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Abstract 
This study explored the necessities, lacks, and wants of the 
tourism personnel who use English at work in Ayutthaya, 
Thailand’s most famous historical city. The quantitative data 
were collected via questionnaire from 118 participants 
working in five types of tourism organizations. The 
qualitative data were drawn from 16 individuals who 
participated in semi-structured interviews comprising two 
open-ended questions. The integration of the quantitative 
and qualitative findings reveals that the participants’ 
necessities were mostly related to communicative tasks, 
such as greeting, giving directions, providing information, 
and offering and asking for help. Their lacks were chiefly 
concerned with listening and speaking skills, such as being 
unable to understand foreign English accents, failing to 
keep up with the tourists’ fast pace of speech, having a 
limited range of vocabulary to engage with in a 
conversation, and lacking grammar knowledge to maintain 
a conversation. Their wants were to improve cross-cultural 
competence, be heavily exposed to the target language, 
both inside and outside the classroom, and be equipped 
with ample knowledge of Ayutthaya’s history and technical 
terms related to Buddhist architecture. Above all, this study 
has pedagogical implications for English for Tourism 
curricula and material development.   
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Introduction 
 

 Today’s fast globalization of the world’s economies has been 
calling for a shared, international language known as lingua franca, which 
allows communication between or among people speaking different 
mother tongues. English is the most widely spoken language worldwide, 
with well over 1.1 billion people speaking it as either a first or a second 
language (Ghosh, 2020). Approximately, a quarter of the world’s 
population also speaks this lingua franca at a useful level (Neeley, 2012). 
Most importantly, English is no longer considered as a language that 
belongs to countries with large communities of anglophones like the UK, 
the US, Canada, Australia, and New Zealand, known in Kachru’s term as 
the Inner Circle (Kachru, 1985). Rather, it has gained the status of World 
Englishes, meaning that whoever communicates in English in whatever 
country owns the English language.   

 The paramount importance of English is unquestionable in 
today’s workforce. It is the global language of business and is the main 
language of international communication across many industries 
worldwide, including the travel industry (Neeley, 2012; Vuković-Voćjnovi 
& Nićin, 2012). Thailand, for example, relies on the tourism industry as a 
major economic sector, accounting for 17% of its GDP in the first half of 
2019 (Surawattananon, 2019). Furthermore, the number of international 
tourists has been increasing every year, and, in 2019, Thailand set a new 
tourism record, seeing as many as 40 million foreign tourists across the 
country (Ministry of Tourism and Sports, 2020). The influx of 
international tourists has in turn increased the need for good English 
communication skills among those who work in the tourism industry. 

Despite a high demand in English for Tourism, there are very few 
textbooks that meet specific needs of tourist personnel in Ayutthaya as 
most existing textbooks are designed for a mass use. Adding to that, 
existing textbooks targeting at English for Tourism do not seem 
appropriate for Thai learners as many topics are not culturally related to 
the country’s context (Strutt, Dubicka, & O’Keeffe, 2017; Walker & 
Harding, 2009). This research, thus, aims to investigate the problems that 
tourism personnel in Ayutthaya have and what they need when 
communicating in English, following Hutchinson and Waters’ (1987) 
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target needs. The study specifically explores their necessities (the tasks 
they have to perform), lacks (the areas of skills where they need to 
improve), and wants (the expectations they have for courses they would 
like to take) so that an appropriate curriculum can be designed, along 
with the relevant material, in order to respond to their needs.   

Literature Review  
 
English for Specific Purposes (ESP) 
 
 English for Specific Purposes (ESP) is an approach to language 
teaching in which the content and method are appropriate for the 
learners as they are justified by their reason for learning. ESP is 
traditionally divided into two broad areas: English for Occupational 
Purposes (EOP) and English for Academic Purposes (EAP) (Hutchinson & 
Waters, 1987; Johns & Price, 2014; Kennedy & Bolitho, 1984). Although 
EOP and EAP are similar in that they necessitate on-going needs 
assessment and target situation analysis, the former is taught in 
situations where the learners need to use English as part of their work, 
whereas the latter is taught in educational settings where the learners 
need to use English for their studies (Johns & Salmani Nodoushan, 2015). 
On top of that, while EOP is directed at ‘just in time’ learning, which 
equips the learners with hands-on experience once they have entered 
the target profession, EAP is directed at ‘just in case’ learning, which 
prepares the learners for a profession in an unknown future (Salmani-
Nodoushan, 2020). An example of EOP is English for Tourism and that of 
EAP is English for Science and Technology.  The two questions that most 
of the ESP research takes into consideration before designing ESP course 
materials are (1) why a particular learner needs to learn the target 
language, and (2) which approach to language learning is the most 
suitable for him/her (Hutchinson & Waters, 1987).  

 To get a clearer picture of how ESP is different from General 
English, Dudley-Evans and St. John (1998, p. 4) put forth three absolute 
characteristics of ESP courses as follows: 

(1) ESP is designed to meet specific needs of the learner. 

(2) ESP makes use of the underlying methodology and 
activities of the disciplines that it serves. 
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(3) ESP is centered on the language (grammar, lexis), skills, 
and discourse appropriate to these activities 

Most importantly, developing appropriate language materials for 
ESP is an essential component of its practice. Therefore, this study aims 
to find out what tasks tourism personnel in Ayutthaya perform, what 
skills they have problems with, and what training expectations they have 
in order to determine what content and teaching method are the most 
suitable for an English for Tourism course.  

 
Needs analysis 
 

Central to ESP is needs analysis, which is the primary step in 
designing language courses. The term ‘needs’, however, is difficult to 
understand as it has been interpreted and discussed by a number of 
scholars from multiple perspectives. For example, Hutchinson and 
Waters (1987) classify needs into two categories: target needs and 
learning needs. They further subdivide target needs into necessities, 
lacks, and wants. They also define learning needs as how learners master 
the foreign language in terms of what skills or strategies they prefer to 
use. Another definition is given by Berwick (1989) who distinguishes 
between perceived needs and felt needs, which correspond to Brindley’s 
(1989) terms objective needs and subjective needs, respectively. The 
former refers to what experts think learners need to learn, while the 
latter refers to the desires of learners themselves. 

 There are at least seven approaches to needs analysis according 
to Jordan (1997), but the most widely-discussed are Present Situation 
Analysis (PSA), and Learning Situation Analysis (LSA), and Target Situation 
Analysis (TSA), which will be applied in the current study. TSA, based on 
Munby’s (1978) Communication Needs Processor, was first employed by 
Chamber (1980) who prioritized functions, forms, and frequencies of the 
language in the target situation the learners were involved in. TSA has 
also been employed to identify not only language skills, but also tasks and 
activities learners need to perform in the target situations (Long, 2005).  

In this study, TSA was conducted to decide on course content and 
structure for tourism personnel in Ayutthaya. Their necessities, lacks, and 
wants with respect to English for tourism were investigated, following 
Hutchinson and Waters’ (1987) definition of target needs. In particular, 
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their necessities are the tasks they have to perform at work; their lacks 
are the areas of skills where they need to improve; their wants are their 
expectation towards courses they are likely to take in the future, in terms 
of instructors, materials, and teaching methods. This study, thus, aimed 
to find out what tasks the participants perform, what skills cause them 
problems, and what expectations they have in order to design a course 
not for tourism personnel themselves but for tourism students or interns 
who will work in Ayutthaya. 

