่
ข้อเท้า หรื อเท้า
15) พูดคําศัพท์เกี่ยวกับรถเข็นได้ เช่น ที่พิงหลัง ที่วาง
เท้า ที่ลอ็ คล้อ หรื อที่วางแขน
ส่วนที่ 4 ความต้องการในการใช้ภาษาอังกฤษในด้านการฟังและพูด
คําชี้แจง โปรดทําเครื่ องหมาย X ลงใน ☐ ตามความเป็ นจริ ง
1. ท่านมีความต้องการใช้ทกั ษะภาษาอังกฤษด้านการฟังในที่ทาํ งานของท่านมากน้อยเพียงใด

ความต้ องการด้ านทักษะการฟัง
1) ฟังและเข้าใจความต้องการทัว่ ไปของผูโ้ ดยสาร
2) ฟังและเข้าใจเมื่อผูโ้ ดยสารพึงพอใจ
3) ฟังและเข้าใจเมื่อผูโ้ ดยสารไม่พึงพอใจ
4) ฟังและเข้าใจรายละเอียดของผูโ้ ดยสาร เช่นข้อมูล
เที่ยวบิน
5) ฟังและเข้าใจภาษาอังกฤษที่มีสาํ เนียงหลากหลาย
สําเนียงอเมริ กา สําเนียงอังกฤษ หรื อสําเนียงอินเดีย
6) ฟังและเข้าใจคําศัพท์เกี่ยวกับโรคของผูโ้ ดยสาร เช่น
ขาหัก ปวดหลัง หรื ออาการหลังการผ่าตัด

มากทีส่ ุ ด

มาก

ปานกลาง

น้ อย

น้ อยทีส่ ุ ด
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ความต้ องการด้ านทักษะการฟัง

มากทีส่ ุ ด

มาก

ปานกลาง

น้ อย

น้ อยทีส่ ุ ด

น้ อย

น้ อยทีส่ ุ ด

7) ฟังและเข้าใจคําศัพท์ทางกายภาพของผูโ้ ดยสาร เช่น
เคลื่อนไหวช้า ชรา หรื อพิการ
8) ฟังและเข้าใจคําศัพท์เกี่ยวกับอวัยวะของร่ างกาย เช่น
เข่า ข้อศอก หัวไหล่ ข้อเท้า หรื อเท้า
2. ท่านมีความต้องการใช้ทกั ษะภาษาอังกฤษด้านการพูดในที่ทาํ งานของท่านมากน้อยเพียงใด

ความต้ องการด้ านทักษะการพูด
1) กล่าวต้อนรับ และกล่าวอําลาผูโ้ ดยสาร
2) สอบถามข้อมูลและความต้องการของผูโ้ ดยสาร เช่น
ข้อมูลการเดินทางของผูโ้ ดยสาร หรื อบริ การอื่นๆ
3) พูดขอร้องอย่างสุภาพ
4) พูดปฎิเสธได้อย่างสุภาพ
5) พูดแสดงความเสี ยใจ เมื่อเกิดข้อผิดพลาดขึ้น
6) เสนอความช่วยเหลือ เช่น แนะนําการนัง่ รถเข็น
7) พูดให้คาํ แนะนํา เช่น ที่พกั วัฒนธรรม ประเพณี
ร้านอาหาร สถานที่ท่องเที่ยว หรื อการเดินทาง
8) สอบถามหรื อกล่าวยํ้าคําถามและข้อความที่ไม่เข้าใจ
9) พูดคุยเล็กน้อย เช่น พูดแสดงความสนใจเพื่อให้การ
สนทนาดําเนินต่อไป
10) ออกเสี ยงภาษาอังกฤษได้อย่างถุกต้อง
11) พูดคําศัพท์ในแวดวงการบินได้อย่างถูกต้อง
12) พูดสื่ อสารได้อย่างสุภาพตามหลักไวยกรณ์
13) พูดสื่ อสารได้อย่างเหมาะสมตามมารยาทสังคม
14) บอกถึงอวัยวะต่างๆ ได้ เช่น เข่า ข้อศอก หัวไหล่ ข้อ
เท้า หรื อเท้า
15) พูดคําศัพท์เกี่ยวกับรถเข็นได้ เช่น ที่พิงหลัง ที่วาง
เท้า ที่ลอ็ คล้อ หรื อที่วางแขน

