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 This study was conducted to explore the problems of English oral communication 

among forty six Logispost World service staff members at the post offices in Bangkok. 

It also explored the solutions suggested by the participants in order to improve their 

language skills. The research design was quantitative in that the questionnaire was used to 

collect the data about the participants on what English oral communication problems did 

they encounter when communicating with foreign customers.  The results revealed the 

following: the participants faced the problems with fast speech by foreign customers at the 

highest level. Moreover, the participants generally translated word for word from Thai to 

English in order to communicate with customers. Specifically, their most frequently 

encountered problems included producing grammar errors, the various accents of the 

customers and their limited vocabulary knowledge. With regard to the solution suggested 

by participants, the study pointed out that an English training course at the company by 

native English teachers was the most common suggestion by participants. English training 

courses at the company by Thai teachers and the scholarship for further study in an 

international program in a related field to their job in a university was rated at a high level.  
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CHAPTER 1 

INTRODUCTION 

 

Background of the Study 

English has been widely used by Thai people to communicate with foreigners. 

English is increasingly significant for Thai people for communication because of a rising 

number of foreign tourists of Thailand. Thailand was voted to be the best country in the 

world for holiday in 2015(Tourism Authority of Thailand [TAT], 2015) consequently 

with the increasing number of tourists from Europe (10.93%) and United State of 

America (15.98%) in February 2015(Department of Tourism, 2016). Foreigners who 

travel and stay in Thailand may require an international logistics service to serve their 

business or personal purposes. Some of them have their own e-commerce business to sell 

products from Thailand to other countries. On the other hand, foreign tourists frequently 

send their parcels to their destination for several personal purposes such as a gift, 

souvenir and etc. 

International logistics service of Thailand Post Company has become a key 

service to respond with the needs of foreign customers. Logispost World Service is one of 

international logistics services which have specific features to meet customers’ needs. 

Logispost World Service is a service to ship out parcels from 20 – 200 kilograms to 32 

destination countries; it also included customs clearance services provided. Nowadays, 

there are a lot of foreign customers coming to use Logispost World Service at the post 

offices especially in Bangkok. Logispost World Service is quite complex in terms of 

restriction and condition of using this service. Logispost World Service staff must have a 

good understanding with methods of operation of Logispost World Service in order to 
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provide correct and complete information to the customers when they come to use 

Logispost World Service. 

Logispost World Service staff typically use English speaking and listening to 

communicate with their foreign customers. Several problems of English communication 

occur from providing Logispost World Service to foreign customers. There are a lot of 

problems caused from English listening. Some staff do not understand English when they 

communicate with their customers. Some of them understand some vocabulary when 

communicating with the clients, but they do not understand what customers require 

properly. On the other hand, English speaking is also English communication problems 

for the staff. Some of Logispost World Service staff cannot speak English.  There are 

staff who can speak English but they are not fluent enough to communicate with their 

customers. As a result, English oral communication can lead to the communication 

breakdown between Logispost World staff and their customers. 

Lack of English listening and speaking of Logispost World Service staff may 

affect the brand image of Thailand Post Company which is the state enterprise dealing 

with several leading organizations both in Thailand and foreign countries. The negative 

brand image will affect the trust from customers in a brand of Thailand Post particularly 

the foreign customers which are the target customers of international logistic service of 

Thailand Post Company. Thailand Post Company can gain more income from providing 

Logispost World Service to foreign customers. Therefore, the researcher is interested in 

studying the problems in English language communication of Logispost World Service 

staff. 
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Purposes of the Study  

The purposes of the study are as follows: 

1) To investigate problems in English oral communication of Logispost World 

Service staff at the post offices in Bangkok. 

2) To identify the solutions suggested by LW Staff suggested by the Logispost 

World service staff to those English oral communication problems. 

 

Research Questions  

 To meet the purposes of the study, the research questions are as follows: 

1) What problems in English oral communication do the Logispost World 

Service staff encounter when communicating with the foreign customers? 

2) What is the solutions suggested by Logispost World service staff to those 

English oral communication problems? 

 

Significance of the Study 

 The result of this study will be beneficial for Thailand Post Company to 

understand English oral communication problems of their staff. Furthermore, the results 

from this study will identify the solutions suggested by Logispost World service staff for 

English oral communication problems. These solutions suggested by Logispost World 

service staff will be a guideline for Thailand Post Company to provide appropriate 

training courses and activities which help improve English communication skills of their 

staff. As a result, Logispost World staff will be able to provide appropriate information of 

Logispost World Service to foreign customers which can decrease problems when using 

the service. 
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Moreover, the result of this study will be beneficial for the Human Resource 

Department of the company in providing appropriate English training course for their 

staff. Also, English proficiency will be one qualification that is required in the 

recruitment in order to get new staff who are good at English, which will lessen English 

oral communication problems. On the other hand, the people who want to work in this 

business can be better prepare themselves to have better opportunity to work at the good 

reputation logistics company. 

In addition, there are few studies of problems in English oral communication in 

Logistics field in spite of fast growing of this business in Thailand. The result of this 

study will encourage the people who are working in logistics field to understand the 

problems in English oral communication and they can realize that they should pay more 

attention on the improvement of English skills of their staff. 

 

Scope of Study 

 This research is quantitative research which aims to study English language 

problems only for the listening and speaking skills of Logispost World Service staff of 

Thailand Post Company. This research also focuses on the solution suggested by 

Logispost World service staff that may help improve English communication skills of 

Logispost World staff. The research instrument is the questionnaire. The data of this 

research will be collected from 48 Logispost World Service staff from 46 post offices in 

Bangkok.  

 

Definition of Terms 

 Definitions of the terms used in this study are defined as follows: 

            Problems: the troubles or difficulties in using English listening and  
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 speaking skills encountered by Thailand post Logispost World 

Service staff when communicating with foreign customers of 

Logispost World Service. 

            LW Staff:  the staff of Thailand Post Company who serve the customers  

of Logispost World Service which is a logistics service to ship out 

20 – 200 kilograms of goods to 32 destination countries around the 

world. 

