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Anongnart Fahmongkolchai. (201Needs and Problemsin English Listening and
Soeaking Skills of CIMB Thai Bank Tellers. Master’s Project, M.A. (Business
English for International Communication). Bangk@taduate School,

Srinakharinwirot University. Project Advisor: Msofdin Chantakloi.

This study attempted to explore the CIMB Thai Bégllers’ needs and problems
in English listening and speaking skills when commating with foreign customers.
The instrument used for collecting data in thiglgtwas a questionnaire. The
participants of this study were 118 CIMB Thai Baakers working at 48 branches of
CIMB Thai Bank in three Bangkok Metropolitan ared$ie questionnaire distribution
and data collection were conducted in April 20The data were analyzed by using
percentage, mean scores, and standard deviations.

The results of the study revealed that overall seedEnglish listening and
speaking skills of the tellers were at a high level sequence of means, it was found that
the need in using English at work was highest ovigling foreign currency exchange
services, while English is used least to providgnmabill services. The major factor
causing communication problems to tellers in Emglistening skills was being
unfamiliar with different accents of foreign custers. In terms of speaking skills, the
tellers encountered difficulties the most in sefegappropriate vocabulary according to

situations.
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CHAPTER 1

INTRODUCTION

Background of the Study

English is a truly global language crossing martgmational boundaries. Itis
spoken in more than a hundred countries and cantaore than a million words.
According to Melchers and Shaw (2003), Englishosken by more than 300 million
native speakers and between 400 and 800 milliornabine speakers while English is
the official language in many countries. Moreovenas become a requirement in a
number of fields, occupations and professions (Mamian, 2006).

In Thailand, English plays an important role innpdusinesses. For example,
Wannapok (2004) explored the importance and thiei@ééts towards the English for
business and technology in Thai context and fohatiTthai business organizations need
to acquire staff that have high competencies inliEingo create good images of their
businesses and also to attract international invest.

The role of English language skills for servicdustriess also significant.

English language skills are necessary or desifablpeople who work in the service
business and must frequently deal with foreignach s travel agencies, waiters, airline
cabin crew, tourist guides, and tellers. Sincesth# have to regularly deal with foreign
customers, their degrees of English language dsliecially in listening and speaking
are considerably needed. Sufficient English commpat could help the staff are able to

communicate with their foreign customers effectvahd successfully (Hall, 1976).



Statement of the Problem

Thailand has developed very rapidly in recent yespecially in the tourism
sector. The number of foreign visitors to Thailamdecember 2007 was 1,521,816
(Tourism Authority of Thailand, 2008). In termsfofancial institutions, many banks in
Thailand such as Bangkok Bank, Thai Farmers Baiskn £ommercial Bank, including
CIMB Thai Bank have opened branches and currenclyamnge booths in tourist hotspots
in order to increase their reach to foreign cust@me

CIMB Thai Bank Public Company Limited, previouslgdwn as Bank Thai
Public Company Limited (Bank Thai), was establisheii998 with the Financial
Institutions Development Fund (FIDF) as the majaargholder. On 5 November 2008,
CIMB Bank Berhad in Malaysia became the largestedi@der in Bank Thai, and on 4

May 2009, the Bank completed the registration ®hegw name:sinensdladad lno $1na
@waw)” in Thai, and “CIMB Thai Bank Public Company Lired” in English. The

management team of CIMB Thai Bank focuses on piogitiigh-quality products and
services for all customers from every country wboduct business with the bank. The
bank commits to satisfy all customers by providiaduable services, creating value for
customers, delivering the highest business stasdarxpanding the business base, and
building brand awareness. In addition, the manageream of the bank is expected to
deliver insightful, relevant financial advices asalutions to retain and attract customers
by concerning the efficiencies and customer vati&@ Thai Bank, 2009).

According to Ms. Chatwadee Khongpetch, Unit HeaBarfking Services at
CIMB Thai for over 20 years, the number of foregrstomers who visited CIMB Thai
branches has increased consistently during hervionking with the bank. In 2009, the

bank averaged 1,200 foreign customers a month hwhas the highest number of



foreign tourists when comparing with previous yea#ss a result, CIMB Thai bank
tellers have had to deal and communicate on agrsaale in English with their foreign
customers. The banking services unit head alsaqubut that tellers are vital people in
the bank’s business because they are the firspgrbataff who can create both good and
bad impressions to customers (Khongpetch, persmmamunication, June 17, 2010).

In addition, a branch manager of a CIMB Thai Barknigch explained that in
order to retain existing customers and attract cestomers to the CIMB Thai Bank, not
only feature pleasant decoration and modern equipmside the branches to attract and
serve the customers, but also the ability of thektstaff to communicate with customers
is paramount. Effective communication skills of thank staff can persuade customers to
buy products or services from the bank and to uptie bank’s image. To serve and
respond to the foreign customers’ requests cogrdddtening and speaking skills in
English are basic requirements of Thai bank sesfbecially for tellers who regularly deal
with foreign customers. However, the branch manatg® pointed out that most of the
tellers confront different problems when communitgawith foreign customers such as
inaccuracy in pronunciation, accent, intonation grammar. “To be good and efficient
tellers, they are required to use English flueatig properly, especially listening and
speaking skills” (Charnudsa, personal communicatione 16, 2010).

Concerning the problems mentioned above, the refseais interested in
conducting a study to identify English languagedsegnd problems in listening and

speaking skills of the CIMB Thai Bank tellers.



Objectives of the Study
The main objectives of this study are:
1. To explore the needs in English listening goeb&ing skills of the CIMB Thai
Bank tellers.
2. To investigate the problems in English listgnamd speaking of the CIMB Thai

Bank tellers when communicating with foreign cuséosm

Research Questions
The research questions for this study are asvistio
1. To what extent do the CIMB Thai Bank telleredén English listening and
speaking skills?
2. What problems in English listening and speakioghe CIMB Thai Bank

tellers frequently encounter when communicatindhwieir foreign customers?

Significance of the Study

The results from this study will provide usefuldmrmation for CIMB Thai Bank
tellers in realizing their needs and problemssteling and speaking in English at their
work. Also, the results obtained from this studi} ne beneficial for the management
team of the bank to understand the needs and pnslétheir employees. Furthermore,
to strengthen the English listening and speakinigssif CIMB Thai Bank tellers, the
Learning and Capability Team at CIMB Thai Bank, &xelusive team responsible for
providing courses for the staff, can use the inftion gained from the study to

specifically design an appropriate English trainfogtheir staff.



Scope of the Study
This study focuses on the CIMB Thai Bank tellerséds and problems when
communicating with foreign customers. The researstrument was the questionnaire.
The data of this study was collected from 118 teligorking at 48 branches of CIMB

Thai Bank in Bangkok Metropolitan areas 1, 2, and April 2011.

Definition of Terms
Definitions of the terms used in this study arérael as follows:
Needs: the necessities for using English lisigaind speaking skills

required by CIMB Thai Bank tellers to perforneithjobs

Problems: the troubles or difficulties in usinggtsh listening and speaking
skills encountered by CIMB Thai Bank tellers whe

communicating with foreign customers

Tellers: the CIMB Thai Bankemployees who are responsible for serving
the bank’s customers in providing many kinds o/ges at the
counters of CIMB Thai Bank branches, the most comiveing
depositing — withdrawing money, exchanging forezgmrency,

and transferring money.