 
World Englishes and English for Tourism 

 The term ‘World Englishes’, also known as Global Englishes and 
New Englishes, refers to localized forms of English found throughout the 
world and is theorized by Kachru (1985) who proposes the three 
Concentric Circles model: the Inner Circle, the Outer Circle, and the 
Expanding Circle. The Inner Circle refers to the countries where English 
was traditionally used as a first language, including the UK, the US, 
Canada, Australia, and New Zealand. The Outer Circle refers to the post-
colonial countries where English has been institutionalized, such as India, 
Malaysia, the Philippines, Singapore, and South Africa. The Expanding 
Circle refers to the countries where English is used as a foreign language, 
such as China, Indonesia, Japan, South Korea, and Turkey. According to 
McHenry (2021), Kachru’s model serves as a tool for understanding the 
spread of English as a global language for two reasons. Firstly, it captures 
that fact that English originally belonged to the UK and its settler colonies 
before it spread out of the Inner Circle. Secondly, it reflects how English 
is used today; that is, countries with the largest and fastest growing 
populations form the Outer and Expanding Circles. 

 As English for Tourism almost always exists in multilingual and 
multicultural contexts, the Inner Circle model of English teaching, which 
prioritizes the so-called standard English, focuses on native-like 
proficiency development, and prefers textbooks oriented to Inner Circle 
English, may no longer be appropriate. Take the tourism industry in 
Thailand as an example, although the country saw nearly 40 million 
foreign visitors in 2019, those who came from the UK, the US, Canada, 
Australia, and New Zealand, which represent Inner Circle countries, 
accounted for just under 10%, while those from China, Japan, and South 
Korea, which represent Expanding Circle Countries, made up almost 40% 
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of the total number of arrivals (Ministry of Tourism and Sports, 2020). 
This situation calls for the need for learners to be exposed to localized 
varieties of English, gain awareness of how English is used in Expanding 
Circle contexts, and develop both linguistic and intercultural competence 
to communicate with diverse interlocutors. 

 
Phranakorn Si Ayutthaya as a major tourist attraction in Thailand   
 

Phra Nakhon Si Ayutthaya, or Ayutthaya, Thailand’s former capital 
for 417 years, is a historical province located in the Central Plains of 
Thailand. There are many canals in this city stretching from the north to 
the south and the east to the west with their mouths connected to the 
Chao Phaya and Pasak rivers. What attracts thousands of tourists to visit 
this city founded by King U-Thong in 1350 A.D. is myriads of magnificent 
ancient ruins, pagodas, and temples scattered across the city. In the 
heart of Ayutthaya city lies Ayutthaya Historical Park, designated as a 
UNESCO world heritage site in 1991. There are also three palaces in this 
former capital, namely, the Grand Palace, Chantharakasem Palace (a.k.a. 
the Front Palce), and Wang Lang (a.k.a. the Rear Palace). Ayutthaya is 
conveniently accessible thanks to good roads, and it is just a one-hour 
drive from Bangkok.  

According to the Ministry of Tourism and Sports (2020), 
Ayutthaya has seen an increasing number of foreign tourists each year, 
rising from about 1.8 million in 2016 to 2.1 million in 2019. In early 2018, 
the melodrama ‘Buphesaniwat’ also boosted the tourism industry in the 
city, attracting thousands of domestic as well as foreign tourists to trace 
the footprints of the protagonist ‘Karakaed’ who traveled to a number of 
ancient historical places in Ayutthaya (The Economist, 2018). The series 
was so popular that in late March that year, the historical park decided to 
extend its hours of operation in response to the number of visitors that 
had doubled in the wake of the popularity of the romantic comedy 
(Bangkok Post, 2019). Although this phenomenon did not significantly 
increase the number of foreign visitors, the fact that this soap opera 
attracted many more Thai visitors than ever before had an indirect 
impact on the development of the city, which in turn attracted more 
foreign tourists in the following years. 
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Previous studies  

A plethora of research has been conducted on problems 
encountered by tourism staff when communicating in English at work in 
Thailand. With respect to research instruments, almost every previous 
study employed a Likert-scale questionnaire for data collection; some 
drew data from interviews, either unstructured, semi-structured, lightly-
structured, or in-depth. A few also tested the subjects’ language 
proficiencies, using either an oral or written exam. In terms of research 
participants, the previous studies may be divided into two groups: one 
investigating a specific section of the population such as hotel 
receptionists and tourist police officers, and the other examining 
heterogenous groups of the population. In the following paragraphs, 
related literature will be reviewed, based on the types of participants 
recruited in each study. 

 A number of studies have investigated problems and needs in 
English for tourism staff who had different careers and worked in 
different regions or provinces of Thailand. For example, Kalasin & 
Charumanee (2015), Chamnankit & Yuangsri (2016), and Kijpoonphol and 
Linh (2021) explored how hotel front desk staff communicated with 
foreign guests at work. Prachanant (2012), Phongpichitphoom (2017), 
Charoensuk, Chuai-in, & Wate cho (2018) investigated English problems 
encountered by travel agents. Wongthorn and Sriwanthana (2007) and 
Chomchuen and Rattanasak (2018) investigated the needs of public 
vehicle drivers to communicate in English at work. Rungsavang and 
Clarke (2016) and Praesrisakul, Chaibunruang, and Purisarn (2019) 
examined how tourist police officers dealt with English-speaking tourists. 
There have also been a few studies that investigated other tourism-
related occupations’ needs and problems in English for communication, 
including raft service entrepreneurs (Nomnian, 2014), train staff 
(Prasitpornkun, 2016), and convenience store employees (Nuemaihom, 
2017). 

 To the best of the researcher’s knowledge, there has been only 
one study that recruited different tourism-related occupations for data 
collection. Piriyasilp (2014) surveyed the English language needs for 
tourism personnel who worked at many different places such as tourist 
attractions, immigration offices, banks, hotels, the airport, and tour 
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operators in Khon Kaen, a major province in Northeastern Thailand. She 
collected data from questionnaires distributed to 300 participants and 
gained further information from informal interviews conducted with 
some selected participants. This large-scale study allowed the researcher 
to generalize her findings and include tentative topics in a short training 
course. 

The present study 

To date, there has been no research investigating how English is 
used by tourism personnel in Ayutthaya, Thailand’s most famous 
historical city, on a large scale, so the current study aimed to fill in this 
gap. Other than a questionnaire, which might lack personalization and 
disallow participants to mention some hidden issues, the current study 
also included a semi-structured interview so that some participants could 
also share ideas they might have been reluctant to write down.  

This study has three research questions, which correspond to 
Hutchinson and Waters’ (1987) definition of target needs: necessities, 
lacks, and wants. They are as follows: 

(1) What tasks do tourism personnel in Ayutthaya frequently perform at 
work? 

(2) What problems do tourism personnel in Ayutthaya encounter with 
respect to the four English skills? 

(3) What kind of English for Tourism courses would tourism personnel in 
Ayutthaya like to take to improve their skills? 