   

Summary of the Chapter  

This chapter discussed background of the study including the important role of  

English in Thailand, brief details of LW service of Thailand Post, and the problems which 

might be caused by LW staff’ lack of English. Purposes of the study, research questions, 

significance of the study, and definition of term are presented in this chapter. 
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CHAPTER 2 

LITERATURE REVIEW 

 

 The content of this chapter aims to present the information related with problems 

of English oral communication. The content of this study can be divided into 4 sections. 

 

General Information of Logispost World Service of Thailand Post Company 

 Thailand Post Company is a state enterprise which provides postal service in 

Thailand. Nowadays, Thailand Post Company is expanding its business to respond market 

needs and it can be divided into 4 business sectors: mail market, logistics market, 

financial and retail market and stamp market. According to State Enterprise Review in 

2015, logistics market has become the best source of income for Thailand Post Company. 

Logistics service of Thailand Post Company has rapid growth following the fast growing 

of e-commerce business in Thailand. Moreover, multinational e-commerce companies are 

recognized to expand their businesses in Thailand. Therefore, international logistics of 

Thailand Post Company is then more interesting to match with market trend in the near 

future. 

In the present, the international logistics business of Thailand Post Company 

consists of three services: EMS World, Parcel, and Logispost World Services. EMS 

World is a service to ship out 0 – 30 kilograms of goods to several countries in the world. 

agThis service will provide fastest delivery service with 24 hours real time updated 

delivery status in the website. Parcel service is an economy service to ship out 0 – 30 

Kilograms of goods to several countries. Above services are able to ship out small sized 

or middle-sized parcels only, but not respond to the requirement of a customer to ship out 

bulk items to other countries for both of personal and business purposes. Therefore, 
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Thailand Post Company has realized that Logispost World Service can be a service to 

serve customers’ needs. 

Logispost World Service is a service to ship out goods of 20 – 200 kilograms to 

32 destination countries in the world and it is a door-to-door delivery service. 

Consequently, Logispost World Service is an interesting service for both of Thai and 

foreign customers who want to deliver big sized items to their destination. Therefore, 

English oral communication has become vital for LW staff for providing correct service 

information to their foreign customers. 

  

English Language skills of LW staff 

 According to the increasing number the post offices where the Logispost World 

Service is available for customers. Nowadays, Thailand Post Company has expanded 

Logispost World Service to 190 post offices in Thailand. Therefore, LW staff may have 

more chances to use English for communication with their foreign customers. On the 

other hand, the lack of English skills of LW staff might cause problems when foreign 

customers come to use services at the post office. English oral communication problems 

can be a barrier in order to provide correct information to their foreign customers. A lot of 

problems can occur because LW staff cannot communicate well in giving information to 

their customer such as returned items, delayed items, and etc. Moreover, Logispost World 

Service has its own intensive restriction because all items of Logispost World Service are 

transported by air. They must be proceeded under the safety policy of International Air 

Transport Association and regulations of customs office at a destination country which 

has its own regulations. All items of Logispost World must not be prohibited items and 

customers have to complete required information and related documents depending on 

kind of goods to deliver and regulations of customs office at a destination country. 
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 LW staff have to communicate with their foreign customers in order to provide 

necessary information to their foreign customers. Their improvement of English oral 

communication can be a solution to prevent any problems that might occur from giving 

wrong information to foreign clients. Moreover, the image of Thailand Post Company 

will be better if they can make their customers satisfied. 

 

English Listening and Speaking Problems 

 English oral communication problems can be frequently found from many 

workplaces. There are several factors which lead to English oral communication 

problems. According to Underwood (1989) the problems of listening can be caused by the 

factors as follows.  

 1. Lack of control over the speed of the speaker. 

 The listeners always face this problem. They do not understand what the speakers 

try to communicate with them because they miss to understand some part of the 

conversation and they are unable to understand the main idea from the conversation. 

Finally, they can fail to understand the conversation. 

 2. Being unable to get things repeated.  

The listeners do not understand full part of conversation and they are in some 

situations which they could not ask the speakers to repeat again such as when watching 

television or listening radio. 

3. The listeners’ limited vocabulary. 

 The speakers normally select vocabulary to communicate, but the listeners may 

have limited vocabulary and they could not understand some words in this conversation. 
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As a result, they fail to understand the speakers. Therefore, they have to improve their 

knowledge of vocabulary which is a significant part of English oral communication. This 

solution can help the listeners to understand what the speakers try to communicate.  

 4. Failure to recognize the signals. 

The listeners can easily missed to understand the speakers when they try to move 

to the next point, give an example or repeat a sentence.  The signals include louder voice 

of the speakers, word expression, and different intonation. Those signals may distract the 

listeners from what the speakers are trying to present and they can lack concentration. 

Finally, they are unable to understand the content of the presentation. 

 5. Problem of interpretation.  

This problem can occur with the listeners who may not have enough background 

knowledge of the speech topic. For example, the snow is very bad, so there is nobody in 

the office. Some people may not understand this sentence clearly or they misunderstood 

the concept of this sentence because they have never experienced the snow and they do 

not know how bad it is.  

 6. Inability to concentrate. 

This is a major problem for the listeners. The interesting topic may attract the 

concentration from the listeners, and there are some situations which are the barrier of 

concentration such as a short break during classroom, poor condition of equipment.  

 7. Establish learning habits. 

This problem is that the listeners may pick up the behavior from the speakers 

because they want the listeners to understand everything from their speech. They 

normally ensure by repeating and pronouncing each word carefully. The listeners can fail 

because they lose confident and they may worry about particular words or phrases while 
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they are listening. This makes the listeners fail to understand and being unconfident to 

react properly.  

 Moreover, Hymes (1972) proposed the term of “communicative competence”.  

He stressed that the language users have to use the language correctly according to 

linguistic competence, and they have to use it appropriately following communicative 

competence. His concepts can be clarified as follows. 

 1. Linguistic competence means knowledge of grammar. Savignon (1983) pointed 

out that linguistic competence is not a traditional grammar which intends to focus on rules 

of grammar. It is the mastery of linguistic code which includes vocabulary, sound and 

pronunciation, and syntax and relationship of words. Moreover, linguistic competence 

also includes the ability to use the knowledge of grammar in order to create good 

understanding among communication.  