CHAPTER 2

REVIEW OF RELATED LITERATURE

The purpose of this chapter is to review theotes &re relevant to this study in
order to investigate the needs and problems ini&ngstening and speaking skills of
Thai bank tellers. This chapter presents an overoierelated literature and research to

understand the concept of this study.

English Language Needs Study

According to Richards and Rogers (1986), a languegds study involves
identifying general and specific language needsdaa be addressed by developing
goals, objectives and content in language progranhe study might focus on general
parameters of a language program or on specifidaie8imilarly, Nunan (1994) states
that a language needs study is concerned with giagh@formation regarding the
language learning needs of specific learners. dpsoach addresses the collection and
evaluation of information to answer the questidifhat language areas do learners in
some particular groups need to know?” (Tarone &Y @B89). It can be concluded that
an English language needs study is a valuableaoadentify where the learner is and
where the learner should be. It is helpful in pioigp out in what ways learners need to

improve their English language skills.

Reasons for Conducting Language Needs Study
Richards (1990) points out three crucial reasonsdaducting language needs

study. First, language needs study helps obthinoad range of information required in



the process of designing and developing languageses. Second, it can be employed to
indentify general or particular language needsetemmphasized in the objectives and
content of courses. Teachers are able to equigstsiavith specific language needed to
succeed in their courses and future careers (J@&B84). Third, information gained from
language needs study serves as a fundamentalftiamesiewing and evaluating a course
(Ellis & Johnson, 1996). Once learners’ languageds have been identified, it is easier
for course developers to establish objectives,s#esyllabuses, select content, and choose
appropriate teaching methods and learning acts/ttiat are relevant to the learners’

specific purposes (Stevens, 1980).

Instruments and Methods Used in Language Needy Stud

To collect data for a language needs study, diffieirestruments and methods can
be used to gather information such as questiomaireerviews, and observation.
However, Hutchinson and Waters (1987), and Robiri$680) suggest that using a
guestionnaire is the most widely used method engliage needs study. Additionally, a
pilot test of a questionnaire is highly recommentielentify poorly and ambiguously
organized questions before use in the main studicksly and Mountford, 1978).

Generally, questionnaires serve two main purpaggsering information and
evaluating various aspects of a program. Questioas are useful for gathering
information about affective dimensions of teachamgl learning such as beliefs, attitudes,
motivation and preferences (Richards, 1990). Tdaybe used to gather information
concerning the opinions, points of view and commeftparticipants. Questions in
language needs studies can be developed to detewhit language learners think about

a language course, its objective, materials anthteg methodology.



Questionnaires are also effective for evaluatingous aspects of a program.
Bank tellers, for example, may be asked to judgesffectiveness and usefulness of
English courses offered by the bank. Brown (13##scribes how questionnaires can be
used to elicit background information such as ggeder, education and number of years
of English language study. For instance, the edwaltor English background of bank
tellers may influence the language difficultiesyteacounter at work. Similarly, Knowles
(1980) points out four advantages of using quesdgrs. Questionnaires can reach
many people in a short time and are relatively pemsive to use. They allow people to
respond without fear or embarrassment, and thecdatde summarized and reported
easily.

As mentioned above, several methods and instriswoam be used to gather data
in language needs studies. However, questionnares employed in this study to
identify the needs and problems in English listgrand speaking skills of Thai bank
tellers because it is considered to be the mostiwigdsed and preferred method in
language needs study. Furthermore, the data galfiem the questionnaires could be

easy to analyze.

Problems Affecting Effective Listening and Speak8iglls
A number of studies have shown that the use ofiEm@br business purposes by
non-native speakers may lead to communication probl According to Underwood
(1989), listening and speaking are active procefssesal communication that include
receiving, interpreting, evaluating and respondmg message. Effective listening
occurs when a message is decoded by a listeneruriiclear exactly how listening works
or how people learn to listen and understands & skill which develops easily in the

mother language, but requires considerable effioatfioreign language. Four major



factors causing listening and speaking communingtioblems are: sounds, stress and

intonation, organization of speech, and syntax\aubulary (Underwood, 1989).

Sounds

English possesses sounds that are unknown or urfasgame foreign listeners
that may cause listeners to fail to distinguishgbends or even fail to hear them at all.
Listeners may have difficulty with the vowels soaraf English and need practice
distinguishing between them such as in the closad [sit/seat, foot/food’. For some,
consonant clusters are worrying because sounds teeleenlost, such as the word
‘exactly’, where the /t/ sound is rarely heard ative speech. And for others, it may be
impossible even to identify consonants that doaegur in their own language
(Underwood, 1989). Concerning the use of Englisal fsounds by Thai speakers,
Jotikasthira (2006) stated that most of the fimailrgls in English do not exist in the Thai
language; therefore, Thai speakers usually fgsrtmounce them when they appear as the
final sounds in English. For instance, when Tlpaakers pronouncing the final sound /I/
in the word ‘final’, it is frequently substituted/ldn/ sound. Moreover, the unreleased /b/
sound is usually heard from Thai speakers insté#iadecsound /f/ in such words asfe’
and‘staff’. Finally, the sound /s/ ipass’is often replaced by the unreleased sound /d/,
or the sound /s/ may be omitted completely.

In short, there are several sounds in Englishdbatot exist in Thai. As a result,

they present problems for Thais when communicatiitiy foreigners.

Stress and Intonation
According to Albro (1995), the use of stressedabjds is commonly found in

English language. The purpose of stress is tdligigfhwords which carry the main
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information the speaker wishes to convey, and dingritpe stress can alter the meaning
of an utterance even where the words remain the séhe most important thing is to
recognize where the stress is. If speakers streswd incorrectly, it can be very difficult
to understand. Hence, it is important to learn laoword is stressed at the same time as
the speakers learn how to pronounce it.

In terms of intonation, Jotikasthira (2006) pointed that intonation is variation
of pitch while speaking which is not used to digtirsh words. More specifically, it is
the combination of musical tones on which speageyaounce the syllables that make up
the speech. All English speakers should realize the speakers’ voice fall and rise
when reciting words or sentences. Since Englishsscond language, it is important to
correctly understand English intonation when comizating with foreigners in English.

In terms of other languages, when compared to tigdigh language, they may not have
the same degree of intonation; this may cause @nablvhen speaking and listening to
English.

To sum up, intonation is closely related to sentesicess. Both of them are
significant for a speaker in conveying their megsaglf the speaker uses incorrect stress
and intonation, they can cause communication errdrst is, correct stress and
intonation of an utterance can help a listenenterpret the meaning of the message or

guestions clearly and correctly.

Organization of Speech

It is unfortunate for the non-native listener tepbken discourse is frequently not
well organized. Generally, speakers have not pldnineir speech carefully; change what
they are about to say as a result of their lis®meactions or responses. This process

causes speakers to hesitate, to go back to tharbegiof an idea and start again, to
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repeat themselves, to contradict themselves, tyze@ungrammatical utterances, to
change their minds in mid-sentence and go offrajeats. A really disorganized speaker
is hard to follow even in one’s mother tongue. therforeign listener, it can be a
nightmare. And even when listening to a well-oigad speaker, the listener must
concentrate carefully (Underwood, 1989).

In brief, good speech organization is essentiahfspeaker to communicate ideas
to a listener. It helps the listener follow andlarstand how the speaker’ ideas are
related. In other words, the significance of gspdech organization is paramount to

understand the points that the speaker is tryiricgptosmit.