มากทีส่ ุ ด

มาก

ปานกลาง
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กลวิธีการเรียนภาษาอังกฤษ
กลวิธีการเรี ยนภาษาอังกฤที่ท่านเลือกใช้
คําชี้แจง แบบสอบถามชุดนี้มีท้ งั หมด 30 ข้อ ขอให้ท่านอ่านข้อความแต่ละข้ออย่างละเอียดแล้วทําเครื่ องหมาย (X) ลงใน
ช่องตัวเลข (5,4,3,2, หรื อ 1) ที่ตรงกับระดับการใช้จริ งของท่านในการเรี ยนภาษาอังกฤษ

5 หมายถึง ใช้เป็ นประจํา
4 หมายถึง ใช้ค่อนข้างบ่อย
3 หมายถึง ใช้บางครั้ง
2 หมายถึง ใช้นานๆ ครั้ง
1

ที่

หมายถึง ไม่ใช้เลย
ระดับความเห็น

กลวิธีการเรียนภาษาอังกฤษ
5

1.

ในการเรี ยนภาษาอังกฤษ ข้าพเจ้าคิดเชื่อมโยงความสัมพันธ์ระหว่างสิ่ งที่
เรี ยนรู ้มาแล้วกับสิ่ งที่ได้เรี ยนรู ้ใหม่

2.
3.

ข้าพเจ้านําคําใหม่ที่ได้เรี ยนไปใช้ในประโยค เพื่อให้จาํ ได้ดียงิ่ ขึ้น
ข้าพเจ้าเชื่อมโยงเสี ยงของคําใหม่ในภาษาอังกฤษกับภาพของคํานั้นเพื่อช่วย
ให้จาํ ได้ดีข้ นึ

4.

ข้าพเจ้าจดจําคําใหม่ในภาษาอังกฤษ โดยนึกถึงภาพของเหตุการณ์ซ่ ึงคํา
เหล่านั้นอาจจะถูกใช้

5.

ข้าพเจ้าใช้คาํ พ้องเสี ยงเพื่อช่วยให้จดจําคําใหม่ในภาษาอังกฤษ

4

3

2

1
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ระดับความเห็น
ที่

กลวิธีการเรียนภาษาอังกฤษ

6.

ข้าพเจ้าแสดงท่าทางประกอบ เพือ่ ช่วยในการจําคําใหม่ ในภาษาอังกฤษ

7.
8.

ข้าพเจ้าจําคําหรื อวลีใหม่ในภาษาอังกฤษ โดยการจดจําคําเหล่านั้นอยูห่ น้าใด
ในหนังสื อ ส่วนใดในกระดาษ
ข้าพเจ้าพยายามพูดให้มีสาํ เนียงใกล้เคียงกับเจ้าของภาษา

9.

ข้าพเจ้าฝึ กฝนการออกเสี ยงภาษาอังกฤษ

10

ข้าพเจ้านําคําศัพท์ในภาษาอังกฤษที่ขา้ พเจ้ารู ้ไปใช้ในสถานการณ์ต่างๆ

11. ในการสนทนาภาษาอังกฤษ ข้าพเจ้าเป็ นฝ่ ายเริ่ มบทสนทนา
12. ข้าพเจ้าดูรายการโทรทัศน์หรื อภาพยนต์ที่พากย์เสี ยงภาษาอังกฤษ
13. ข้าพเจ้าพยายามไม่แปลภาษาอังกฤษแบบคําต่อคํา
14.

ข้าพเจ้าใช้วธิ ีการเดา เพื่อให้เข้าใจคําในภาษาอังกฤษที่ไม่คนุ ้ เคย

15.

ข้าพเจ้าใช้ท่าทางประกอบระหว่างการสนทนาภาษาอังกฤษเมื่อข้าพเจ้านึกคํา
ภาษาอังกฤษไม่ออก

16.

ข้าพเจ้าใช้คาํ อื่นแทน เมื่อข้าพเจ้าไม่รู้คาํ ที่ถูกต้องในภาษาอังกฤษ

17.