2. Sociolinguistics competence is the knowledge of social and culture rules of 

language use. Sociolinguistics required the understanding of social context of language 

use and relationship of the people in each conversation. Moreover, the judgment of 

appropriateness is also the essential factor of sociolinguistics competence.  

The communicators not only know of what to say but also how to say. They have to know 

what is unacceptable while communicating with people from other cultures and they have 

to react appropriately. 

3. Discourse competence means the ability to connect all of the contents into a 

whole meaningful sentence. It includes the ability to recognize theme or topic of 

paragraph, text book, conversation while communicating, television and etc. Then, the 

communicators are able to conclude those contents to a cohesive and coherent oral 

communication. The discourse competence involves the word order and the creation of 

sentence for communication in various types.  
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4. Strategic competence means the ability to know the problems which might 

occur among communicating and sustain the incomplete communication by paraphrasing 

the conversation to create comprehension, adjustment speed of conversation and etc. For 

example, the listeners may not understand what the speakers try to say. The listeners can 

ask the speakers to repeat it again or they may paraphrase the sentence and re-check with 

the speakers for mutual understanding.  

According to the information of those researchers, the problems of English oral 

communication can be caused from many factors. LW staff always use English in a face 

to face situation to create the understanding about the service to foreign customers. 

Therefore, there are many factors that can cause problems of English oral communication 

for the staffs while communicating with their customers including grammatical problems, 

sound and pronunciation, lack of vocabulary knowledge, over speed of the speakers, and 

the cultural differences between the speakers and listeners.  In order to reduce the 

problems of English oral communication, it is necessary to explore the problems of 

English oral communication regarding grammatical competence and the solutions 

suggested by LW staff to those problems.  

Besides, most of the studies indicated that English listening and speaking 

problems can be caused from several factors. Sursattayawong (2006) studied English 

speaking problems at hospital. She found that the respondents who work at her hospital 

have problems while communicating with foreign patients. The participants are not 

confident to communicate in English with their patients and they have limited vocabulary. 

Vocabulary can be found as a problem for both speaking and listening skills. Kiatcharas 

(2011) studied English communication problems between Thai cabin crews and Korean 

Passengers. The research found that Thai cabin crews faced problems while 

communicating with their Korean passengers because they are not native English 
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speakers and they have limited vocabulary. Moreover, Juan &Abidin (2013) found that 

lack of vocabulary knowledge is a main problem for listening comprehension. The 

listeners are able to respond more slowly while communicating. This factor can be an 

English communication barrier between speakers and listeners. Limitation of vocabulary 

knowledge is problematic issue to the workers whose English is necessary for. They are 

unable to produce an appropriate sentence to communicate with their passengers without 

knowledge of vocabulary. Also, the passengers could not understand the massage from 

the cabin crews who have limited vocabulary. Results of those studies indicate that 

vocabulary is an essential part of English oral communication. 

 It is obvious that a lot of studies also found vocabulary as a source of problems in 

English communication both of listening and speaking. A lot of studies also found other 

factors that cause problems in English oral communication. Witchaiyupong (2011) did a 

research of English barriers for Thai employees working in an international setting.  

The researcher also found that vocabulary can be found in this study as a barrier of 

communication among Thai workers and expatriate staff. Moreover, grammar usage is 

also the cause of communication problem. The sampling group from this study expressed 

that they normally spoke English with incorrect grammar and they thought the foreign 

staff in this company tried to avoid the communication with Thai staff because they may 

not understand what the Thai staff said. Similarly, Khan (2007) also found that basic 

knowledge of grammar was also the breakdown of communication. The speakers 

encountered with the using of parts of speech such as the selection of a noun, a verb and 

an adjective. They often failed to use the correct grammar to produce a sentence for 

speaking. Thadphooton (2014) did the study of characteristic of English language as used 

by Thai taxi drivers. The researcher investigated the problems of English communication 

between Thai taxi drivers and their foreign passengers. The result of this study indicated 
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that Thai taxi drivers had limited vocabulary and they also had problems about grammar. 

The respondents stated that they had limited knowledge of English skills and they were 

unable to speak a correct sentence and did not understand what their passenger said.  

Those English communication problems of Thai taxi drivers can cause several negative 

effects on the passengers. They do not want to pick up the foreign passengers because of 

their lack of English skill. They have faced the conflict with their passengers because they 

could not deliver the passengers to the place where the passengers required. Those 

problems can be an obstacle to earn good income from providing service to group of 

foreign customers.  

 In addition, accent and pronunciation are one of major problems of English 

communication which can be found from several studies. Upamai (2013) conducted the 

survey of oral English problems between foreign executives and their Thai subordinates 

in banking sector in Bangkok. The foreign executives could not understand Thai staff 

because they are not familiar with English pronunciation and accent of Thai staff. The 

result of this study is consistent with the study of Uraipan (2011) who explored the 

problems of English listening and speaking of Thai flight attendants. Thai flight 

attendants often encountered the problems of Korean passengers’ accent because they are 

not familiar with their accent. Ho (2014) also found that various accents of the speakers 

are the problems of English oral communication. The listeners may encounter difficulty 

to understand what the speaker is trying to communicate. According to the results from 

those studies, Thais and Koreans are not native English speakers; therefore, they have 

their specific accents and pronunciation. This may affect the persons who are in charge of 

communication with foreign customers because they do not understand the massage from 

the customers which can lead to being unable to provide good service or correct 

instructions. 
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In brief, regarding above information, it can be assumed that the major factors of 

English oral communication problems can be identified into 3 main categories as 

indicated in the grammatical competence. Firstly, insufficient of vocabulary knowledge 

can be found as a problem of English oral communication from several studies. Lack of 

vocabulary knowledge is a barrier of English oral communication because the speakers 

are unable to produce a sentence to communicate effectively with others. On the other 

hand, the listeners are unable to understand what the speakers say if they have limited 

vocabulary. Secondly, accent and pronunciation were defined as problems of English oral 

communication. Various accents of each speaker are the important factor that makes the 

listeners fail to understand what the speakers said. Lastly, lack of grammar knowledge is 

also the source of English oral communication problem. The speakers who have limited 

grammar knowledge are unable to produce the correct sentence to communicate well with 

their listeners. Therefore, this study will focus on the problems of English oral 

communication of the participants and explore the solutions suggested by LW Staff to 

those English oral communication problems. 