Syntax and Vocabulary

According to Underwood (1989), syntax and vocalyusae also the main factors
of the problems in listening and speaking in Ergliéost speakers of English produce
spoken language which is syntactically much simgilan written language. English
speakers use few subordinate clauses. For examppeaker might say “The plant died.
They've been away. Nobody watered it. They'd lefhithe sun.” In written language, it
would probably be linked together to form a sengelmg using main clauses and
subordinate clauses: “The plant, which they’'d iefthe sun, died because nobody
watered it while they were away.” Also, Engligieakers often use incomplete
sentences or few subordinate clauses. Understarstilated words is not adequate for
the task of understanding language. The Englistpdage have rules regarding how
words can be combined to form sentences, and alicitymderstanding of the rules of
sentence structure and phrasing is essential tpr@mansion. Understanding syntax can
help speakers formulate complete and appropriateisees in order to communicate

effectively.
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The limited vocabulary of non-native English spaaks an issue when
communicating with native speakers of English. p@vple listening to a foreign
language, an unknown or poorly pronounced wordczause the listener to get distracted
from the rest of the message because they areifigcos the word they do not
understand (Gass & Schachter, 1989).

Without knowledge of English syntax, speakers mayehdifficulty composing
messages and listeners may have serious troublprebending them. Additionally, the
lack of vocabulary is also another problem in comitation. That means, when people
want to communicate or explain their thoughts,ifeg or any other information and
their vocabulary is too limited, it can cause comimation problems as well.

As a whole, effective listening and speaking slkilis assist the bank tellers in
dealing and building a relationship with foreigrstamers, and also improve accuracy in
providing services. To be competent in the Endistening and speaking skills, the
tellers are required to have known English vowel eonsonant sounds, stress and
intonation, organization of speech, syntax, andighovocabulary words. Moreover,
they need to overcome the barriers of Englishrisig and speaking, and learn the

components of English language skills as well.

English Listening and Speaking Skills for Bank €edl
This study focuses on the needs and problemsgfidgbrlistening and speaking
skills of Thai bank tellers. McGovern (1998) dissas four main functional categories
that tellers need when communicating with foreigatomers: (a) buying, selling and
discussing foreign currencies, (b) opening or dgsiccounts, (c) transferring money or

accounts, and (d) ordering travelers’ cheques.
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Buying, Selling and Discussing Foreign Currencies

Normally, banks provide foreign exchange tradiaygEes on most major
currencies. This includes advising customers alyimg their expenses with currency
forwards or other currency-linked products. Aceogo McGovern (1998), most
foreign customers visit banks for buying or sellfogeign currencies. In the process of
exchanging currencies, foreign customers ask se#lbout currency exchange rates and
bank charges. Some customers bargain for theeRebtinge rates, since it varies day to
day and from bank to bank. Accordingly, tellers é&v greatly use their listening and
speaking skills in English and know the relevanglaage to communicate with foreign

customers when providing foreign currency exchasegeices.

Opening or Closing Accounts

Bank tellers assist customers with opening andradosccounts. The job requires
adhering closely to rules and regulations regarthegverification of customers'
identities, the accounts and transactions that éineyermitted to access or initiate, and
the amounts of funds that may be placed at thepatial. Tellers also must adhere to
various reporting requirements. The rules andlegmuns in question are a mix of those
set by law or by banking regulators, and those lpg@cto the individual bank. McGovern
(1998) mentioned that foreign customers may vigitks for opening or closing accounts.
In the process of opening or closing accountgrtelise English skills to ask for name,
address, occupation, or monthly income of custorteec®omplete the application form.
Therefore, tellers must have a good command ofismgh perform these duties so that

they are in regulation with the bank’s policy.
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Transferring Money or Accounts

Most banks provide services for transferring mofwgyoreign customers.
Customers can transfer money nationally or intéonatly using an International
Payment Order (IPO), International Money Order (M International Bank Draft
(IBD). The choice depends on how much the custemant to send and how urgently it
must be received. Tellers need many details tgpbete the transfer such as the certain
methods they want to use to send funds, and theiained money they want to transfer
(McGovern, 1998). In this regard, English listepand speaking skills are necessary for
the tellers because they must give important desaith as bank charges, and also answer

the customers’ questions regarding money or acdoamsfer.

Ordering Travelers’ Cheques

The bank sells traveler's cheques in various onares for tourists and members of
the business community for the convenience of aw@iry to carry cash overseas. The
cheque provides convenience as well as safeth&user since the cheque owner is
compensated in case of loss or theft. Most obtieks also buy traveler's cheques in
various currencies from customers. According ta@deern (1998), purchasing
travelers’ cheques involves many processes sush@ging a passport, filling in a form,
and paying commission. Hence, English listening sgmeaking skills are required to
carry out the procedures for buying traveler’s ele=gand responding to customers’
inquiries.

In conclusion, tellers should have a good comn@righglish listening and
speaking skills to efficiently respond to theirdgn customers’ needs. Additionally,
tellers need training in relevant English skillkated to their job functions so that they

can successfully communicate with their foreignteoeers at work.
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Related Research

Several studies have been conducted to exploneebds and problems in English
listening and speaking skills of Thai staff; acaogly, research relevant to this study in
Thailand is revised and summarized as follows:

Tangniam (2006) studied the English language netd@bai Airway ground staff.
He used a questionnaire as a main tool to colletzt tom 218 respondents from three
functions: airport customer services, special sewiand baggage services because the
ground staff from these functions mainly use Ergirstheir job duties and also have to
communicate face to face with the passengers. riapity, all of them absolutely agree
that English is essential for their present jobs alhof them viewed that the English
course provided is not sufficient for them. Consadly, the results of this study revealed
that listening and speaking skills were rated ewaly needed skills for Thai Airways
ground staff. Based on the findings, English iragrcourses were recommended mainly
to emphasize on listening and speaking skills sthegground staff believe that the
English training courses can help them improve BEhgkills to communicate with
passengers more fluently.

Another research entitleth survey study of the attitude of nursing studeatts
Saint Louis College concerning the needs and problem English communicationias
carried out by Sirilukkananan (2007). The studyeeded the attitudes of nursing students
towards the needs of English skills, and the proklef English skills when dealing with
foreign patients. 84 participants in this studyeviine fourth-year nursing students at
Saint Louis College. The study showed that fourlihgskills were much needed when
dealing with foreign patients, but speaking antkéhgg skills were much more important

than the others. Besides, there were problemd tarejuage skills needed when
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communicating with foreign patients; especiallyeaking ability seemed to be the
weakest skill. The other skills were less urgeobpgms for the nursing students.

Besides, Meggiolaro (2007) carried out a reseeggharding théenglish language
needs of the Government Savings Bank staff in @hdil The purpose of the study was to
explore the English language needs of the Goverh®a&vings Bank staff and the
problems in using English that occur during theistme jobs. The results from this study
showed that the Government Savings Bank staff nabelgrneeded the English language.
Concerning all the skills, listening, reading, amating were moderately needed. Only
speaking was a little needed. The participantedaclot of problems in using English,
especially listening and reading skills while spagkwriting were considered as
moderately difficult.

The needs and problems in using English with gprers of hotel front desk staff
in Mueang district, Ubon Rachathani province, Téradl were explored by Chaiyapantoh
(2008). Her research included investigating thedsen using English at work,
identifying the problems of using English of theididront desk staff, and studying the
ability in speaking and listening to English of thetel front desk staff of 19 hotels. The
findings revealed that listening and speaking skillEnglish were rated extremely
needed skills for the hotel staff. In terms oflgewns in using English with foreigners,
the staff preferred to ask for help from someone whas good at English.