ในการสนทนาภาษาอังกฤษ ข้าพเจ้าพยายามเดาว่าคู่สนทนาจะพูดอะไรต่อไป

18.

ถ้าข้าพเจ้าคิดคําในภาษาอังกฤษไม่ออก ข้าพเจ้าจะใช้คาํ หรื อวลีที่มี
ความหมายเหมือนหรื อใกล้เคียงกันแทน

19. ข้าพเจ้าพยายามหาโอกาสที่จะได้ใช้ภาษาอังกฤษเท่าที่จะทําได้
20. ข้าพเจ้าสังเกตุขอ้ ผิดพลาดในการใช้ภาษาอังกฤษของตนเอง และใช้
ข้อผิดพลาดเหล่านั้น เพื่อช่วยให้ขา้ พเจ้าเรี ยนได้ดีข้ ึน
21. ข้าพเจ้าตั้งใจฟัง เมื่อได้ยนิ คนพูดภาษาอังกฤษ
22. ข้าพเจ้าพยายามหาวิธีการที่จะทําให้เรี ยนภาษาอังกฤษได้ดีข้ ึน
23. ข้าพเจ้ามองหาคนที่ขา้ พเจ้าสามารถพูดภาษาอังกฤษกับเขาได้

5

4

3

2

1

181

ที่

กลวิธีการเรียนภาษาอังกฤษ

ระดับความเห็น
5

24. ข้าพเจ้ามีเป้ าหมายชัดเจนในการปรับปรุ ง / พัฒนาทักษะภาษาอังกฤษของ
ข้าพเจ้า
25. ข้าพเจ้าพยายามผ่อนคลาย เมื่อรู ้สึกกลัวที่จะต้องใช้ภาษาอังกฤษ
26. ข้าพเจ้าให้กาํ ลังใจตนเองเมื่อต้องพูดภาษาอังกฤษ แม้วา่ จะกลัวความผิดพลาด
27. ข้าพเจ้ารู ้สึกกังวลหรื อเครี ยดในขณะที่กาํ ลังเรี ยน หรื อใช้ภาษาอังกฤษ
28. ในการสนทนาภาษาอังกฤษ ถ้าข้าพเจ้าไม่เข้าใจสิ่ งที่ผพู ้ ดู พูด ข้าพเจ้าจะขอให้
ผูพ้ ดู พูดช้าลง หรื อพูดซํ้า
29. ในระหว่างที่ขา้ พเจ้าสนทนาเป็ นภาษาอังกฤษ ข้าพเจ้าขอให้ผทู ้ ี่ใช้
ภาษาอังกฤษคนอื่นๆ แก้ไขการใช้ภาษาอังกฤษของข้าพเจ้า
30. ข้าพเจ้ามักจะถามคําถามเป็ นภาษาอังกฤษ

4

3

2

1

APPENDIX F
Index-of-Item-Congruence (IOC) of the Questionnaire

Index-of-Congruence of the Problems and Needs
in Listening and Speaking Skills Questionnaire for Wheel Chair assistants
Research Topic: The English Communication Problems and Needs of Wheel Chair Assistants
in Listening and Speaking Skills at Suvarnabhumi Airport
The ratings for each statement on the questionnaire are:
Scale

Description

+1

The statement is congruent with the objectives

0

The statement is uncertain to be congruent with the objectives

-1

The statement is not congruent with the objectives

Part 1: General information of WCAs
Question 4: Is English language important to your present job?
Opinion score of experts
Items
1

Objective

Total

IOC

Content

Expert 1

Expert
2

Expert
3

score

value

validity

1

1

0

2

0.67

Yes

To identify
communication needs

Total IOC value

0.67

Yes

Question 5: Do you consider that English Course is important for your job?
Opinion score of experts
Items

Objective

1

To identify learning needs

Total

IOC

Content

Expert
1

Expert
2

Expert
3

score

value

validity

1

1

0

2

0.67

Yes

Total IOC value

0.67

Yes

Part 2: What do you rate your listening and speaking skills in English?
Opinion score of experts
Items
1