 

Related Studies 

This study focused on problems in English oral communication of LW staff. 

There have been previous studies related to communication problems between service 

officers and their foreign customers. The results of those studies can be summarized 

according to the various types of problems in English oral communication as following. 

 

English oral communication problem regarding grammar 

 Grammar problem was found from several studies as a problem in English oral 

communication. Prasertnilornkul (2008) conducted the survey of English communication 
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problems of Admission Office at Rangsit University. He found that most of the officers at 

admission office could not understand when the international students spoke to them and 

they had the problems with grammar and they did not know how to communicate in 

English. Similarly, Netsuwan (2008) explored the English communication problems 

between information staff and foreign passengers at the Suvarnnabhumi Airport. A result 

of research found that the grammatical errors were the main problematic issue for them in 

English communication. Furthermore, Maithong (2011) did a survey of export staff’s 

needs and problems in English communication at Thanulux Public Co.,Ltd. She also 

found that the participants encountered the serious problems when facing rapid English 

speaking. 

Grammar was also problem issues for them. Regarding the opinion on the type of 

English training course for listening and speaking, she found that the majority of the 

respondents would prefer to study with native English instructors with 40 hours course 

with two hours per class to meet the demands of the respondents. Most of them wanted to 

attend an English course twice a week on weekdays after work. 

 

English oral communication problem regarding accents and pronunciation 

 Accents and pronunciation were frequently found from several studies as 

problems in English oral communication. Charunsri (2011) investigated the needs and 

problems of English language skills for the hotel front office staff in Chinatown Bangkok. 

This research intended to study the problems of English communication between front 

officers of the hotel and their foreign guests. The researcher indicated that the most found 

problem from all respondents was the listening. The most problematic activity came from 

the communication with foreign guests by phone because voice and pronunciation during 

communication via phone may not be clear. In addition, the accent from hotel guests was 
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problematic with them because the guests were from multinational countries (e.g., Indian 

and Singaporean) and they may not familiar with those accents. The problems from 

communicating with their guests occurred while the guests spoke with the front officers, 

but they could not understand the guests because of their various accents including their 

consonant and vowel sound. 

Uraipan (2011) also studied the problems of English listening and speaking of 

Thai flight attendants. The researcher found that problems occurred from the accents of 

the passengers. Thai flight attendants were facing various accents of their passengers and 

this may cause the problems of English oral communication between them. Moreover, 

Kittipongse (2010) studied English oral communication problems of bank’s staff in 

communicating with foreign customers. The researcher found that the major problems of 

English speaking were English accent, incorrect stress and incorrect pronunciation of 

those respondents. The finding of this study also mentioned the problems of their 

listening skill. The major problem was they could not understand English when 

communicating with their foreign customers.  

Furthermore, Khamkaew (2009) investigated the needs and problems in English 

and speaking skills of the metropolitan police officers at counter service. He also found 

that the listening skill was discovered as a common problem because the tourists came 

from several countries with various accents, and they were also facing problems in 

catching up the words when the tourists were speaking too fast. Moreover, the speaking 

skill was also problematic issue with them. The police officers encountered the problems 

when they were speaking basic expressions. They spoke incomplete sentences, and 

pronounced incorrect English vowel sounds.  

Fahmongkolchai (2011) also investigated on needs and problems in English 

listening and speaking skills of CIMB Thai Bank Tellers. He also found that the main 
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problem was they were not familiar with customers’ accents because their customers were 

from various countries and different nationalities. Regarding the problem of speaking 

skill, the result indicated that the bank’s tellers had difficulties to select appropriate 

vocabulary to use in many situations.  

Pruksanubul (2006) studied the communication problems among Thai vendors 

and foreigners at Khaosan Road. The result of this study also indicated that various 

accents of foreigners were the most serious problem which can cause misunderstanding 

when communicating with their customers. In term of speaking problems, some vendors 

lacked English knowledge and they could not speak English apart from saying yes or no.  

Maithong (2011) did a survey of export staff’s needs and problems in English 

communication at Thanulux Public Co.,Ltd. She found that the participants encountered 

the serious problems when facing rapid English speaking. Stress and intonation were also 

problems issues for them. Regarding the opinion on the type of English training course 

for listening and speaking, she found that the majority of the respondents would prefer to 

study with native English instructors with 40 hours course with two hours per class to 

meet the demands of the respondents. Most of them wanted to attend an English course 

twice a week on weekdays after work. 

 

English oral communication problem regarding vocabulary 

 Moreover, a lot of studies indicated that vocabulary was also important problem in 

English oral communication. Kiatcharas (2011) studied English communication problems 

between Thai cabin crews and Korean passengers who were not native speakers. 

Language differences can cause communication problems between them. From this study, 

it was found that Thai cabin crews did not understand while Korean passengers were 

speaking because they had limited vocabulary. As a result, they could not communicate 
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their requirement to the crews to create mutual understanding. Kongchern (2008) 

surveyed the problems in English communication of staff in export companies. The most 

frequent problems of listening because they have limited vocabulary and being unable to 

get the main idea from those speakers. Regarding the speaking problems, respondents 

were not fluent in English. They did not have knowledge of idioms and grammatical 

sentence structure, and were also shy to speak English. Therefore, a survey of English 

oral communication of LW staff at Thailand Post Company can be beneficial for the 

organization or Human Resource Department in order to improve English proficiency of 

their staff by providing a training course for them or encourage them to improve their 

English skills by many ways. Moreover, they will obtain a guideline to solve those 

problems and they can apply these solutions suggested by LW staff to improve their 

business.  