Khamkaew (2009) studied the needs and problergagtish listening and
speaking skills of the Metropolitan Police OfficéPOs) working at counter service at
Chana Songkram Police Station. The instrumentsdidecting data in this study were
guestionnaire and interview. The questionnairesisted of closed questions (check-list
and rating scales) and open-ended questions, were tp 30 MPOs at the counter

service. The findings revealed that the MPOs neé¢al@se English in various functions
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as follows: greeting and offering help, asking pee details and problems and wants,
giving information about accommodation, tourisoimhation, transportation, and
emergency calls, giving directions, and giving advand instruction about safety, travel,
and shopping. In terms of listening problems’ MPthe major problems were
perceiving various accents of tourists from différeationalities, being unable to catch
the words when the tourists speak too fast, atehlisg basic expressions. In addition,
speaking skill is also regarded as the problemisati@n occurred. The major problems
are saying basic expressions, speaking in compégteences, and pronouncing English
vowel sounds.

Based on the review of related research in Thaitagdrding the needs and
problems analysis for English language of Thaifste¥arious fields above, listening and
speaking skills were most considered to be siggificn their workplaces.

Moreover, the findings of these studies are alkevamnt to related research in
other countries. One of them is reviewed and sunzedas follows:

Kaur and Clarke (2009) studied the English languskgiés of the Human
Resources (HR) staff and investigated the HR st@kirceptions of their English
language skills at the workplace. It also aimedxplore any possible differences
between the expected English language skills améd¢tual performance of the HR staff
at the workplace. This study comprised 25 staff dunele managers from the HR
departments of two American multinational compameBenang, Malaysia. The findings
showed that communicative events such as chaindgpeaking in meetings, writing
reports, and editing written materials were deewergt important by the respondents.
The findings revealed that the HR staff from batimpanies perceived that they did not

perform well in speaking, reading, and writing EkilThe implications of this study
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indicate that the HR personnel need to improve tBeglish language skills and abilities
if they wish to function more effectively in thelaily tasks at their workplaces.

From the review of related research on the needpeoblems in English
listening and speaking skills of staff in variousslmess fields above, all findings revealed
that listening and speaking skills in English péayimportant role for the staff. The staff
were most concerned with the listening and speasdilts when they had to
communicate in English with foreigners. Also, #aglish training courses will help the
staff to improve their listening and speaking skifl English.

In summary, the above research demonstrates #dus aad problems in English
of staff in various business fields. It will beenesting to further explore some related
aspects in different careers. In terms of bankingjness in Thailand, there is no study
specifically concerned with the needs and problentsnglish listening and speaking
skills of the bank tellers. This study, therefasedesigned to explore the needs and
problems in English listening and speaking skifl3 lbai bank tellers when

communicating with foreign customers.



CHAPTER 3

METHODOLOGY

This chapter describes the methodology employethtcollection and analysis
of research data. It is divided into three sectigasticipants of the study, research

instrument, and procedures of the study. The detad as follows:

Participants of the Study

The participants of this study were 118 CIMB TBank tellers working at 48
branches in three Bangkok Metropolitan areas — Bakdyletropolitan areas 1, 2, and 4.
A selection of the total number of participants &nanches in this study was conducted
to serve the objectives of the study. In termpasticipants, the researcher selected only
tellers who were working at branches with frequasiting foreign customers to
participate in this study as the tellers in thessmbhes were able to reflect well on their
experiences in communicating with foreign customegcording to the interview with
a manager of Branch Support Team, there are 4&lhesnn three areas with a high
proportion of foreign customers because these aregd®cated near prominent shopping
centers, hotels and accommodation for foreignes f&gppendix C). Additionally, the
researcher interviewed a manager in Human ResolMtaragement Division of CIMB
Thai Bank for the information regarding the selddbeanches and found that during the
period of this study there were 118 tellers workatighe 48 branches in the three-selected
areas. Hence, a total number of 118 CIMB Thai Bafikrs working at the 48 branches

were purposely selected to participate in thisytud
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Research Instrument

The instrument for collecting data in this studysveaquestionnaire. The first
draft of the questionnaire was created and modbeskd on the information gained from
a variety of previous related research concerneega and problems in English listening
and speaking skills of Thai staff in various busses in accordance with the preliminary
interviewed with some CIMB Thai Bank tellers. Thervalidate the questionnaire, the
researcher approached the project advisor anddgamlng and Capability Team Head of
CIMB about the content examination. Accordinghge suggestion and comments made
by the two experts were used to modify the questae.

Furthermore, a pilot test was conducted to testehability of the questionnaire
before it was used in the main study. The paricip in the pilot test were selected from
tellers working at CIMB Thai Bank in Bangkok Metaljgan area 3, which was not
included in the selected areas in the main stdderefore, a total number of twelve
tellers, which constituted 10 % of the overall n@mbf the participants in the main
study, were randomly selected to respond to thetgqpmnaire. After that, the twelve
participants were individually interviewed for thepinions regarding the comprehension
of the questions in the questionnaire. Accordinglykward questions and ambiguous
wordings were identified and revised. Finally, fimal revised draft was used for
gathering data. The final draft of the questiomrmaised in the study was in Thai because
the participants of the study were Thai bank telldn addition, the English questionnaire

was included in the appendices according to theirepent of the study program.
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The questionnaire consisted of four parts as falow

Part 1: General Information of Participants

The first part focused on general infation of participants including gender,
age, educational level, and frequency of using Bhgb communicate with foreign
customers at work.

Part 2: Needs in English Listening and SpeakingsSk

The second part explored the needs in listeningsaedking skills in English of
the CIMB Thai Bank tellers. The participants wasked to identify the level of needs in
English listening and speaking skills at work. Tive-point Likert scales used for level
of needs in each category ranged from 1 (leastethdad 5 (most needed).

Part 3: Problems in English Listening and Spea&kidjs

The third part surveyed the level of problems imglish listening and speaking
skills found at work that the CIMB Thai Bank teBemay encounter while
communicating with their foreign customers. Theipgants were asked to indicate the
level of the problems. The five-point Likert scalesed for the level of each problem that
the tellers encounter ranged from 1 (least) to s

Part 4: Suggestions on English Language Training

The fourth section aimed to explore the participaapinions and suggestions

concerning the English language training.

Procedures of the study
Data Collection
In April 2011, 118 copies of the questionnaire waistributed to the tellers
working in the selected branches of CIMB Thai bésde Appendix C) through their area

managers. Each copy of the questionnaire wasetelivin a sealable return envelope for
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the purposes of guaranteeing the confidentialitthefinformation provided and the
participants themselves. The participants weress complete and return the
guestionnaires to their area managers in one waekordingly, by the end of the month,
the researcher collected all return of the questioe in sealed envelopes from the area

managers.

Data Analysis

The data collected from the questionnaires wasyaad by the use of Statistical
Package for Social Sciences (SPSS) and presemtegjthdescriptive statistics:
percentage, mean, and standard deviation. Themtewge was used to present the
general information of the participants. A fiveupoLikert scale was used to rate the
levels of the English needs and problems in listgiaind speaking of the CIMB Thai
Bank tellers based on the criteria of Pisarnbu@{20 The value of mean introduced by

Pisarnbut (2007) was interpreted as follows:

1.00 — 1.80 = Very low
1.81 -2.60 = Low
2.61 — 3.40 = Moderate
3.41 — 4.20 = High

4.21 — 5.00 = Very high



CHAPTER 4

FINDINGS

This chapter presents the findings of this stud@lige questionnaire collected
general information on the participants, their reeedEnglish listening and speaking
skills, their problems with English listening arueaking skills, and finally their

suggestions on English language training.