Objective

Total

IOC

Content

Expert
1

Expert
2

Expert
3

score

value

validity

1

1

1

3

1

Yes

To assess the level of
listening skill

184
2

To assess the level of
speaking skill

1

1

Total IOC value

1

3

1

1

Yes
Yes

Part 3: The problems in using English skills: listening and speaking.
Question 1: In your job, what level of problems do you face in English listening and
speaking skills?
Opinion score of experts
Items
1

Objective

Total

IOC

Content

Expert
1

Expert
2

Expert
3

score

value

validity

1

1

1

3

1

Yes

1

1

1

3

1

Yes

To assess the level of
problem in English
listening skill

2

To assess the level of
problem in English
speaking skill

Total IOC value

1

Yes

Question 2: To what extent do you face problems in English listening skills in your job?

Items
1
2

3

4

5

Objective

Opinion score of experts
Expert
Expert Expert 3
1
2

Total
score

IOC
value

Content
validity

To identify the message
comprehension

1

1

1

3

1

Yes

To identify the satisfied
message comprehension

1

1

1

3

1

Yes

To identify the complaint
message comprehension

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

To identify the
understanding about
personal detail and
information
To identify a variety of
accent comprehension

185
6

To identify the illnesses
vocabulary
comprehension
7
To identify the physical
condition vocabulary
comprehension
8
To identify the body part
vocabulary
comprehension
9
To identify the additional
comments about problem
in listening skill
Total IOC value

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

Yes

Question 3: To what extent do you face problems in English speaking skill in your job?
Items

Objective

1

To identify the problem in
delivering greeting and
farewell statement
To identify the problem in
inquiring about
information and needs
To identify the problem in
making polite request

2

3

4
5
6

7

To identify the problem in
making polite refusing
To identify the problem in
apologizing
To identify the problem in
offering assistance
To identify the problem in
making suggestion

Items

Objective

8

To identify the problem in
clarifying questions or
confirming messages

Opinion score of experts
Expert
Expert
Expert
1
2
3

Total
score

IOC
value

Content
validity

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

Total
score

IOC
value

Content
validity

3

1

Yes

Opinion score of experts
Expert
Expert
Expert
1
2
3
1

1

1

186
9

To identify the problem in
making small talk

1

1

1

3

1

Yes

0

1

1

2

0.67

Yes

1

1

1

3

1

Yes

0

1

1

2

0.67

Yes

1

1

1

3

1

Yes

0

1

1

2

0.67

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

10

To identify the problem in
speaking with English
appropriate pronunciation
To identify the problem in
11
using airline terminology
correctly
12
To identify the problem in
speaking with politeness
and grammar
13
To identify the problem in
speaking appropriately
and social etiquette
14
To identify the problem in
speaking about body parts
vocabulary
15
To identify the problem in
explaining about wheel
chair components
vocabulary
16
To identify the additional
comments about problem
in speaking skill
Total IOC value

Part 4:

0.94

Yes

The needs in using English skills: listening and speaking

Question 1: In your job, how much do you need to use English listening and speaking skills?
Items

Objective

To assess the level of
needs in English listening
skill
2
To assess the level of
needs in English speaking
skill
Total IOC value

Opinion score of experts
Expert
Expert
Expert
1
2
3

Total
score

IOC
value

Content
validity

1

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

Yes

Question 2: To what extent do you need to use English listening skill in your job?
Opinion score of experts

Total

IOC

Content
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Items
1

2

3

4

5

6

7

8

9

Objective
To identify the needs in
message comprehension
To identify the needs in
satisfied message
comprehension
To identify the needs in
complaint message
comprehension
To identify the needs in
understanding about
personal detail and
information
To identify the needs in a
variety of accent
comprehension
To identify the needs in
illnesses vocabularies
comprehension
To identify the needs in
physical condition
vocabularies
comprehension
To identify the needs in
body part vocabularies
comprehension
To identify the additional
comments
about needs in listening
skill
Total IOC value

Expert
1

Expert
2

Expert
3

score

value

validity

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

Yes

Question 3: To what extent do you need to use English speaking skill in your job?