 

Summary of the Chapter  

This chapter discussed background information of LW service and the importance 

of English for providing LW service to foreign customers. English listening and speaking 

problems from several researchers were discussed in this chapter. In addition, the finding 

of previous related studies were also presented in the last part of this chapter. 
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CHAPTER 3 

RESEARCH METHODOLOGY 

 

 This chapter aims to explain the methodology for data collection and data analysis 

procedures. This chapter consists of 4 sections: participants of the study, research 

instruments, data collection, and data analysis procedure. The details are as follows:  

 

Participants of the Study 

 Participants of this study were 46 LW Staff of Thailand Post Company  

working at post offices in Bangkok Metropolitan areas because a rising quantity of 

foreigners in Bangkok and there are a lot of problems when communicating with foreign 

customers who come to use Logispost World Service at the post offices in Bangkok 

Metropolitan areas.  

The selection of participants of this study is convenience sampling technique. All 

LW staff must hold the certificate from Thailand Post School, and they must be 

permanent staff of Thailand Post Company.  

 The level of staff of the post office at Thailand Post Company can be classified 

into 4 levels which are 1) head of the post office (level 8) 2) supervisor of department 

(level 7)  3) middle level officer (Level 4-6) 4) operational officer (Level 1-3).  

 

Research Instrument 

 The instrument for data collection of this study was a questionnaire which aims to 

explore the problems of English oral communication and solution suggested by LW staff 

to response with those problems. The contents of the questionnaire were adapted from 
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that of Jeharsae (2012). The questionnaire was prepared in English and Thai version and 

it consisted of two parts as follows: 

 Part 1: Problems of English oral communication. 

 The first part explored the level of problems in English oral communication of 

LW staff of Thailand Post Company that they may encounter while communicating in 

English with their foreign customers. The participants of this study were asked to identify 

the level of the problems which were designed as five point Likert scales ranging from  

1 (Strongly Disagree) to 5 (Strongly Agree). 

 Part 2: Solution suggested by LW staff to improve English oral communication 

level.  

 This section aims to explore the participants’ opinion and suggestion concerning 

solution suggested by LW staff to the problems of English oral communication. This part 

was designed as five point Likert scales to explore the solution suggested by LW staff to 

the problems of English oral communication 1 (Very Low) to 5 (Very High). 

 

Data collection  

The data were collected from 46 LW staff. Copies of questionnaires were sent to 

the participants working in the post office at Bangkok Metropolitan areas through 

registered mail service of Thailand Post Company because this is the most comfortable 

method to distribute copies of the questionnaire between the researcher and the 

participants. The data were collected in March 2017, and the respondents had returned the 

questionnaire to the researcher within two weeks after receiving the questionnaire. 

After the questionnaires were completed, the data from the participants were then 

analyzed.  
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Data Analysis  

 The data from questionnaire were analyzed by using the Statistical Package for 

Social Sciences (SPSS) and presented through descriptive statistics as follows.  

1. Percentage  

The demographic information of the participants were analyzed into 

percentage.  

2. Mean  

A five point Likert scale were used to rate the level of English oral communication 

problems of LW staff and solution suggested by LW Staff to those problems. The mean 

score were used to interpret the average level of English oral communication problems 

and solutions suggested by LW staff based on the criteria of Rensis Likert (1932) as 

follows:  

 Scale  Level of Agreement   Mean Range 

 5   Very High    4.21 – 5.00 

 4   High    3.41 – 4.20  

 3   Moderate   2.61 – 3.40  

 4.   Low    1.81 – 2.60 

 1.   Very Low   1.00 – 1.80 

 

Summary of the Chapter  

This chapter discussed participants of the study and the participants’ 

qualifications. Research instrument, data collection process and data analysis methods 

were also presented in this chapter.  
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CHAPTER 4 

FINDINGS 

 

 This chapter presents the finding of this study which are divided into 3 main 

sections to answer the research questions of this study. The first part is general 

information of the participants in this study including the background education of the 

participants, working experiences at the company, and the employment status of each 

staffs. The second part is the results of the study regarding the problems of English oral 

communication of LW staff. Lastly, the third part revealed the suggestions of LW staff on 

the solution to improve their English skills. The questionnaires were distributed to 46 LW 

staff from Bangkok and metropolitan areas by registered mail service of Thailand Post 

Company. All of participants had received the questionnaires not later than 2 weeks after 

distributed process. All the questionnaires were returned to the researcher by mail service 

of Thailand Post Company and through the social media application such as Line 

application and Facebook for analysis. The results of the study are revealed in the 

following sections.   

Part 1: General Information of the Participants. 

 Part 1 is to describe the general information of the 46 participants including the 

background of education included educational qualification of the participants, working 

experience with the company, and employment status both of temporary and permanent 

staffs. The data were analyzed into percentage(%) with the descriptive analysis as 

presented in table 1. 
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Table 1 

General Information of the Participants 

General Information N % 

Education Background: 

  
  Bachelor's degree 45 97.80 

  Master's degree 1 2.20 

Work Experience: 

  
  Less than 1 year 5 10.90 

  Between 1 - 3 years 8 17.40 

  More than 3 years 33 71.70 

Employee Status: 

  
  Temporary 11 23.90 

  Permanent staff 35 76.10 

Total 46 100.00 

 

 Regarding the educational background of the LW staff, 97.80% of the staff hold 

bachelor’s degree from various majors such as human resources major, logistics 

management major, public administration, and other majors. There is only one participant 

who graduated master’s degree of business administration program which is 2.20% from 

the group of this study. 

 The working experience of the participants at Thailand Post Company indicated 

that most of the participants (71.70%) have been working at Thailand Post Company for 

more than 3 years while17.40% of them have 1-3 year working experience at the 

company, and 10.90% are the LW staff who have less than 1 year experience at Thailand 
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Post Company. Regarding the employment status of LW staffs, 76.10% are the permanent 

staffs while 23.90% are temporary contract staffs. The operational level officers are the 

biggest population of this study which are 41.18% of the participants while 29.41% are 

middle level officers. Besides, 23.53% are supervisors of the department, and 5.88% of 

the participants are the head of the post office. 