General Information of the Participants
This part provides the general information of ph8ticipants regarding gender,
age, educational level, and frequency of using Ehdb communicate with foreign
customers at work. The general information dateected are presented in percentage
(%) and followed by a descriptive analysis. Thliings are presented in Table 1 as

follows:



Table 1

General Information of the Participants
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General Information N %
Gender:
Male 19 16.10
Female 99 83.90
Age:
20-24 years old 20 16.95
25-29 years old 77 65.25
30-34 years old 16 13.56
Over 35 years old 5 4.24
Educational Level:
Bachelor’s degree or equivalent 114 96.61
Master’s degree 4 3.39
Other - -
Frequency of using English at work:
1-3 times / day 69 58.47
4-6 Times / day 29 21.19
7-9 times / day 7 5.93
More than 10 times / day 1/ 14.41
Total 118 100.00
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Table 1 provides the general information of thdipgrants as follows:

In terms of gender, the majority or 83.90% of tlaetigipants in this study were
female. The remaining 16.10% constituted the rpajaulation in the study.

The data gathered on age and educational levehley¢ghat most of the
participants (65.25%) were between the ages of®¥e2rs old, while only 4.24% of
them were over 35 years old. Additionally, almalsof the participants (96.61%)
graduated with a Bachelor’'s degree, while only 338 them graduated with a Master’s
degree.

Regarding participants' frequencies of using Ehgiiscommunicate with foreign
customers at work, all participants in this stuelgularly use English at work at least one
to three times a day. 14.41% of them communicaiie thhe customers in English more

than ten times a day.

Needs in English Listening and Speaking Skills
This part explores the needs of CIMB Thai Banletslin their English listening

and speaking skills. The standard five-point Lilsmale was employed to measure the
levels of the tellers' needs in the English listgnand speaking skills. The data gathered
in this part were presented in mean @nd standard deviation (S.D.) followed by brief
descriptions of the findings. Mean xvas used to describe the average degree of the
participants’ opinions on their needs in Engligtdning and speaking skills. The mean
scores were interpreted according to the mean ram@eluced by Pisarnbut (2007) (see
page 22). The standard deviation (S.D.) indictltedvariation in the distribution of the

data. The results are demonstrated in Tables 3and
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Table 2

CIMB Thai Bank Tellers’ Needs in English Listeniiglls

Needs in listening English when customers ... X S.D. Meaning
1. giving personal details 3.27 1.04 Moderate
2. exchanging foreign currency 4.21 0.93 Very high
3. transferring international money 3.79 1.27 High
4. purchasing chequesréveller's cheques 3.22 1.17 Moderate
5. depositing — withdrawing money 3.21 1.19 Moderat
6. paying bills 3.03 1.21 Moderate
7. using ATM cards 3.57 1.18 High
8. having general service problems 3.68 1.07 High
9. giving suggestions about bank services 3.41 1.16 High

10. other (please specify) g - -
Total 3.49 1.19 High

Table 2 presents the mean scores of the partigpaeeds in English listening
skills. It was found that the overall needs in Esiglistening skills of the participants in
this study was at a high level £x3.49). The table shows that among the ninecispihe
needs in listening when customers having foreignecicy exchange was rated at the
highest level {x= 4.21), followed by transferring international ney (x= 3.79), and

having general service problems=>3.68).
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Table 3

CIMB Thai Bank Tellers’ Needs in English Speakikij<S

Needs in speaking English when ... X S.D. Meaning
1. greeting, welcoming, expressing thanks and gagoodbye  3.40 0.95 Moderate
2. asking for customer’s personal details 3.35 01.1 Moderate
3. providing information about foreign currency baoge 4.29 1.00 Very high
4. providing information about international mortegnsfer 3.89 1.22 High
5. providing information about cheques / traveiezheques 3.40 1.17 Moderate
6. providing information about money deposits -hditawals 3.32 1.20 Moderate
7. providing information about bill payments 3.20 1.28 Moderate
8. providing information about using ATM cards 3.68 1.21 High
9. answering general service problems 3.85 1.08 Hid

10. other (please SPecify) .........ccoeiiiiiiiiiiiiiei e, - - -
Total 3.60 1.19 High

Participants expressed that overall their needsglish speaking skills was at a
high level (x= 3.60). With regard to the nine aspects, only aspect rated at a very high
level (x=4.29) among the participants was the needsdaksgnglish when providing
information about foreign currency exchange. Aiddilly, the participants rated the
following aspects at a high level: providing infafion about international money
transfer {(x= 3.89), answering general service problems 885), and providing

information about using ATM cards £3.68).
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Problems in English Listening and Speaking Skills
This part presents the problems of CIMB Thai Bagllets with their English
listening and speaking skills as gathered fromgtirestionnaire data. The participants
were asked to rate the problems of each aspedt loa@se five-point Likert scale ranking

from “least” to “most”. The results are shown inbles 4 and 5.

Table 4

CIMB Thai Bank Tellers’ Problems in English ListeqiSkills

Problems X S.D. Meaning
1. Knowing vocabulary 3.61 0.99 High
2. Differentiating final sounds (e.g. cash — catdilgnge —chain) 3.55  1.07 High
3. Being familiar with customer’s accents 430 1.2 Veryhigh
4. Catching customer’s main ideas 3.56 1.08 High
5. Understanding customer’s rapid speech 3.60 0.95High

6 .Other (please specify)...........c.cooveiiinnns - - -
Total 3.72 1.02 High

The majority of the participants reported a highelgx = 3.72) of difficulty in
English listening skills with the mean scores ragkirom 3.55 to 4.30. The problem
ranked at the highest levéel £x4.30) was being familiar with customer’s accents
Knowing vocabulary, understanding customers’ ragpeech, catching customer’s main
ideas, and differentiating final sounds were rated high level with the mean of 3.61,

3.60, 3.56, and 3.55 respectively.
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Table 5

CIMB Thai Bank Tellers’ Problems in English Spegkskills

Problems X S.D. Meaning
1. Pronouncing correct final sounds 3.38 0.91 Modeate
2. Using correct sentence intonation 3.30 0.96 dfak

3. Selecting appropriate vocabulary accordingtieasions 4.21 1.11 Very high

4. Speaking according to grammatical rules 3.55 111. High

5. Being confident speaking English with foreigners 3.42 1.06 High

6. Other (please specify) - - -
Total 3.57 1.04 High

Table 5 shows the problems of CIMB Thai Bank tsli@ English speaking skills.
The findings reveal that the mean scores for alkeats rated from 3.30 to 4.21. The total
mean score on all aspects was 3.57. One notewob$grvation is that the highest mean
score was selecting appropriate vocabulary accgrisituations{x 4.21). In
addition, the aspects of speaking according to grafical rules = 3.55) and being
confident speaking English with foreigners<»8.42) were rated at a high level. The
other two aspects, pronouncing correct final sopuadd using correct sentence
intonation, were rated at a moderate level withrtfean scores of 3.38 and 3.30

respectively.