Methodology  
 
Participants 
 

A total of 118 participants were purposively selected from a large 
pool of tourism personnel who had been working in Phra Nakorn Si 
Ayutthaya district, Phra Nakorn Si Ayutthaya province, where English was 
used as a medium of communication. As definitions of tourism 
organizations may vary, it is almost impractical to designate the 
population size of tourism personnel in the Ayutthaya district, which has 
seen the country’s highest number of international tourists every year. 
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Therefore, a stratified purposeful sampling method was employed. The 
participants were representatives from five types of tourism 
organizations adapted from Piriyasilp’s (2014) classification of tourism-
related places: (1) police stations, (2) tourism authorities (state-funded), 
(3) temples and royal palaces, (4) tour operators, and (5) hotels. In total, 
there were two police stations (Ayutthaya Police Station and Ayutthaya 
Tourist Police Station), two tourism authorities (Ayutthaya Tourism 
Authority of Thailand and Ayutthaya Provincial Office of Tourism and 
Sports), four temples (top-rated ones suggested by Lonely Planet) and 
one palace (Chandrakasem Palace), five tour operators, and five hotels 
(top-rated five-star hotels suggested by Planetware).  

Of the 118 participants who were asked to complete a 
questionnaire, 16 were further selected for semi-structure interviews. 
Two worked at police stations, two at tourism authorities, four at 
temples and royal palaces, four at tour operators, and four at hotels. 
These 16 participants were selected considering the proportion of 
questionnaire respondents related to each type of organization. All of 
them had also been in close contact with foreign visitors at work. 
 
Research instruments 
 
Questionnaire  
 
 The questionnaire was divided into five parts: (1) general 
information, (2) English educational background, (3) English tasks 
performed at work, (4) English skill problems encountered at work, and 
(5) needs for taking extra English language courses. The third, fourth, and 
fifth parts address the participants’ necessities, lacks, and wants, 
respectively.  In addition, the first and the second parts require the 
participants to either provide short answers or check boxes. The third 
and the fourth parts require the participants to respond to five-point 
Likert items, while the fifth part requires the participants to check boxes. 
The original version of the questionnaire was written in English, but the 
one administered to the participants was translated into Thai to ensure 
intelligibility and avoid ambiguity concerning the content. All items in the 
questionnaire were validated by a panel of three experts comprising a 
university lecturer specialized in English for tourism, an experienced tour 
guide, and the author of a popular English for tourism textbook. The 
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Index of Item-Objective Congruence (IOC) was employed to judge the 
congruence between the questionnaire items and the objectives on 
which they were based, using a score range from -1 to 1. The items with 
scores lower than 0.5 were excluded, while the items with scores greater 
than 0.5 were retained. 

Semi-structured interviews   

 Semi-structured interviews consisting of two open-ended 
questions were conducted in this study. The first question dealt with the 
four English language skills, while the second question concerned 
curriculum development. The two questions were “Which English 
language skill do you think is the most problematic?” and “If you were to 
develop a curriculum for English for Tourism courses, what content 
would you most likely include in the curriculum?”, which address the 
interviewees’ lacks and wants, respectively. The interviews were 
conducted in Thai and digitally recorded, each of which lasted 
approximately 5 minutes. They were then transcribed, translated into 
English, and analyzed by the researcher. One English language lecturer 
helped the researcher proofread the translated interviews to ensure that 
the verbal data were correctly and appropriately translated into the 
English version. 

Data collection procedure 
 

Data gathering was carried out in two phases. The first phase 
involved a pilot survey where the questionnaire was distributed to 20 
participants at two tourism-related organizations in Ayutthaya in March 
2019. This process was to ascertain that every questionnaire item was 
unambiguous to the participants. The pilot questionnaire was 
subsequently revised and reformatted for the main study. The second 
phase involved administering the questionnaire to 150 participants who 
worked at police stations, tourism authorities, temples and royal palaces, 
tour operators, and hotels. Approximately 40 students who were 
enrolled in an undergraduate English for Communication course taught 
by the researcher in the second semester of academic year 2019 helped 
distribute the questionnaires to the participants. The questionnaire 
survey was conducted in April and May 2019, after which the semi-



 

Namtapi (2022), pp. 409-439 

 LEARN Journal: Vol. 15, No. 1 (2022)                                                                              Page 419 

structured interviews were conducted by the researcher in the following 
month.  

Data analysis 

Descriptive statistics were used to analyze the quantitative data. 
Percentages, means, and standard deviations were obtained to analyze 
the results. The mean scores for the third and fourth parts of the 
questionnaire were interpreted based on the following criteria (adapted 
from Prachanant (2012)): 

Table 1 

Mean range interpretation for the third and fourth parts of the 
questionnaire 

Mean range Part 3 
English tasks performed at work 

Part 4 
English skill problems encountered 

at work 

4.50 – 5.00 Very high Most 

3.50 – 4.49 High A lot 

2.50 – 3.49 Moderate Moderate 

1.50 – 2.49 Low Little 

1.00 – 1.49 Very low Least 

 

As for the semi-structured interviews, the deductive approach for 
thematic analysis proposed by Willig (2013) was used for the qualitative 
data analysis. More specifically, the researcher followed the six steps of 
thematic analysis developed by Braun and Clarke (2006, p. 87), as 
detailed below. 

Table 2 

Six phases of thematic analysis (adapted from Braun & Clarke, 2006: 87) 

Phase Description of the process 

1. Familiarizing yourself with 
your data 

Transcribing verbal data, reading and re-reading the 
data, and marking ideas for coding 

2. Generating initial codes Coding interesting features/elements and collating the 
data relevant to each code 

3. Searching for themes Collating codes into potential themes 

4. Reviewing themes Making sure the themes reflect their coded extracts, 
are independent from one another, and tell the 



 

Namtapi (2022), pp. 409-439 

 LEARN Journal: Vol. 15, No. 1 (2022)                                                                              Page 420 

Phase Description of the process 

overall story about the data 

5. Defining and naming 
themes 

Refining all themes and giving appropriate names to 
each of them 

6. Producing the report Providing data extracts to demonstrate the prevalence 
of the themes and relating the analysis back to the 
research question(s)  

 

Results 

Questionnaire 

General Information about the participants 

Approximately 40% (n = 47) of the participants were male and 60% 
(n=71) were female. They were 37 years old on average and had about 8 
years of experience. In terms of their level of education, 55% of the 
participants (n = 65) held a bachelor’s degree, while 39% of them (n = 46) 
had not earned a bachelor’s degree; only 6% of them (n = 7) had a 
master’s degree or higher. The number of participants based on the five 
types of tourism organizations detailed in (3.1) is shown below. 

Table 3 

Number of participants based on the five types of tourism organizations 

Types of workplaces Number of participants (%) 

1. Police stations 10 (9%) 

2. State-funded tourism authorities 16 (14%) 

3. Temples and royal palaces 30 (25%) 

4. Private tour operators 32 (27%) 

5. Hotels 30 (25%) 

 

English language background 

The majority of the participants started learning English either in 
kindergarten (47%) or in primary school (48%). They had studied English 
for approximately 13 years prior to their career. Eighty-five percent of 
them reported that they used English at least one day per week, and up 
to 45% claimed that they used English at work every single day. Almost 
half of them (48%) had also taken a course in English for Tourism. 
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English tasks performed at work 

  When the participants were asked to rate how often they 
performed English tasks at work, they rated all sixteen tasks in the third 
part of the questionnaire as shown in Table 4 below. 