Part 2: Problems in English Oral Communication  

  The second part is to explore the problems in English oral communication while 

the LW staff are communicating with the foreign customers. Five-point Likert scale were 

used as an instrument to explore each problem in English oral communication. The 

problems in English language skills regarding the oral communication were separated 

into 4 groups including grammar, vocabulary, accent and pronunciation, and other 

problems. The data were analyzed by SPSS program and were presented in mean (M) and 

standard deviation (SD) The mean score was used to interpret the average level of 

participant’s opinions on their English oral communication problems based on the criteria 

of Rensis Likert (1932). The standard deviation (SD) indicated the distribution level of 

the data. The problems in English oral communication were presented as follows. 

 

Table 2 

The problems in English oral communication of LW staff  

Problems in English Oral Communication M S.D. Meaning 

I cannot communicate with foreign customers due  

to the lack of English knowledge. 3.33 1.01 Moderate 

I do not use the correct forms of verb tense.(i.e.  

present, past and future tenses) 3.28 0.98 

 

Moderate 
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Table 2 (continued) 

   

 

 

Problems in English Oral Communication M S.D. Meaning 

 

I produce grammatical errors when speaking. 3.46 1.01 High 

I speak with poor English pronunciation 3.30 1.07 Moderate 

I do not understand what foreign customers say 

because of their various accents. 3.41 0.88 High 

I produce word stress misplacements. 3.33 1.06 Moderate 

I have limited vocabulary. 3.24 1.04 Moderate 

I respond with inappropriate words. 2.83 1.02 Moderate 

I do not understand what foreign customers say 

because of my limitation of vocabulary. 3.33 1.08 Moderate 

I am not confident when communicating with foreign 

customers. 3.26 1.08 Moderate 

I normally think in Thai before translating to speak in 

English. 3.50 1.03 High 

I do not understand words or sentences when foreign 

customers speak too fast. 3.91 1.01 High 

Total 3.35 1.02 Moderate 

 

 Regarding the problems of English oral communication, the problems of over 

speed speaking produced by foreign customers was rated at highest level (M = 3.91, SD = 

1.01) followed by the problems that the participants normally think in Thai before 
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translating to speak in English  (M = 3.50, SD = 1.03) and the problems of producing 

grammatical errors. ‘(M = 3.46, SD = 1.01).  Furthermore, the problems “I respond with 

inappropriate words” was rated lowest (M = 2.83, SD = 1.02). 

 

Table 3 

Grammar problems in English oral communication of LW staff  

Grammar Problem        M         S.D. Meaning 

I cannot communicate with foreign customers  

due to the lack of English knowledge. 3.33 1.01 Moderate 

I do not use the correct forms of verb tense. (i.e.  

present, past and future tenses) 3.28 0.98 Moderate 

I produce grammatical errors when speaking. 3.46 1.01 High 

Total 3.36 1.00 Moderate 

  

 In terms of grammar problem, the average mean point of this part was rated as 

moderate level (M = 3.36, SD = 1.01) and there was one problem that the participants 

encountered at high level: ‘I produced grammatical errors when speaking.’(M = 3.46, SD 

= 1.01). However, they faced the other grammar problems at moderate level. 

  

Table 4 

Accent and pronunciation problems in English oral communication of LW staff  

Accent and pronunciation problems M S.D. Meaning 

I speak with poor English pronunciation 3.30 1.07      Moderate 
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 Regarding accent and pronunciation problems, the participants rated moderate 

level to this component (M = 3.35, SD = 1.01) and there was one problem that the 

participants encountered at high level: ‘I do not understand what foreign customers say 

because of their various accents.’(M = 3.41, SD = 0.88).They faced the other problems at 

moderate level.  

 

Table 5 

Vocabulary problems in English oral communication of LW staff  

Vocabulary problems M SD Meaning 

I have limited vocabulary. 3.24 1.04 Moderate 

I respond with inappropriate words. 2.83 1.02 Moderate 

I do not understand what foreign 

customers say because of my 

limitation of vocabulary. 

3.33 1.08 Moderate 

Total 3.13 1.04 Moderate 

  

 

 

Table 4 (continued) 

 

Accent and pronunciation problems M S.D. Meaning 

I do not understand what foreign customers say 

because of their various accents. 3.28 0.98 Moderate 

 

I produce word stress misplacements.                               3.46             1.01      High                 1.06 Moderate 

Total                                                                                   3.36             1.00  Moderate  1.00 Moderate 
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 Regarding vocabulary problems, the average mean score was in moderate 

level (M = 3.13, SD = 1.04).  The most serious problem in this component was the 

participants do not understand what foreign customers say because of their limitation of 

vocabulary (M = 3.33, SD = 1.08).  In addition, other accent and pronunciation problems: 

‘I have limited vocabulary.’(M = 3.24, SD = 1.04), and ‘I respond with inappropriate 

words.’ (M = 2.83, SD = 1.02) were rated at moderate level as shown in table 5 

 

Table 6 

The other problems in English oral communication of LW staff  

  

 In terms of other problems related to English oral communication problems,  

the average mean score of this part was in high level. The most serious problem in this 

part is the fast speed speaking by foreign customers.’ (M = 3.91, SD = 1.04) followed by 

the problems ‘I normally think in Thai before translating to speak in English.’(M = 3.50, 

Other problems M SD Meaning 

I am not confident when 

communicating with foreign 

customers. 

3.26 1.08 High 

I normally think in Thai before 

translating to speak in English. 

3.50 1.03 High 

I do not understand words or sentences 

when foreign customers speak too fast. 

3.91 1.01 High 

Total 3.56 1.04 High 
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SD = 1.03), and ‘I am not confident when communicating with foreign customers.’ (M = 

3.26, SD = 1.08).  All problems in this part were rated in high level.  

 

Part 3: Solution suggested by LW Staff to Improve English Oral Communication 

Level 

 The third part is to explore the solutions suggested by the participants in order to 

improve English oral communication skills. The problems of English language skills in 

oral communication are separated into 3 groups including a training course at the 

company, the company scholarship and sponsorship activities and self-study solution.  

The data were analyzed by SPSS program and were presented in mean (M) and standard 

deviation (SD). The mean score was used to interpret the average level of participants’ 

opinions on the solution suggested by LW staff based on the criteria of Rensis Likert 

(1932). The standard deviation (SD) indicated the distribution level of the data. The data 

were presented in the section as follows. 