Items
1

2

Objective
To identify the needs in
delivering greeting and
farewell statement
To identify the needs in
inquiring about
information and needs

Opinion score of experts
Expert
Expert Expert 3
1
2

Total
score

IOC
value

Content
validity

1

1

1

3

1

Yes

0

1

1

2

0.67

Yes
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3
4
5
6

7

8

9

10

11

To identify the needs in
making polite request
To identify the needs in
making polite refusing
To identify the needs in
apologizing
To identify the needs in
offering assistance
To identify the needs in
making suggestion
To identify the needs in
clarifying questions or
confirming messages
To identify the needs in
making small talk
To identify the needs in
speaking with English
appropriate pronunciation
To identify the needs in
using airline terminology
correctly

Items

Objective

12

To identify the needs in
speaking with politeness
and grammar
To identify the needs in
speaking appropriately
and social etiquette
To identify the needs in
speaking about body parts
vocabulary
To identify the needs in
explaining about wheel
chair components
vocabulary
To identify the additional
comments about the needs
in speaking skill

13

14

15

16

0

1

1

2

0.67

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

1

1

Yes

Total
score

IOC
value

Content
validity

Opinion score of experts
Expert
Expert
Expert
1
2
3
1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes

1

1

1

3

1

Yes
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Total IOC value

0.96

The content validity of the questionnaire is 0.92
The test items from part 1-4 show IOC index > 0.5 which is accepted

Yes
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Open-ended questions (English version)
Semi-structured interview on problems and needs in English communication problems and
needs in listening and speaking skill at Suvarnabhumi Airport.
There are four interview questions were asked by 3 WCAs in the Thai language but three
supervisors and three passengers were asked in English language.
Question 1: What are the English communication problems in listening skills of WCAs at
their workplace?
Question 2: What are the English communication problems in speaking skills of WCAs at
their workplace?
Question 3: What are the English communication needs in listening skills of WCAs at their
workplace?
Question 4: What are the English communication needs in speaking skills of WCAs at their
workplace?
Semi-structured interview about language learning strategies used by WCAs
This question intends to ask only WCAs about the language learning strategy used in Thai
language.
Question 1: What learning strategies do you use most that help you learn English language,
e.g., watching movies spoken in English, connecting the sound of a new English word with
its picture, etc. And why? Please describe.

Open-ended questions (Thai version)
คําถามสัมภาษณ์เกี่ยวกับปั ญหาและความต้องการในการสื่ อสารภาษาอังกฤษด้านทักษะการฟังและการพูดในบริ บทการ
ทํางานของพนักงานเข็นรถวิลแชร์
คําถามที่ 1 ท่านพบปั ญหาการสื่ อสารภาษาอังกฤษด้านทักษะการฟังในที่ทาํ งานของท่านอะไรบ้าง
คําถามที่ 2 ท่านพบปั ญหาการสื่ อสารภาษาอังกฤษด้านทักษะการพูดในที่ทาํ งานของท่านอะไรบ้าง
คําถามที่ 3 ท่านมีความต้องการสื่ อสารภาษาอังกฤษด้านทักษะการฟังในที่ทาํ งานของท่านอะไรบ้าง
คําถามที่ 4 ท่านมีความต้องการสื่ อสารภาษาอังกฤษด้านทักษะการพูดในที่ทาํ งานของท่านอะไรบ้าง
คําถามสัมภาษณ์เกี่ยวกับกลวิธีการเรี ยนภาษาอังกฤษของพนักงานเข็นรถวิลแชร์
คําถามที่ 1 ท่านใช้กลวิธีการเรี ยนแบบใดมากที่สุดเพื่อช่วยการเรี ยนรู ้ภาษาอังกฤษของท่าน เช่น ท่านดูหนังพากษ์
ภาษาอังกฤษ ท่านนึกรู ปภาพเพื่อเชื่อมต่อกับคําศัพท์ใหม่ อื่นๆ และทําไมท่านจึงนิยมใช้กลวิธีน้ นั ๆ โปรดอธิบาย
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Index-of-Congruence of Interview Questions of the problems and needs
in listening and speaking skills
There are 2 interview questions will be asked to 3 WCAs in Thai language but 3 supervisors
and 3 passengers will be asked in English language.
Opinion score of experts
Items
1