Table 4 

Frequency of tasks performed by the tourism personnel at work 

Tasks Mean S.D. Level 

1. Everyday life conversations and greetings 3.86 0.36 High 

2. Giving suggestions  3.86 0.35 High 

3. Providing general information 3.82 0.31 High 

4. Talking about numbers such as telling prices, 
distances, etc. 

3.82 0.26 High 

5. Giving directions 3.88 0.40 High 

6. Explaining Thai culture 3.48 0.36 Moderate 

7. Talking about Thai food 3.38 0.29 Moderate 

8. Asking for help 3.57 0.33 High 

9. Offering help 3.62 0.29 High 

10. Negotiating 3.35 0.27 Moderate 

11. Note-taking and filling out information in 
English 

3.09 0.31 Moderate 

12. Searching information in English 3.29 0.34 Moderate 

13. Talking on the phone 3.19 0.35 Moderate 

14. Chatting via applications such as Line 3.35 0.34 Moderate 

15. Writing maps in English 3.35 0.36 Moderate 

16. Emailing 2.93 0.24 Moderate 

 

 Overall, it can be seen that the tasks the participants performed 
most frequently at work were giving directions (x ̄ = 3.88), everyday life 
conversations and greetings (x ̄ = 3.86), giving suggestions (x ̄ = 3.86), 
providing general information (x ̄ = 3.82), talking about numbers such as 
telling prices and distances (x ̄= 3.82), offering help (x ̄= 3.62), and asking 
for help (x ̄ = 3.57), respectively. The three tasks the participants 
performed least frequently were emailing (x ̄ = 2.93), note-taking and 
filling out information (x ̄ = 3.09), and talking on the phone (x ̄ = 3.19), 
respectively.  
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English skill problems encountered at work 

When the participants were asked to rate how difficult it was to 
use the four English language skills, they rated all sixteen of them in the 
fourth part of the questionnaire as shown in Table 5 below. 

Table 5 

Level of English skill difficulty experienced by the tourism personnel at 
work 

Skills Sub skills Mean S.D. Level 

 

Listening 

1. Foreigners speaking English too fast 3.44 0.09 Moderate 

2. Being unable to understand foreign 

English accents 

3.44 0.11 Moderate 

3. Being unable to know the meaning of 

words and expressions 

3.26 0.07 Moderate 

4. Being unable to understand telephone 

conversations 

3.20 0.18 Moderate 

 

 

 

 

Speaking 

5. Being unable to pronounce words and 

phrases correctly 

3.11 0.23 Moderate 

6. Using inappropriate words and 

expressions 

3.16 0.05 Moderate 

7. Lacking knowledge of grammar and 

structure 

3.07 0.12 Moderate 

8. Lacking confidence to start conversations 2.66 0.14 Moderate 

 

 

9. Having inadequate vocabulary 2.91 0.20 Moderate 

10. Lacking knowledge of grammar and 3.05 0.22 Moderate 
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Skills Sub skills Mean S.D. Level 

Reading structure 

11. Reading unfamiliar passages 3.09 0.20 Moderate 

12. Reading too long passages 3.20 0.21 Moderate 

 

 

 

Writing 

13. Lacking knowledge of grammar and 

structure 

3.06 0.28 Moderate 

14. Having inadequate vocabulary and 

expressions 

3.01 0.22 Moderate 

15. Being unable to start writing 3.08 0.24 Moderate 

16. Being unable to take notes 3.02 0.28 Moderate 

 

Overall, all of the sub skills were perceived to pose a moderate 
level of difficulty to the participants. The three greatest problems 
experienced by the participants were foreigners speaking English too fast 
(x ̄= 3.44), being unable to understand foreign English accents (x ̄= 3.44), 
and being unable to know the meaning of words and expressions (x ̄ = 
3.26). The three problems the participants found to pose the lowest level 
of difficulty were lacking confidence to start conversations (x ̄ = 2.66), 
having inadequate vocabulary (to read) (x ̄ = 2.91), and being unable to 
take notes (x ̄= 3.02). 

When taking the four overall English language skills into 
consideration, it can be seen that listening was the most problematic 
skill, while the least problematic skill was speaking, as shown in Table 6 
below. 

Table 6 

Overall English skill difficulty experienced by the tourism personnel at 
work 

Skills Mean Level 

1. Listening 3.33 Moderate 
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2. Speaking 3.00 Moderate 

3. Reading 3.02 Moderate 

4. Writing 3.05 Moderate 

 

Needs of taking extra English language courses 

 With respect to skills, the majority of the participants (87%) 
wanted to improve their listening and speaking skills rather than their 
reading and writing skills. The majority of the participants (70%) also 
agreed that grammar is important to tourism personnel as it helps them 
communicate with foreigners effectively. Furthermore, almost all of them 
(95%) admitted that knowing and understanding foreign cultures is 
essential to effective English communication.  

When it came to choosing an instructor for an English course, 
about two-thirds of the participants would rather study with a native 
English instructor than with a Thai instructor (26%) or with both of them 
(8%).  

As for materials and activities they would like their instructor to 
include in an English for tourism course, the participants preferred 
interviewing foreign tourists (53%), followed by using realia (42%), using 
a textbook written by a native speaker (26%), engaging in role plays 
(24%), using a textbook written by a Thai author (19%), and playing 
games (17%).  

Semi-structured Interviews 

Out of the 16 interviewees, seven were male and nine were 
female. The average age of the interviewees was 35 ranging from 25 to 
55 years, whereas the average amount of experience was 8 years, with a 
wide range of 3 to 25 years. A number of prevailing elements that were 
categorized into different themes and subthemes are presented for both 
interview questions. 

Most difficult skill 

When asked what skill posed the greatest difficulty to them, the 
interviewees gave priority to a number of factors that fell under two 
major themes: listening and speaking. The two themes and their 
subthemes are detailed in Table 7 below. 
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Table 7 

Themes and subthemes emerging from the first interview question 
extracts 

Theme Subtheme Sample extract 

 
1. Listening 

1.1 Accentedness I2: The problem is the tourists who seek help from 
our organization come from many different 
countries. That means they also have different 
accents, such as Japanese English, British English, 
or American English. Like two years ago when I 
was sent to the tourist service center, I got to 
speak with a lot of tourists. I remember having the 
hardest time listening to Indian English accents. 
I3: To me, listening to foreign English accents is 
the biggest problem. Thai people are more 
familiar with American accents, so when we listen 
to other accents like British, Filipino, Japanese, or 
French, we often have difficulty communicating 
with those who speak heavy foreign accents.  

1.2 Speech pace I13: I usually have problems listening to guests 
who speak faster than usual, which makes it 
difficult to understand what they say even though 
I ask them to repeat. 
I12: I think one of the biggest problems I have 
experienced is when I listen to foreigners who 
speak fast. I find it difficult to make sense of what 
they say. I mean both native speakers and 
especially those who come from Europe.  

 
2. Speaking 

2.1 Vocabulary I1: The fact that I have a limited set of vocabulary 
is my major problem. Many times, I think in Thai 
first and then translate my ideas into English. The 
problem is I don’t know the English counterparts, 
so I can’t speak fluent English. 
I14: I think speaking is my biggest problem. I have 
learned a lot about technical terms that I use in 
the tourism industry, but when it comes to 
everyday-life conversations, sometimes I don’t 
know what to call basic objects in English. For 
example, once I took a group of tourists for 
sightseeing and they were talking about parts of 
the car. I remember staying quiet the whole time 
as I was unable to engage in the conversation 
because of my limited auto vocabulary related to 
automobiles. 
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Theme Subtheme Sample extract 

2.2 Grammar I6: I think grammar is my problem. I’ve never 
learned how to use grammar and tenses in a 
formal setting. I learned it through my own 
experience. When I want to convey complex ideas, 
I usually end up talking about something else 
because I don’t know how to put those ideas into 
meaningful sentences. 
I10: I think grammar is one of the biggest 
problems. I often find myself using words or 
phrases, rather than complete sentences. I know 
basic vocabulary, but I don’t know how to use 
proper structures. If you work at the front office 
here, grammar matters a lot as this is a five-star 
hotel and being able to use grammatically correct 
language is what we prioritize.   