 

Table 7 

Solution suggested by LW staff. 

Solution suggested by LW Staff to Improve  

English Oral Communication Level M S.D. Meaning 

 

English speaking and listening training course by 

Thai teacher. 

English speaking and listening training course by 

native English teachers. 

3.96 

 

4.33 

1.07 

 

0.87 

High 

 

Very High 
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 The results of solutions suggested by LW staff in order to improve their 

English skills indicated that an English speaking and listening training course by native 

English teachers was the best solution suggested by LW staff. It was only one solution 

which was rated at very high level. ’(M = 4.33, SD = 0.87).  The other solutions suggested 

by LW staff were rated at high level: ‘company’s sponsorship for learning an English 

course at English language schools.’(M = 4.07, SD = 1.08).  English speaking and 

listening training course by Thai teacher and the scholarship provided by the company to 

Table 7 (continued) 

 

Solution suggested by LW Staff to Improve  

English Oral Communication Level M S.D. Meaning 

The company offers the scholarship to further their 

study in an international program in the field 

related to their job in a university. 

3.96 0.94 High 

The company encourages the officers to participate 

English camp activities to improve English skills. 

3.85 0.99 High 

Company’s sponsorship for learning an English 

course at English language schools. 

4.07 1.08 High 

Consult with the English experts for suggestions. 3.70 0.87 High 

Self-study e.g. listen to music and learn from lyrics, 

watch English subtitle movies or chat with foreign 

friends. 

3.80 0.91 High 

Total 3.95 0.96 High 
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further their study in international program in the field related to their work in a 

university were rated at the same mean point (M = 3.96, SD = 0.94).  However, consulting 

with an English experts for the suggestions was rated lowest (M = 3.70, SD = 0.87). 

 

Table 8 

The solution regarding a training course at the company 

  

 In terms of the solution to provide a training course at the company, “English 

speaking and listening training course by native English teachers” was rated at very high 

level (M = 4.33, SD = 0.87), while “English speaking and listening training course by 

Thai teachers” was rated at high level. (M = 3.96, SD = 1.07).  

 

 

 

 

 

 

 

Training course at the company  M SD Meaning 

English speaking and listening 

training course by Thai teachers. 

3.96 1.07 High 

English speaking and listening training 

course by native English teachers. 

4.33 0.87 Very High 

Total 4.15 0.97 High 
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Table 9 

The solution regarding scholarship and sponsorship activities provided by the company 

  

 Regarding to the finding of scholarship and sponsorship activities provided by the 

company, the overall picture of this component was rated at moderate level ‘(M = 3.96, 

SD = 1.00). English course at a language school sponsorship by the company was rated 

highest ‘(M = 4.07, SD = 1.08).  The scholarship to study bachelor or master degree in an 

international program in the field related to their job was rated at moderate level ‘(M = 

3.96, SD = 0.94). 

 

 

Scholarship and sponsorship 

activities provided by the company 

M SD Meaning 

The company offers the scholarship 

to further their study in international 

program in the field related to their 

job in a university. 

3.96 0.94 Moderate 

The company encourages the officers 

to participate English camp activities 

to improve English skills. 

3.85 0.99 Moderate 

Company’s sponsorship for learning 

an English course at English 

language schools. 

4.07 1.08 Moderate 

Total 3.96 1.00 Moderate 
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Table 10 

The solution regarding self-study 

 

Regarding self-study solution, the overall picture of this part was rated at 

moderate level ‘(M = 3.75, SD = 0.89). “Self-study e.g. listen to music and learn from 

lyrics, watch English subtitle movies or chat with foreign friends” was rated highest in 

this component by the participants as the solution to improve their English skill,‘(M = 

3.70, SD = 0.87) as indicated in table 10. 

 

Summary of the Chapter  

 In conclusion, this chapter presented the results from data collection on the 

problems in English oral communication of LW staff and the solution suggested by LW 

staff in order to improve their English skills. The finding reported that the majority of the 

participants graduated bachelor degree from various majors. There are few LW staff who 

graduated in English major or international program. Most of them are permanent staff 

and have been working at this company for more than 3 years. Regarding the English oral 

Self-study M SD Meaning 

Consult with the English 

experts for suggestions. 

3.70 0.87 Moderate 

Self-study e.g. listen to music 

and learn from lyrics, watch 

English subtitle movies or 

chat with foreign friends. 

3.80 0.91 Moderate 

Total 3.75 0.89 Moderate 
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communication problems, it was found that the participants faced the problems of English 

oral communication when the customers spoke too fast. They rated this problem at very 

high level. The participants also faced the problems because they normally think in Thai 

before translating to speak in English and they had problems of producing grammatical 

errors.  

 According to the solution suggested by the participants, they especially prefer the 

company to provide an English course by native English teachers, and this solution was 

rated at very high level (M = 4.33, SD = 0.87).  In addition, the participants require the 

company to support the expenses for taking an English course at a language school. 
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CHAPTER 5 

CONCLUSION AND DISCUSSION 

 

 This chapter provides conclusion and discussion to answer two research questions. 

Research question 1 aims to explore what problems in English oral communication which 

the Logispost World Service staff encounter when communicating with foreign customers 

are. Research question 2 is to study what solutions suggested by Logispost World service 

staff to those English oral communication problems are. Conclusion and discussion in this 

chapter will be constructed following the research questions. This chapter contains the 

three main sections: conclusion of the finding, discussion of the major findings, 

limitations of the study and recommendations for further studies. 

 

Conclusion 

 According to the research questions, this study intended to study the problems of 

English oral communication and the solutions suggested by the participants to improve 

their language skills for communication. The questionnaire was used in this study to focus 

on the problems of English oral communication when communicating with their foreign 

customers, and the suggestion from the participants on the solution to improve their 

language skills in order to decrease the problems. The researcher distributed 46 copies of 

the questionnaire to LW staff at 46 post offices in Bangkok by registered mail service of 

Thailand Post Company. All copies of the questionnaire were returned to the researcher in 

two weeks after, and the data collected from the questionnaires were analyzed to answer 

the research questions of this study.  