Objective

IOC

Content

Expert 1

Expert 2

Expert 3

score

value

validity

1

1

0

2

0.67

Yes

1

1

0

2

0.67

Yes

To identify the English
communication problems

2

Total

To identify the English
communication needs

Total IOC value

0.67

Yes

The content validity of the interview questions is 0.67, which is accepted.
This interview question intends to ask only WCAs about language learning strategy used.
Opinion score of experts
Items
1

Objective

Total

IOC

Content

Expert 1

Expert 2

Expert 3

score

value

validity

0

0

0

0

0

No

To identify language
learning strategy used by
WCAs

Total IOC value

0

Uncertain

There is only one question on language learning strategy has score lower than 0.5. The
adaptation of question is referred from three experts’ comments and suggestions. The
modified question is “What learning strategies do you use most to help you learn English
language e.g. watching movies spoken in English, connecting the sound of a new English
word with its picture, etc. And why? Please describe”

APPENDIX I
Inter-Office Communication Letter

195

THAI

Thai Airways International Publtc Co .• Ltd.

Inter - Office Communication
To

From

BKKLP/ Mr. Teeroj N.

Your

Your

BKKQV/AH Dilada M.

Our

Oat

20Apri 2019

Subject and Text

Subject: Requisition for conducting educational research

My name is Dilada Meesuwan/36965, air-hostess, department QV.
Currently, I am studying Master's Degree in English Language Teaching at
Assumption University. To complete my education, I have chosen to conduct
research namely HThe English communication problems and needs of wheel chair
assistants in listening and specking ski lls at Suvarnabhumi Airport" as a subject of
my Thesis. A research aims to find out problems and needs of using English
language of TG wheel chair assistants when performing t heir duty. A research will
cover speaking and listening skills wh ich will assist us to identify the actual
problems and necessity in English communication.
The results of this study could be used to design an English training
course for our staff . Furthermore, it will reveal the difficulties that our staff
encounter. This may contribute the useful information in developing our staff's
ability. Consequently, I would like to obtain your approval to conduct the research by
requesting 204 wheel chair assistants to complete the survey. Google form will be
forwarded to concerned staff after your permission have been granted.

Thank you for your consideration and approval

Your sincerely,

Dilada Meesuwan
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The analysis results of the back translation method
The excerpt in the below tables is considered as the key phrases for the current study.
Thus, the original Thai statement, translated statement, and back-translated statement
regarding problems and needs in listening and speaking skills were presented in Table 1-5 to
display the coordinate and incoordinate of the meanings.
Table 1: Keywords/phrases of the problems in listening skill of WCAs
No.

Thai original
statement

WCA1 -มีปัญหาเสมอกับสําเนี ยงอินเดีย

-มันยากสําหรับผมที่จะเข้าใจว่า
เค้าพูดอะไร
WCA2 -เวลาผูโ้ ดยสารพูดเร็ ว ผมฟังไม่

ทัน

Translated
statement
-Always having problems
with an Indian accent
-Hard for me to understand
what they say
-When passengers talk fast.
I sometimes could not catch

Back-translated
statement

-มีปัญหากับสําเนียงคนอินเดีย
เสมอ
-มันยากที่จะเข้าใจถึงสิ่ งที่เค้า
พูด
-เวลาผูโ้ ดยสารพูดเร็ ว ผมจับ
ใจความไม่ได้

what the passengers said
WCA3 -ผมไม่รู้จริ งๆว่า disembark

แปลว่าอะไร

-I really don’t know what
disembark means.

-ผมไม่รู้จริ งๆว่า disembark
หมายถึงอะไร

Table 1 indicates that among four phrases derived from listening skill problems,
there was one key word showing incoordinate meaning, “catch,” while the rest of three
showed all coordinated meaning.
Table 2: Keywords/phrases of the problems in speaking skill of WCAs
No.