2.3 Confidence I1: Confidence is one of my biggest problems. 
Often times I’m not confident enough to initiate a 
conversation with foreign visitors. I feel 
embarrassed whenever I make errors.   
I10: Confidence is very important and this is also 
what I lack. I have trained a lot of interns and I 
think most of them really need to improve their 
confidence. You just can’t hesitate a lot when 
communicating with foreign guests as it really 
affects our hotel image.  

 

It is worth noting that some interviewees pointed out several 
problems that resulted in communication failure. The most common 
problem as pointed out by 12 out of the 16 interviewees was related to 
listening. In particular, accentedness and speech pace were the most 
common barriers to successful communication, as revealed by ten and 
five interviewees, respectively. Six interviewees also mentioned that the 
speaking skill posed difficulty to them; for example, four of them had 
limited vocabulary and lacked grammar knowledge, while two of them 
were not confident when communicating with foreigners. 

Most essential content 

What the interviewees said they would like to include the most in 
an English for tourism curriculum may be grouped into three major 
themes: content, communication skills, and language form and function. 
The three themes and their subthemes are detailed in Table 8 below. 
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Table  8 

Themes and subthemes emerging from the second interview question 
extracts 

Theme Subtheme Sample extract 

1. Content 1.1 Technical 
terms 

I8: You can’t be an English tour guide in Ayutthaya 
if you don’t have enough vocabulary about 
temples, pagodas, traditional Thai architecture 
elements, and stuff like that. So, trainees should 
be able to talk about those things in English.  
I15: No matter where you work in Ayutthaya, you 
will end up taking tourists to see historical sites. 
This means you should learn vocabulary that’s 
essential for describing those places. 

1.2 Ayutthaya’s 
history 

 I1: Trainees should learn a lot about the history 
of Ayutthaya. This is because no matter where 
they go, it’s likely that tourists will ask them to 
describe, for example, why a particular temple is 
important and what it is famous for. 
I9: For those who want to be tour guides in 
Ayutthaya, they should be able to describe the 
city’s history. For example, interns who work at 
this museum are required to learn about the 
importance of each artifact and relate it to the 
history of Ayutthaya. 

2. 
Communication 
skills 

2.1 Listening I11: What I want to focus on in the curriculum is 
the listening skill. Those who want to be tour 
guides should practice listening to as many 
different English accents as possible. It doesn’t 
matter if they don’t speak good English, but they 
do need to understand what tourists want to 
convey.  
I16: Listening is the most important thing I’d like 
to include in the curriculum. Often times students 
are exposed to formal English in a classroom 
where the instructor, either a native or non-
native, speaks more slowly and clearly than usual. 
However, in a real setting, they’re approached by 
tourists who have many foreign accents, so they 
should be exposed to various accents. 

2.2 Speaking I4: I think the curriculum should focus on the 
speaking skill. The trainees should have a chance 
to speak English both inside and outside the 
classroom. This is because communicating in a 
real setting is more difficult than in a classroom 
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Theme Subtheme Sample extract 

setting.   
I13: Those who want to be tour guides should 
practice speaking as much as they can. As a 
bellboy, I train a lot of interns each year and many 
of them don’t speak English fluently. When guests 
don’t understand what the interns are trying to 
convey, they sometimes get frustrated. 

2.3 Cross-
cultural 
competence 

I7: The curriculum should include information 
about cultures and traditions of tourists who 
usually travel to Ayutthaya. As a tour guide, you 
should know what you should or shouldn’t talk 
about with foreign tourists.  
I14: Culture is what I want to focus on in the 
curriculum. Once I was approached by an Indian 
tourist who was really demanding. I remember 
having a hard time pleasing him, and later on I 
found out that this is more or less a stereotype of 
Indian tourists, so tour guides should be aware of 
this in order to communicate effectively.  

3. Language 
form and 
function 

3.1 Form  I2: One of the things I’d like to include in the 
curriculum is basic grammar, such as how to use a 
variety of prepositions and sentence connectors. 
This enables learners to keep a conversation 
going.  
I8: Some grammar points should be emphasized 
in the curriculum, such as modal verbs and 
sentence structure. Having a wide range of 
vocabulary but limited grammatical knowledge 
may lead to communication failure. 

3.2 Function I3: If you work at the tourist service center here, 
you don’t have to be able to use any fancy 
language. What you should be able to do is as 
simple as giving tourists directions or telling them 
what to do. And this is what you should include in 
the curriculum.  
I10: If you ask me to design a curriculum for tour 
guides, I’d recommend teaching them how to give 
suggestions to, entertain, and even negotiate 
with tourists. I think not only should they learn 
essential vocabulary, but they should also learn 
grammar or sentence structure to achieve those 
tasks. 
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As is the case for the first interview question, some interviewees 
mentioned several important things they would like to include in the 
curriculum. Content was what most interviewees prioritized (11 out of 
16); eight of them gave priority to technical terms related to temples, 
ruins, and the like, while five of them thought knowledge of the history of 
Ayutthaya was a must for tour guides in Ayutthaya. Communication skills 
were also regarded as the most important parts to be included in the 
curriculum. Out of the nine interviewees who prioritized communication 
skills, five of them focused on the speaking skill, two on the listening skill, 
and the other two on cross-cultural competence. Finally, seven of the 
interviewees also recommended that language form and function be 
included in the curriculum. Language function such as giving directions 
and suggestions was suggested by four interviewees, while language 
form such as grammar and sentence structure was recommended by 
three interviewees.  

Discussion 

 In this part, the tourism personnel’s necessities (5.1), lacks (5.2), 
and wants (5.3), which correspond to the tasks they frequently 
performed, the areas of skills where they needed to improve, and the 
expectations they had for courses they would like to take, respectively, 
are discussed. Classroom implications that focus on the development of 
English for Tourism curricula are also elaborated on in (5.4). 

Necessities 

 The quantitative data revealed that the tasks the tourism 
personnel in Ayutthaya performed most frequently were giving 
directions, everyday life conversations and greetings, giving suggestions, 
providing information, talking about numbers such as telling prices and 
distances, offering help, and asking for help. The qualitative data also 
pointed out the interviewees’ needs to perform tasks such as giving 
directions and suggestions. This is in line with many previous studies that 
revealed a great need for tourism staff to perform tasks such as greeting 
and everyday life conversations (Kalasin & Charumanee, 2015; 
Kijpoonphol & Linh, 2021; Piriyasilp, 2014; Rungsavang & Clarke, 2016; 
Siwayingsuwan & Tawilapakul, 2016), giving directions (Nomnian, 2014; 
Praesrisakul, Chaibunruang, & Purisarn, 2019; Rungsavang & Clarke, 
2016), providing information (Kalasin & Charumanee, 2015; Piriyasilp, 



 

Namtapi (2022), pp. 409-439 

 LEARN Journal: Vol. 15, No. 1 (2022)                                                                              Page 430 

2014; Prachanant, 2012), and offering help (Prachanant, 2012; 
Rungsavang & Clarke, 2016). 