Suggestions on English Language Training
This part presents the results based on the Clii Bank tellers' opinions and

suggestions on their needs regarding English trgini
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Table 6

Participants’ responses on their needs for trainingenglish listening and speaking

skills
Yes No
Do you need to receive English training in listgnand 109 9
speaking skills? (92.37%) | (7.63%)

N = 118 participants

As presented in Table 6, the findings revealedtieatly all of the participants
(92.37%) indicated that they need training in Estglistening and speaking skills,
whereas only 7.63% of them stated that they doaet the training in English listening

and speaking skills.

CIMB Thai Bank Tellers’ Comments regarding Training
English Listening and Speaking Skills

This part presents CIMB Thai Bank tellers’ comnsamtgarding English training
in listening and speaking skills. According to theestionnaire, the participants were
also asked for their additional comments on Engligiming in listening and speaking
skills. However, there were only twelve particifawho made extra comments in this
section of the questionnaire. These comments earategorized into two topics. One is
concerned with the importance of English and the&ds to take an English training
course organized by the bank. The second areéfiddrby the participants was

regarding English training instructors. The destaite as follows:
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Eight participants commented on the importancéraflish and their needs for
taking an English training course organized byttaek. The participants stated that
English plays a significant role at their work besa they must use English daily to
communicate with foreign customers, especiallyrovaing foreign currency exchange
services. They expressed that they felt theiresurEnglish proficiency was insufficient
for their work because they were unfamiliar witheign accents, lacked certain English
vocabulary, and did not feel confident speakingliEhgyith foreigners. As a result, they
proposed that the bank should conduct Englishitrgicourses related to teller jobs or in
accordance with the actual tasks of the tellers siscexchanging money, transferring
money and depositing-withdrawing money. They heithat if they obtain the training,
they will be able to more fluently communicate witiheign customers. One participant
wrote, “English plays an important role for me airly especially in the service of
foreign currency exchange. Due to my insufficreotabulary, | did not know how to use
appropriate words communicating with foreign custosti’ According to the comment,
the teller concluded that English training wouldapplicable to teller jobs. Moreover,
the training could probably help tellers improveittEnglish communication skills and
lead to more fluent communication with foreign cusers.

The second topic discussed in the tellers’ suggesivas with respect to the
English training instructor. The tellers exprestett they need to learn English with a
native speaker of English because they believethiegtwould be able to learn from their
accents, pronunciation, and grammatical rules b#tta they would with a non- native
speaker of English. One participant gave an istarg comment that she preferred a
native English instructor to run the English trampicourse because she strongly believed
that she could gain more knowledge from the Endéskon, as well as improve the

pronunciation with the native speaker of Englisstinctor.
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Conclusion of the study, discussion of major firgdi, limitations of the study and

recommendations for further studies are presemté&hapter 5.



CHAPTERS

CONCLUSION AND DISCUSSION

This chapter contains three main sections: coraysliscussion of major
findings, and limitations of the study and recomneions for further studies. The details

are as follows:

Conclusion

This study attempted to explore the needs of ssle€IMB Thai Bank tellers in
their English listening and speaking skills, angbab investigate their problems with
English listening and speaking when communicatiity ¥oreign customers. The
instrument used for collecting data in this studisva questionnaire composed of four
parts: (a) general information of the participafitg,needs in English listening and
speaking skills, (c) problems in English listenargd speaking skills, and (d) suggestions
on English language training. The participantthes study were 118 CIMB Thai Bank
tellers working at 48 branches of CIMB Thai Bankhnee Bangkok Metropolitan areas —
1, 2, and 4. The study was conducted in April 2@tH the data from 118 questionnaires
were analyzed by using the Statistical Packag&éaral Sciences (SPSS) to identify the
needs and problems in English listening and spegadiils of the tellers, and to answer

the research questions of this study. The dethiise findings are as follows:
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Discussion of Major Findings
The following presents a discussion of the majodifigs in accordance with the

research questions.

Research Question 1: To what extent do the CIMB&i Dhank tellers need in English
listening and speaking skills?

This study explored the needs in the English lisigiand speaking skills of the
CIMB Thai Bank tellers when communicating with fye customers. The study found
that the results of mean scores of each need vegredhvfor both listening and speaking
skills. However, the needs in both skills were &igh level overall.

According to the findings concerning needs irelshg and speaking skills, the
study found that providing foreign currency exchasgrvices was rated at the highest
level. This may plausibly result from the fact thabst of the foreign customers visiting
the selected branches of CIMB Thai Bank in thislgtare tourists; therefore, the service
of exchanging foreign currency is frequently need@&enerally, in the process of
currency exchange, foreign customers ask the sdibercurrency exchange rates and
bank charges. Sometimes, the customers will barfgaithe best exchange rates. As a
result, the tellers must use English, especiakyrtistening and speaking skills, to
carefully communicate with the foreign customersmythis process. This can be well
supported by the extra comments added to this siydpme CIMB Thai Bank tellers.
Some of the tellers asserted that they used Endgigi to communicate with foreign
customers visiting the bank for the purpose of eaxging foreign currency. The tellers
acknowledged that during currency exchange servimesinderstandings occurred
because the tellers lacked sufficient English caempey. Consequently, the tellers

revealed that they need to have a good commandgiish in terms of listening and
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speaking skills to communicate and serve foreigtaners effectively, especially when
foreign currency exchange services are needed.réBodts of this study were consistent
with the findings of Aunruen’s study (2005) emplzasy an English needs analysis of
travel agents in Chiang Mai. It was found thaelnsng and speaking skills were the
greatest needs for the travel agents in Chiangviian they communicate with foreign
customers. The travel agents need to speak Engiikltheir customers in their daily
routine jobs. The most frequent situations in \Whitey use speaking skills were face-to-
face conversations such as negotiating pricesgasmugy details about foreign currency
exchange services. Although the participants efttvo studies were in different business
industries, they were working in service contert],anotably, the findings of both studies
similarly yielded the greatest needs concerningigndjstening and speaking skills when
Thai employees were communicating with foreign cosdrs at work. According to the
tellers, the English listening and speaking neeeisewanked at a high level when
customers were transferring international moneyyguATM cards, having general
service problems, and giving suggestions about Bankices. It can be assumed that the
tellers are regularly involved in these servicethair work.

In addition, the study revealed that among the aspects of needs in listening
and speaking skills, the tellers felt moderatelga@ned when customers giving personal
details, purchasing cheques / traveler’'s chequesgiting - withdrawing money, and
paying bills. According to the mean score, thiglgtfound that paying bills was the least
important aspect both in listening and speakintisskihis can plausibly be explained by
the fact that the majority of foreign customers winited the selected branches of CIMB
Thai Bank were tourists or non-residents in Thallamhey do not require the service of
paying bills such as mobile phones, credit cardstleer utility bills. Therefore, the

tellers did not have to regularly use English iis gspect.
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From the findings for the first research questibnan be concluded that English
listening and speaking skills play an importanerfar the CIMB Thai Bank tellers in
communicating with foreign customers at work. @utfew needs in using both skills
were ranked at a high level; most notable was plingiforeign currency exchange
services. Based on the findings of this studi iecommended that the bank should
organize an English training course which emphasize needs that the tellers often have
when communicating with customers regarding for@igmency exchange services and
transferring international money. As a result, titers would be able to communicate
better in English with foreign customers. Thisvesll supported by the study of
Permtanjit (2003) concerning English language ingiprovided by Thai Airways to
address their fight attendants’ needs. The firglmeyealed that the fight attendants
require English training courses related to thaasjsuch as boarding and welcoming
passengers, and checking passengers’ safety liekong-off and landing. Furthermore,
they expressed that providing English training sesrshould be relevant to the fight
attendants’ needs as much as possible since tleeltaeise their English language skills
in a professional manner and without difficultidsis, therefore, convincing that to
increase the English listening and speaking s&fllEhai staff, English training related to
their certain jobs should be specifically designétiis could probably help the staff to
improve their competence in English and lead toenflient communication with foreign

customers at work.