Thai original
statement

WCA1 -ผมแย่เรื่ อง grammar

-ผมกลัวจะพูดผิด

Translated
statement
- I’m poor in grammar
- I’m afraid of making a
mistake

Back-translated
statement

-ผมไม่เก่งไวยกรณ์
-ผมกลัวว่าจะทําผิด

WCA2 -การออกเสี ยงมันยาก โดยเพฉาะ - English pronunciation is
very hard for me especially
การขึ้นเสี ยงสูงตํ่า
intonation”

-การออกเสี ยงภาษาอังกฤษยาก
มากๆ โดยเพฉาะการขึ้นเสี ยง
สูงตํ่า

WCA3 -ผมห่ วงเรื่ องการพูด

-การพูดภาษาอังกฤษให้สุภาพ
เป็ นความกังกลของผมด้วย

ภาษาอังกฤษให้สุภาพด้วย

- Polite spoken English is
also my concern.

Table 2 reveals that there is one keyword that was incoordinate in meaning was
“making” whereas the rest three texts were coordinate then the back-translation was done
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again to examine the coordination and the incoordination of the interview answers of the
needs in listening skill presented in Table 3
Table 3: Keywords/phrases of the needs in listening skill of WCAs
No.

Thai original
statement

WCA1 -ผมอยากฟังออกหลายๆ สําเนียง
WCA2 -มันจะดีมากๆเลย ถ้าผมเข้าใจสิ่ ง

ที่ผโู ้ ดยสารพยายามบอกมาเกือบ
ทั้งหมด
WCA3 -ผมอยากใช้คาํ ศัพท์ได้อย่าง
ถูกต้อง

Translated
Back-translated
statement
statement
-I want to understand several -ผมอยากเข้าใจสําเนียงที่
accents.

หลากหลาย
- It would be great if I mostly -มันคงจะเยีย่ มยอด ถ้าผมเข้าใจ
understand what passengers
สิ่ งที่ผโู ้ ดยสารพยายามบอกมา
try to tell me
เกือบทั้งหมด
- I want to know how to use
-ผมจําเป็ นที่จะต้องรู ้การใช้
vocabulary correctly.
คําศัพท์อย่างถูกต้อง

According to Table 3, it shows that Thai original texts and back-translated texts
of the three statements above are well coordinate
Table 4: Keywords/phrases of the needs in speaking skill of WCAs
No.

Thai original
statement

WCA1 - รู ้เรื่ องไวยกรณ์มากกว่านี้
WCA2 - ผมอยากรู ้วา่ ต้องขึ้นและลง

เสี ยงตรงไหน
WCA3 - ผมอยากพูดได้แบบสุภาพ
ตามที่ฝรั่งเค้าพูดกัน

Translated
statement
- more knowledge in
grammar rules
- I want to know how to rise
and low my voice
- I need to speak politely
according to a social
manner

Back-translated
statement

-มึความรู ้มากขึ้นในเรื่ องกฏ
ไวยกรณ์
-ผมต้องการที่จะรู ้วา่ ขึ้นลงเสี ยง
อย่างไร
- ผมต้องการพูดแบบสุภาพ
ตามหลักมารยาททางสังคม

As can be seen from Table 4, the word “social manner” was not coordinated.
However, two out of three statements reached the equivalent.
Table 5: Keywords/phrases of the language learning strategies most used by WCAs
No.

Thai original
statement

WCA1 -จดลงกระดาษแล้วทบทวน

NO.

Thai original

Translated
statement
- Note taken on small paper
then I review them
afterward

Translated

Back-translated
statement

-จดลงบนกระดาษแผ่นเล็กแล้ว
ทบทวนภายหลัง

Back-translated
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statement
WCA2 -ผมฝึ กการฟังโดยฟังจากคํา

ประกาศของสนามบิน
WCA3 -ผมขอให้ผโู ้ ดยสารแนะนําเรื่ อง

การออกเสี ยง

statement
-I practice listening skill by
listening to the public
announcement in the airport
-I ask the passenger to give
comment about my
pronunciation

statement

-ผมฝึ กฝนการฟังจากคํา
ประกาศสนามบิน
ผมขอให้ผโู ้ ดยสารให้
คําแนะนําเรื่ องการออกเสี ยง

Table 5 indicates that among the three phrases derived from the language learning
strategies most used, two words was showing incoordinate meaning “small and afterward,”
while the rest of the two phrases showed all coordinated meaning.
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