It is interesting to note that the most common tasks the 
participants performed are all considered two-way communication tasks. 
In particular, they involve the speaking and listening skills, which are at 
the core of the hospitality and tourism industry. A task-based teaching 
approach that promotes the communicative use of language and requires 
students to perform tasks that resemble real-life situations should be 
adopted in English for Tourism classes, with the emphasis being on 
listening and speaking skills, rather than reading and writing skills. 

Lacks 

 Problems related to speaking and listening skills encountered by 
the participants are discussed in the following paragraphs.   

First, understanding foreign English accents was found to pose 
the greatest obstacle to the participants, which was evident from the 
quantitative data. The qualitative data also revealed that 10 out of 16 
interviewees had difficulty making sense of different local varieties of 
English. The results are in accordance with a large amount of previous 
research that has witnessed tourism personnel in Thailand having 
considerable difficulty understanding accented English (Chamnankit & 
Yuangsri, 2016; Kijpoonphol & Linh, 2021; Prachanant, 2012; Rungsavang 
& Clarke, 2016; Siwayingsuwan & Tawilapakul, 2016). The fact that many 
participants had problems comprehending accented English may be the 
result of their low exposure to so-called non-standard English accents. 
This can be accounted for by the teaching methods and textbooks 
adopted in Thailand that favor the English as a Foreign Language (EFL) 
paradigm, regarding speakers who use English as their first language as 
the ones who own the English language (Boriboon, 2011; Rajani Na 
Ayutthaya, 2016). Audio materials included in textbooks used by high-
school students in Thailand also largely represent British English or 
American English accents (Juntanee, Kewara, & Prabjandee, 2020). 

Second, speech pace was found to be a great obstavble to 
successful communication among the participants, which was confirmed 
by the quantitative data. The qualitative data also revealed that five out 
of 16 interviewees often failed to be able to keep up with foreign 
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tourists’ speech pace. The results correspond to those of previous 
research that has witnessed tourism personnel in Thailand having great 
problems understanding fast speech pace (Prachanant, 2012; Wongthorn 
& Sriwanthana, 2007).  The participants’ difficulty in keeping up with 
foreign tourists’ utterances can be accounted for in terms of their low 
proficiency. According to Renandya and Farrell (2010), EFL speakers at 
the beginning level usually perceive a text spoken at a normal or slow 
speed as being very fast or too fast, and for lower-proficiency speakers, a 
level of speech pace above which comprehension becomes impossible is 
basically lower than that of higher-proficiency speakers. 

Third, having inadequate vocabulary or using inappropriate words 
was also an obstacle to the participants’ ability to conduct effective 
communication. Although it is not clear from the quantitative data 
whether the participants experienced this speaking problem to a large 
extent, the qualitative data revealed that it was problematic to the 
interviewees. The findings are in line with previous studies that explored 
how tourism personnel in Thailand used English at work and found that 
having limited vocabulary (Chomchuen & Rattanasak, 2018; Prachanant, 
2012) resulted in communication breakdown. In fact, some interviewees 
pointed out that although they possessed a wide range of technical 
vocabulary, they had problems engaging in everyday life conversations. 
This might result from the fact that they have had very few chances to 
use English outside the classroom. 

Fourth, lacking knowledge of grammatical structure was found to 
be another serious problem among the participants. Having integrated 
both the quantitative and qualitative findings, it was observed that a lack 
of grammatical structure knowledge adversely affected the participants’ 
communication with foreign tourists. The findings correspond to those of 
previous studies that investigated the use of English by tourism 
personnel in Thailand and found that having limited knowledge of 
grammar (Chomchuen & Rattanasak, 2018; Siwayingsuwan & 
Tawilapakul, 2016) hindered them from achieving successful 
communication. This might result from the fact that there has been less 
emphasis on grammar teaching in Thailand as the trend has shifted for 
some time now to communicative language teaching (Saengboon, 2017). 
Moreover, Thai students often study pedagogical grammar just to pass 
written exams, which may not be applicable to conversational use.  
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Wants 

 The participants’ expectations towards English for Tourism 
courses with respect to skills, cross-cultural understanding, instructors, 
grammar, and content are elaborated on in the following paragraphs.  

The combination of the quantitative and qualitative data revealed 
that the tourism personnel had a great need to improve their 
communication skills. Listening and speaking skills should be the primary 
focus of an English for Tourism course. The findings are in line with 
previous research conducted with tourism staff who showed a greater 
need for the listening and speaking skills than the reading and writing 
skills (Charoensuk, Chuai-in, & Wate cho, 2018; Kalasin & Charumanee, 
2015; Nuemaihom, 2017; Prachanant, 2012; Prasitpornkun, 2016).  

Cross-cultural understanding was also thought to be an essential 
part of the course as suggested by the participants. Indeed, to engage in 
conversations effectively with people from other cultures, tourism 
personnel need to be sensitive to intercultural differences. This has been 
witnessed in empirical studies conducted within the Thai context 
(Inkaew, 2016; Jhaiyanuntana & Nomnian, 2020; Viwatronnakit, 
Inthachak, Trakarnsiriwanit, & Nanta, 2019). 

 The participants also expressed a preference for native English 
instructors. As for course activities, they would like to interview foreign 
tourists. Furthermore, they wanted the instructor to use realia in the 
classroom. Taking all these facts together, it can be concluded that the 
tourism personnel gave priority to courses that encourage the use of the 
target language and authentic materials, which are the cornerstone of 
ESP courses (Basturkmen, 2010; Long, 2005). 

 Grammar teaching was also considered as an important part of 
the curriculum as it helped the participants communicate more 
effectively and also that being able to use precise grammar had an 
impact on their image and credibility. Indeed, grammar deserves a place 
in an English for Tourism course, but it should be discourse-oriented and 
contextualized, following the notion of Focus on Form, a teaching 
approach that enables learners to see how the forms, functions, and 
meanings of a grammar point are interconnected through 
communicative tasks (Long & Robinson, 1998).  
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 The history of Ayutthaya and related technical terms is a must in 
an ESP curriculum for tourism personnel working in the former capital 
city of Thailand as pointed out by the participants. This is not surprising 
as the city is famous for its heritage tourism that mainly focuses on its 
historical sites such as temples, pagodas, royal palaces and other artistic 
features. Regardless of their workplace or job position, it is suggested 
that the tourism personnel be equipped with proper knowledge of 
Ayutthaya’s history and a wide range of vocabulary specifically related to 
Buddhist architecture. 

Classroom Implications  

The current study has important pedagogical implications for 
English for Tourism curricula and material development. That is, the 
findings can serve as building blocks for a tailor-made training course for 
tourism personnel who are working or will work in Ayutthaya. As for the 
‘what’ of teaching, the focus should indeed be on developing their 
listening and speaking skills including their cross-cultural understanding. 
Other than general language functions like giving directions and offering 
help, along with corresponding grammar points, content should be 
related to the history of Ayutthaya and the jargons of traditional Thai 
architecture. In terms of the ‘how’ of teaching, the Task-based Language 
Teaching (TBLT) method should be adopted as it not only promotes the 
use of the target language in the classroom, but it also engages the 
learners in real-world tasks. While the TBLT focuses on meaning in 
principle, it does not dismiss the role of grammar teaching. Form can 
sometimes be focused on, but it should be contextualized in 
communicative tasks, enabling the learners to use grammar in a 
meaningful and practical way. Last but not least, the concept of World 
Englishes should be incorporated into the course given that the tourism 
personnel have to inevitably communicate with visitors who mostly come 
from the Expanding Circle countries, rather than the Inner Circle or the 
Outer Circle countries, like China, Japan, and South Korea.  