Research Question 2: What problems do the CIMB Bhak tellers frequently
encounter when communicating with their foreigntoogers?
According to the second research question, thersellere asked to indicate the

problems in their listening and speaking skills whigey communicated in English at
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work with foreign customers. The following discussprovides more detail on the
findings.

In terms of listening skills, it was found thaitrg unfamiliar with customers'
accents was considered as the most serious probteran be assumed that the foreign
customers’ nationalities are varied; therefore,i aak tellers will encounter various
accents in English. This can cause a serioudgarolm understanding the message. The
findings were ascertained by several studies inyastg the English communication
problems of Thai speakers. For instance, Pruksarfab06) studied the communication
problems among Thai vendors and foreigners at KlraBoad. The study revealed that
since the foreigners came from various countriessqiving different accents in English
was a major communication problem for the venddmsaddition, the findings of
Luangmanee (2007) revealed that different accanEnglish were the major cause of
communication difficulties among Thai bank staftldareign customers. This is because
the bank staff were unfamiliar with accents thegl hat heard before. Another study
conducted by Srabua (2007) found that Public Reatifficers usually had problems
when communicating in English with non-native spalof English such as speakers of
Japanese, Korean, and Chinese. This is becauseative speakers normally speak
English in non-standard dialects or accents; tioeeethe PR officers expressed that it
was very difficult to catch the meaning and respspelakers effectively.

The results of these studies ascertain that difiteeiccents in English can pose a
serious problem for Thais when listening to foreign That is, as a second language
learner, a Thai listener may be unfamiliar witheigners’ different accents.

Additionally, the current study found that whemwaunicating in English, the

tellers had some difficulties in knowing vocabuladifferentiating final sounds, catching
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customers’ main ideas, and understanding rapidcépaad these four aspects were of
concern to the tellers.

One possible explanation of the findings is thatallary problem is frequently
encountered among speakers and foreign listenass(& Schachter, 1989). It can be
assumed that the tellers may have limited vocapul&hey probably know only the job-
related words. The fact is that if one has quitetéd amount of vocabularies, he/she
may not be able to effectively comprehend the nesseeceived. Therefore, the
problem concerning knowing vocabulary definitelguts in being unable to get the main
idea of the message conveyed by the sender. Aicgbydthe tellers considered the
problem in knowing vocabulary and catching cust@heain ideas as some barriers
hindering the efficient communication.

Furthermore, the tellers revealed that being un@btbfferentiate final sounds
(e.g. cash — catch) could highly cause problentsair communication. The possible
explanation is that in English final sounds alsay@n important role in conveying
meaning of certain words. For instance, if theakpe says, “| need a change,” but the
listener gets the message as, “I need a chaineén Tie problem in communication
occurs as long as the listeners cannot differentfet accurate final sounds. This
problem seems to be topped up by the rapid speeaielh Accordingly, the findings of
this study ascertain that final sounds and rapeksp made by foreign customers are
communication barriers when the tellers communicgitn English at work.

In terms of speaking skills, the results showed $letecting the appropriate
vocabulary according to situations was a seriooblpm when the CIMB Thai Bank
tellers speak with foreign customers. This isval# to the fact that insufficient

vocabulary use is one of the barriers in speakimgjih (Feinberg, 1982). Also, Gass
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and Schachter (1989) ascertained that knowing wdaabwas very important for
conveying a message to a listener.

In brief, CIMB Thai Bank tellers considered the Iplem in selecting the
appropriate vocabulary according to situations wt@mmunicating with foreign
customers as the most significant aspect in spgadkitis. Without sufficient
vocabulary, the speaker may have difficulty compgsi message and the listener may
have serious trouble comprehending it.

Furthermore, the findings can be well supportedheyadditional comments made
by some CIMB Thai Bank tellers. Some tellers ackiedged that sometimes they could
not communicate in English with foreign customearscessfully because of their
insufficient vocabulary. This problem could caussmooth communication among
tellers and foreigners. In order to gain suffitieacabulary and to increase their
communicative competence, the tellers proposedihglish vocabulary, idioms, and
technical terms regarding the tellers’ tasks shdealancluded as topics in an English
training course. They believed that the trainirguid be applicable to their jobs. These
results are consistent with a study by Tangniand§20wvho found that Thai Airways
ground staff encountered various problems in dgaliith passengers. Knowing specific
vocabulary in the airline business was one of tloblems the ground staff normally
encountered since they need to communicate wigigorpassengers on different
occasions and situations. As a result, they redanglish training in vocabulary to learn
communicating with their passengers effectively.

According to the findings in terms of speaking@ding to grammatical rules,
pronouncing correct final sounds, and using corseatence intonation, it was noted that

speaking according to grammatical rules highly camf CIMB Thai Bank tellers.
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Some tellers gave some additional comments thahwbsmunicating with foreign
customers, they highly encountered the problensp@aking with correct grammar.
Consequently, they could not be able to give infatian or express their ideas to foreign
customers clearly and correctly. Besides, thergkxpressed that they were unable to
successfully convey their messages to the custobeeeuse of their grammatical errors
while speaking such as errors in using tenses, freaglisubject - verb agreement, and
using active and passive voices. The results@msistent with the findings of Permtanijit
(2003) who studied the Thai Airways internationght attendants’ English language
difficulties. The results of the study showed th¢aking English with incorrect
grammar (e.g. using incorrect tenses and lack lmestrverb agreement) was some
barriers obstructing the efficient communicatiorhe results of the findings support the
fact that there are hundreds or thousands of grditahaules in English language,
undoubtedly, most non-native speakers are difficufierceive and use the English
grammar correctly (Harmer, 1991). Accordinglycain be concluded that the knowledge
of English grammar is necessary for the tellersftectively communicate in English at
work. In other words, understanding grammaticldsus one of several problems CIMB
Thai Bank tellers concern when speaking English.

Consequently, based on the findings regardingtbblems in selecting the
appropriate vocabulary according to situations ggehking according to grammatical
rules, it was undoubtedly found that CIMB Thai BdaKers highly lacked confidence
when speaking English with foreigners. The findimgere ascertained by the study of
Sursattayawong (2006). The study revealed that ofosn-native speakers of English
regularly speak English without confidence. Thlibecause the speakers highly
considered their errors in using grammatical stmgtpronouncing sounds, and using

intonation while speaking. Some speakers felttegcand had less confidence in
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speaking English with foreigners because they waseble to think of the correct forms
of grammar and pronunciation being used propeflgcordingly, one of the major factor
causing communication problems to the tellers ma&pmg skills was the lack of
confidence in speaking English with foreigners.

In addition, the study found that among the figpexcts of problems in speaking
skills, the tellers were moderately concerned whthproblems in pronouncing final
sounds and using sentence intonation. From exteaviews with some tellers, when
pronouncing English final sounds and using sentarto@ation, they usually try to speak
slowly, repeat key words of the message or usersyns to make the customers
understand the tellers’ messages clearer. Thesdd belp the tellers to reduce their
communication problems regarding speaking skilsl @aso to communicate in English
with foreigners more successfully. Therefore, wbempared with other speaking
problems, pronouncing final sounds and using seet@rtonation were rated as the last
two aspects that the tellers concerned when conuatimg with foreign customers at work.