Conclusion 

 The current study explored the necessities, lacks, and wants of 
the tourism personnel who used English at work in Ayutthaya, Thailand’s 
most famous historical city. The integration and interpretation of the 
findings revealed that the tasks and functions they frequently performed 
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were mostly related to communicative skills, such as greeting, giving 
directions, providing information, and offering and asking for help. Their 
problems were also chiefly concerned with the listening and speaking 
skills, such as being unable to understand foreign English accents, failing 
to keep up with the tourists’ fast pace of speech, having a limited range 
of vocabulary to engage in a conversation, and lacking grammar 
knowledge to maintain a conversation. The participants also expressed 
their desire to improve their communicative skills, including their cross-
cultural competence, as well as be heavily exposed to the target 
language, both inside and outside the classroom, and be equipped with 
ample knowledge of Ayutthaya’s history and technical vocabulary about 
the architecture of Buddhism. 

  This study has several limitations that are worth mentioning. First 
and foremost, the sampling method of the selected tourism 
organizations might not represent all jobs in the tourism industry. 
Second, the number of participants may not be satisfactorily large 
enough for the data to be generalized. Third, even though the semi-
structured interviews allowed the researcher to provide a more in-depth 
analysis of how English was used by the tourism personnel in Ayutthaya, 
some of them may have been deceitful with their responses since telling 
the truth might have affected their image. 

 There is still room for further research in English for Tourism in 
the context of Thailand. Future studies may, for instance, be conducted 
to explore how English is used at other well-known historical cities such 
as Sukhothai, Buriram, and Nakhon Si Thammarat. Moreover, the use of 
methodological triangulation that features such unbiased data collection 
methods as naturalistic observation could allow researchers to witness 
how their participants actually interact with foreign tourists. The use of 
online placement tests that can truly assess the participants’ proficiency 
should be adopted in future research.   

Acknowledgment 

This research was financially supported by the University of 
Washington’s Graduate Student Conference Travel Award and the 
Thomas and Mary Gething Fellowship. The researcher would like to thank 
the audience at the Hawaii International Conference on English Language 
and Literature Studies (HICELLS 2020) held at the University of Hawaii at 



 

Namtapi (2022), pp. 409-439 

 LEARN Journal: Vol. 15, No. 1 (2022)                                                                              Page 435 

Hilo from March 13th – 14th, 2020, for their inspiring discussions and 
fruitful comments. 

About the Author 

Itsara Namtapi: An English language lecturer at the Language Center, 
Valaya Alongkorn Rajabhat University under the Royal Patronage. He 
received his master’s in English linguistics from Chulalongkorn University 
in 2016. His research interests center around generative approaches to 
second language acquisition, discourse analysis, and English for Specific 
Purposes (ESP). 

References 
 

Bangkok Post. (2018, March 25). Famous Ayutthaya temple extends 
hours for tourist influx. 
https://www.bangkokpost.com/thailand/general/1434875/famou
s-ayutthaya-temple-extends-hours-for-
touristinflux?utm_source=bangkopost.com&utm_medium=article
_learning&utm_campaign=most_recent_box 

Basturkmen, H. (2010). Developing courses in English for specific 
purposes. London: Palgrave Macmillan.  

Berwick, R. (1989). Needs assessment in language programming: From 
theory to practice. In R. K. Johnson (Ed.), The second language 
curriculum (pp. 48-62). Cambridge University Press. 

Boriboon, P. (2011). Language, ideology and domination: Problems of 
English language teaching in Thailand and solutions. JSHRA, 17(6), 
25-59. 

Braun, V. & Clarke, V. (2006). Using thematic analysis in psychology. 
Qualitative Research in Psychology, 3(2), 77–101. 

Brindley, G. (1989). The role of needs analysis in adult ESL programme 
design. In R. Johnson (Ed.), The second language curriculum (p. 
43-78). Cambridge University Press. 

Chambers, F. (1980). A re-evaluation of needs analysis. ESP Journal, 1(1), 
25-33. 

Chamnankit, P. & Yuangsri, N. (2016). The needs of English language skills 
among receptionists at boutique hotels in Bangkok. Proceedings 
of the 5th LITU International Graduate Conference, 427-437. 

https://www.bangkokpost.com/thailand/general/1434875/famous-ayutthaya-temple-extends-hours-for-touristinflux?utm_source=bangkopost.com&utm_medium=article_learning&utm_campaign=most_recent_box
https://www.bangkokpost.com/thailand/general/1434875/famous-ayutthaya-temple-extends-hours-for-touristinflux?utm_source=bangkopost.com&utm_medium=article_learning&utm_campaign=most_recent_box
https://www.bangkokpost.com/thailand/general/1434875/famous-ayutthaya-temple-extends-hours-for-touristinflux?utm_source=bangkopost.com&utm_medium=article_learning&utm_campaign=most_recent_box
https://www.bangkokpost.com/thailand/general/1434875/famous-ayutthaya-temple-extends-hours-for-touristinflux?utm_source=bangkopost.com&utm_medium=article_learning&utm_campaign=most_recent_box


 

Namtapi (2022), pp. 409-439 

 LEARN Journal: Vol. 15, No. 1 (2022)                                                                              Page 436 

Charoensuk, S., Chuai-in, P., & and Wate cho, T. (2018). Problems and 
needs of English usage for tour agents in Trang province. Journal 
of Humanities and Social Sciences, Thonburi University, 12(2), 256-
269. 

Chomchuen, F. & Rattanasak, S. (2018). An analysis of English 
communication: A case study of Thai public transport operators’ 
communication with foreign tourists. Proceedings of the Asian 
Conference on Language Learning, 97-110. 

Dudley-Evans, T., & St John, M. (1998). Developments in ESP: A multi-
disciplinary approach. Cambridge University Press. 

Ghosh, I. (2020, February 15). The 100 most-spoken languages in the 
world. https://www.visualcapitalist.com/100-most-spoken-
languages/   

Hutchinson, T., & Waters, A. (1987). English for specific purposes: A 
learning-centered approach. Cambridge University Press. 

Inkaew, M. (2016). An analysis of intercultural communicative 
competence: Hotel front office personnel in Bangkok. PASAA, 51 
(January - June), 185-214.  

 
Johns, A. M., & Price, D. (2014). English for specific purposes: 

International in scope, specific in purpose. In M. Celce-Murcia, D. 
M. Brinton, & M. A. Snow (Eds.), Teaching English as a second or 
foreign language (pp. 471-487). National Geographic Learning. 

Johns, A. M., & Salmani Nodoushan, M. A. (2015). English for Specific 
Purposes: The state of the art (An online interview with Ann M. 
Johns). International Journal of Language Studies, 9(2), 113-120. 

Jordan, R. R. (1997). English for academic purposes: A guide and resource 
book for teachers. Cambridge University Press. 

Jhaiyanuntana, A. & Nomnian, S. (2020). Intercultural communication 
challenges and strategies for the Thai undergraduate hotel 
interns. PASAA, 59 (January - June), 204-235.  

Juntanee, J., Kewara, P. & Prabjandee, D. (2020). Global Englishes 
orientation in English textbooks in Thailand. Journal of Education, 
Burapha University, 31(2), 151-161.  

Kachru, B. (1985). Standards, codification and sociolinguistic realism: 
English language in the outer circle. In R. Quirk & H. Widowson 
(Eds.), English in the world: Teaching and learning the language 
and literatures (p. 11-36). Cambridge University Press. 



 

Namtapi (2022), pp. 409-439 

 LEARN Journal: Vol. 15, No. 1 (2022)                                                                              Page 437 

Kalasin, S. & Charumanee, N. (2015). English needs of Thai hotel front 
desk staff in tourist attractions of southern Thailand in the move 
towards ASEAN Economic Community in 2015. Journal of Liberal 
Arts, Prince of Songkhla University, Hat Yai Campus, 7(2), 1-22. 

Kennedy, C. & Bolitho, R. (1984). English for specific purpose. Macmillan. 
Kijpoonphol, W. & Linh, N. D. (2021). Needs of front office staff’s English 

communication skills. Journal of Thai Hospitality & Tourism 
Management, 16(1), 92-105.  

Long, M. (2005). Overview: A rationale for needs analysis and needs 
analysis research. In M. Long (Ed.), Second language need analysis 
(p. 1-76). Cambridge University Press. 

Long, M., & Robinson, P. (1998). Focus on form: Theory, research, and 
practice. In C. Doughty & J. Williams (Eds.), Focus on form in 
classroom second language acquisition (pp. 15-63). Cambridge 
University Press. 

McHenry, T. (2021). The politics of Englishes for tourism: a World 
Englishes Perspective. In M. J. Ennis & G. M. Petrie (Eds), Teaching 
English for tourism: Bridging research and praxis. Routledge.   

Ministry of Tourism and Sports. (2020). Tourism statistics 2020. 
https://www.mots.go.th/more_news_new.php?cid=411 

Munby, J. (1978). Communicative syllabus design. Cambridge University 
Press. 

Neeley, T. (2012, May). Global business speaks English: Why you need a 
language strategy now. Harvard Business Review, 90(5), 116-124. 

Nuemaihom, A. (2017). Need analysis of English for specific purposes 
(ESP) for 7-Eleven employees: A case study in Buriram province. 
Research and Development Journal Suan Sunandha Rajabhat 
University, 9(1), 96-104.  

Nomnian, S. (2014). Thai entrepreneurs’ needs of English language 
learning materials for the raft service business in Kanchanaburi 
province. Humanities Journal, 21(2), 243- 275. 

Piriyasilp, Y. (2014). English language needs of tourism industries in Khon 
Kaen province. Journal of Thai Hospitality & Tourism 
Management, 9(2), 16-30.   

Phongpichitphoom, P. (2017). English communication problems affecting 
Thai employees’ performances in international online travel 
agencies. [Master degree’s independent study, Thammasat 
University]. 

https://www.mots.go.th/more_news_new.php?cid=411


 

Namtapi (2022), pp. 409-439 

 LEARN Journal: Vol. 15, No. 1 (2022)                                                                              Page 438 

Prachanant, N. (2012). Needs analysis on English language use in tourism 
industry. Procedia – Social and Behavioral Sciences 66, 117-125. 

Praesrisakul, S., Chaibunruang, S., & Purisarn, K. (2019). Problems in the 
use of English if tourist police in Khon Kaen province. College of 
Asia Scholars Journal, 9(2), 89-93. 

Prasitpornkun, N. (2016). Needs analysis for English skills of train 
conductors and guards working at the State Railway of Thailand 
(SRT). [Master’s thesis, Thammasat University]. 

Rajani Na Ayutthaya, J. (2016). The incorporation of world Englishes into 
EFL classroom practice: Effects on anxiety in English language 
learning of Thai tertiary students. [Doctoral dissertation, 
Thammasat University].  

Renandya, W. A. & Farrell, T. S. C. (2010). 'Teacher, the tape is too fast!' 
Extensive listening in ELT. ELT Journal, 65, 52- 59. 

Rungsavang, C. & Clarke, B. (2016). Problems and needs in listening and 
speaking for police at ASEAN operation center of Bangkok 
metropolitan police bureau. Proceedings of the 5th LITU 
International Graduate Conference, 106-118.  

Saengboon, S. (2017). English grammar and Thai university students: An 
insurmountable linguistic battle? English Language Teaching 
10(11), 22-36. 

Salmani Nodoushan, M. A. (2020). English for specific purposes: 
Traditions, trends, directions. Studies in English Language and 
Education, 7(1), 247-268. 

Siwayingsuwan, P. & Tawilapakul, U. (2016). Needs and problems in 
English listening and speaking of tourist police officers at 
Suvarnabhumi airport. Proceedings of the 5th LITU International 
Graduate Conference, 571-583. 

Strutt, P., O’Keeffe, M., & Dubicka, I. (2017). English for international 
tourism (Intermediate) (fourth edition). Pearson Education 
Limited.  

Surawattananon, N. (2019) การท่องเทีย่วกบับทบาทขบัเคลื่อนเศรษฐกจิไทย ฮโีร่จ าเป็นหรอื ฮี
โร่ตวัจรงิ? [Tourism and its role in driving Thailand’s economy: A 

temporary or real hero?] 
https://www.bot.or.th/Thai/ResearchAndPublications/articles/Pa
ges/Article_29Oct2019.aspx 

 

https://www.bot.or.th/Thai/ResearchAndPublications/articles/Pages/Article_29Oct2019.aspx
https://www.bot.or.th/Thai/ResearchAndPublications/articles/Pages/Article_29Oct2019.aspx


 

Namtapi (2022), pp. 409-439 

 LEARN Journal: Vol. 15, No. 1 (2022)                                                                              Page 439 

The Economist, (2018, June 2). A historical soap reveals a lot about 
modern Thai politics. 
https://www.economist.com/asia/2018/06/02/a-historical-soap-
reveals-a-lot-about-modern-thai-politics 

Viwatronnakit, H., & Inthachak, M., & Trakarnsiriwanit, K., & Nanta, S. 
(2019). An analysis of cross culture communication in volunteer 
tourism in Chiang Mai, Thailand. Asian Administration and 
Management Review, 2(2), 87-94.   

Vuković-Voćjnovi, D. & Nićin, M. (2012). English as a global language in 
the tourism industry: a case study. In G. Raţă and I. Petroman, & 
C. Petroman (Eds.), The English for Tourism (p. 3-18). Cambridge 
Scholars Publishing.  

Walker, R. & Harding, K. (2009). Oxford English for careers: Tourism 3 
(student's book). China: Oxford University Press.  

Wongthorn, Y. & Sriwanthana, S. (2007). Learning English outside the 
classroom: Case study of tuk-tuk drivers in Phranakhon Si 
Ayutthaya. International Education Journal, 8(2), 433-448. 

 

https://www.economist.com/asia/2018/06/02/a-historical-soap-reveals-a-lot-about-modern-thai-politics
https://www.economist.com/asia/2018/06/02/a-historical-soap-reveals-a-lot-about-modern-thai-politics