In brief, the findings revealed that the majartéa causing unsuccessful
communication between foreign customers and CIMBi Dank tellers when the tellers
were listening to unfamiliar accents in English.térms of speaking skills, the tellers had
the major difficulty in selecting appropriate vocddry according to certain situations.
This can imply that the notable problems the tslemcountered can be various
depending on what kinds of service and for whappse the customers were having.

To conclude, the tellers perceived that Englisk wagportant and necessary for
their jobs since they need to use English dailghagnain medium to communicate with
foreign customers at work. To reduce or overcdmeegptroblems in listening and
speaking English in accordance with the problerag¢hers encounter, they should be

trained based on the existing problems they fades could probably help the tellers
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improve their English communication skills and leéadnore fluent communication with
foreign customers. Furthermore, this would prohddhd to better customer satisfaction

and improve the level of CIMB Thai Bank’s serviasswell.

Limitations of the Study and Recommendations father Studies

Limitations of the study including recommendatidoisfurther studies are as
follows:

1. The number of participants in this study wasted to 118 CIMB Thai Bank
tellers; therefore, it might not reflect the neadsl problems of all CIMB Thai Bank
tellers in general. Further studies should inves&ig larger number of participants, and
then the findings could represent CIMB Thai Barllets overall.

2. This research employed a questionnaire focusmnigeeds and problems with
the English listening and speaking skills of CIMBal Bank tellers; consequently, it may
not provide in-depth results. Conducting a shagnview with tellers, an open-ended
guestionnaire, and/or an observation are recomnaeioddurther studies as they would
provide more in-depth information about the neaus@roblems of CIMB bank tellers.

3. This study provided some suggestions regar@iiMB Thai Bank tellers’
needs in English training regarding listening apelaking skills; however, if the bank
wants to offer a training course based on the eyegl® needs, an in-depth study of
needs concerning training should be conducted.t i§haurther studies could gather more
information about English training to obtain a widange of input on English training
courses such as training topics, teaching mategals$ training instructors. The results of
such studies would be beneficial for the bank ® as guidelines to design English

training courses in the future.
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QUESTIONNAIRE

Needs and Problems in English Listening and SpeakinSkills
of CIMB Thai Bank Tellers

This questionnaire is designed to explore the sia@d problems in English
listening and speaking skills of CIMB Thai Bankiées. Your information would be very
helpful in reflecting your needs and problems ia tise of English. Also, your data will
be used as a guideline for the Learning and Capabi#am of the bank in conducting
appropriate and specific English training accordmgour needs of listening and
speaking in English at work.

Please answer evegyestion. This information will be used only fors study

and will be kept strictly confidential. Thank ygary much for your cooperation.

Part 1. General Information of Respondents

Directions: Please mark’ in the ( ) or fill the answer that is most applile to you.

1. Sex:
( ) Male ( ) Female

........... years ........month(s)

3. Educational level:
( ) Bachelor's degree or equivalent ) Master’s degree
() Other (please SpecCify).......ccccovevveeeecrreeennne.
4. Frequency of using English to communicate watteign customers in your work.

(approximately):

......... time(s) / day



Part 2: Needs in English Listening and Speaking Sks

50

When you are communicating with foreign custometsat level do you need in English

listening and speaking skills?

Directions Please mark’ in the blank that is most applicable to you.

Level of needs ranged friirfleast needed) to 5 (most needed)

Least needed

Most needed

Needs in listening English when customers ...

Level of Needs

2

3

4| 5

. giving personal details

. exchanging foreign currency

. transferring international money

. purchasing cheques / traveler’s cheques

. depositing — withdrawing money

. paying bills

. using ATM cards

. having general service problems

O O|INO|IU | W[ |—

. giving suggestions about bank services

10. other (please SPEecCify).......ccoviiiiiiiiiiiii e,

Least needed

Most needed

Needs in speaking English when ...

Level of Needs

2

3

4| 5

. greetings, welcoming, expressing thanks and sayiglbye

. asking for customer’s personal details

. providing information about foreign currency baoge

. providing information about international mornegnsfer

. providing information about cheques / travelehgques

. providing information about money deposits -haiawals

. providing information about bill payments

. providing information about using ATM cards

OO |INO|U|A W[ —

. answering general service problems

10. other (please SPecify).......ccooeiiiiiiii e,




Part 3: Problems in English Listening and Speakingskills

What problems in English listening and speakingao frequently encounter when

communicating with foreign customers?

Directions Please mark’ in the blank that is most applicable to you.

Level of problems ranged frarfleast) to 5 (most)

Least

Most

Level of Problems

Problemsin English Listening Skills

2 3 4

1. Knowing vocabulary

2. Differentiating final sounds (e.g. casttatch

change- chair)

3. Being familiar with customer’s accents

4. Catching customer’s main ideas

5. Understanding customer’s rapid speech

6. Other (please specify)...........c.cooiiiiiines

Least

Most

Level of Problems

Problemsin English Speaking Skills

2 3 4

1. Pronouncing correct final sounds

2. Using correct sentence intonation

3. Selecting appropriate vocabulary according to

situations

4. Speaking according to grammatical rules

5. Being confident speaking English with

foreigners

6. Other (please specify)..........ccoveiiiiiininnne

51
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Part 4: Suggestions on English Language Training

Directions Please mark’ or fill in the blank that is most applicable touwo

1. Do you need to receive English training in listenand speaking skills?
() Yes
() No

2. Other comments on English training in listening apdaking skills

Thank you very much for your time and cooperation
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Bangkok Metropolitan Area 1

Bangkok Metropolitan Area 2

Bangkok Metropolitan Area 4

1. Central Plaza Rama 3
Branch

2. Empire Tower Branch

3. Kluaynamthai Branch

4. K.S.L. Tower Thanon Si
Ayutthaya Branch

5. Lumpini Branch

6. Mahboonkrong Center
Branch

7. Pratunam Branch

8. Sathon Branch

9. Sathupradid Branch

10. Siam Square Branch

11. Silom Branch

12. Silom Center Branch

13. St. Louis Branch

14. Thanon Chan Branch

15. Thanon Langsuan Branch

16. Yannawa Branch

. Bang Lamphu Branch
. Bangpo Branch

. Bangrak Branch

. Chakkrawat Branch

. Jawarad Branch

. Mahanak Branch

. Pakklongtalad Branch

. Rajawongse Branch

© 00 N OO O A W N P

. Ratchadamnoen
(Thanon Dinso) Branch
10. Sampeng Branch

11. Si Yan Branch

12. Thatien Branch

13. Thewet Branch

14. Vorachak Branch

15. Yomaraj Branch

1. Bangna Branch

2. Bangna — Trad Branch

3. Big C Bang Phli Branch

4. Central City Bangna Branch

5. Ekkamai Power Center
Branch

6. Gmm Grammy Place Branch

7. Imperial World Samrong
Branch

8. Lat Krabang Branch

9. New Phetchaburi Branch

10. On Nuch Branch

11. Poochaosmingprai Branch

12. Samuthprakarn Branch

13. Seri Center Srinakarin

Branch
14. Thanon Sailuat
Samutprakan Branch

15. Thanon Thepharak Branch

16. Thonglor Branch

17. Yaek Asok-Sukhumvit

Branch

Total 16 branches

15 branches

17 branches

Total number of selected branches = 48 branches
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