 The first research question intended to investigate the problems in English oral 

communication of the participants when providing service to foreign customers. The 
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finding reported that the participants faced the problems of English oral communication at 

moderate level. There were 4 problems which the participants rated at high level: ‘I do 

not understand words or sentences when foreign customers speak too fast.’,‘ I normally 

think in Thai before translating to speak in English. ’,‘ I produce grammatical errors when 

speaking.’,‘ I do not understand what foreign customers say because of their various 

accents. 

 The second research question aimed to explore what the solutions suggested by 

the sampling group in order to improve their language skills were. The finding revealed 

that English speaking and listening training course by native English teachers was 

selected at very high level. In an addition, there were the other 3 main solutions suggested 

by the participants: “company’s sponsorship for learning an English course at English 

language schools, and English speaking and listening training course by Thai teachers and 

the scholarship provided by the company to further study in international program in the 

field that is related to their job in a university. 

 

Discussion of the major findings 

Research Question 1:  What problems in English oral communication do the Logispost 

World Service staff encounter when communicating with the foreign customers? 

 According to the first research question, it was found that the speed of the 

conversation is the most serious problem of English oral communication of LW Staff. 

This might be because some LW staff are not English major and they are not good at 

listening and speaking skills. They do not have a lot of chance to use English in daily life, 

so they are not familiar with English conversation.  This finding can be supported by the 

several previous studies. Jeharsar (2012) studied English oral communication problems 

and strategies used by Thai employees in an international workplace. The researcher 
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found that the most common problem in English of Thai employees was the fast speed 

conversation from the foreign customers. This problem usually occurred during telephone 

calls. The results were also consistent with Pruksanubul (2006) who found that Thai 

vendors at Kaosan Road did not understand their foreign customers when they spoke too 

fast. However, the results of this study revealed that this problem was also critical for the 

participants in face to face communication with foreign customers. The reason might be 

due to insufficient practice in English oral communication of the staff. They usually 

communicate with Thai customers because they are the main largest proportion of 

customers of the company. Therefore, they have only a few chances to practice English 

oral communication.  

 On the other hand, the participants also stated that they usually use the method of 

translation from Thai to English to produce a sentence to communicate with their 

customers. This problem might be because the staff do not have enough knowledge about 

the structure of English sentences, grammar and vocabulary. Therefore, they are not 

fluent in English and they have to think in Thai before converting to English and react to 

the customer. This finding can be well supported by Holme and Tangtongtavy (1995) 

who stated that Thai people need to think in Thai and translate into English and speak out, 

which is consistent with the study of Witchaiyutphong(2011) who studied English barriers 

for Thai employees working in an international setting,  at Thomson Reuters Company in 

Thailand. The researcher found that participants were not able to select appropriate 

vocabulary to communicate and they could not manage to speak correctly.  

They normally thought in Thai and translated into English before they spoke. Apart from 

the problems above, LW staff also expressed that they lose confidence when they have to 

communicate with their foreign customers which is one of important problems of English 

oral communication. Another reason might be the pattern of teaching and learning 
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English as a second language in Thailand might focused on the knowledge of grammar 

and vocabulary rather than the competence in English oral communication.  

 Furthermore, the finding of the study reported that the participants produced 

grammatical errors while communicating with their foreign customers. Grammar is still 

the important problem in English oral communication for Thai employees. The finding of 

this study is similar to that of Prasertnilornkul (2008) which also mentioned that the 

participants of the study had the problems with grammar and they did not know how to 

use English for communication. In the part of listening problems, grammar can be the 

cause of them. Kiatcharas (2011) who studied English communication problems between 

Thai cabin crews and Korean passengers indicated that the participants from this study 

expressed that some Korean passengers had poor English grammar, so the cabin crews 

could not understand the conversation of the passengers. One plausible reason for this 

problem of Korean passenger might be because of the interferences of their mother 

tongue. Another reason may be due to their lack confidence when communicating with 

their cabin crews which makes their communication ineffective.  

 It was found that accent and pronunciation are also shown in this current study as 

the problems of English oral communication for LW staff. The participants rated 

moderate level to this problem with the mean score similar to that of grammatical 

problem. As a result, it can be summarized that foreign customers of the Thailand Post 

Company come from various countries and they have different accents. Therefore, the 

participants cannot understand those accents because they are not familiar with various 

accents.  

 Another thing that caused the problems of English oral communication for the 

participants is vocabulary. It was found in this study as a barrier of English 

communication. The participants thought that they have limited knowledge of vocabulary, 
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which makes them unable to produce the sentence to communicate with customers. In 

other words, they could not understand the conversation from their customers. The result 

of accents and vocabulary as the problems of English oral communication were supported 

by the study of Vasavakul and Chinokul (2006) who studied the needs analysis of 

business English oral communication of customer service staff at international banks in 

Thailand. The result of this study indicated that lack of business vocabulary, and accents 

are the main problems of poor English proficiency of their staff.  

 According to the results from general information of the participants, most of the 

participants are officers in operational level and they are from various majors of bachelor 

degree. There are only a few participants who graduated from English major or 

international program. As a result, the operational level officers who usually deal with the 

foreign customers rated the problem in English oral communication at moderate level. 

Moreover, the company should pay attention to the recruitment process and qualification 

of the applicants which requires good English proficiency and English majors or 

international program graduates. 

 

Research Question 2:  What is the solution suggested by Logispost World service staff 

to those English oral communication problems? 

 In terms of solutions suggested by LW staff, the participants rated high level 

for overall solutions that might help improve their English skills. They rated a training 

course at the company as the best solution to improve their language skills at very high 

level, and they prefered an English oral course training by native English teacher. This 

solution might reflect that the participants expect the better improvement of English oral 

communication skills from the native English teachers. The result of this study were 

consistent with the finding of Fahmongkolchai’s study (2011) who found that CIMB Thai 
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Bank Teller thought that the training by native English teachers was the solution to 

overcome English communication problems. The result was also similar to the study of 

Maithong (2011) who studied the export staff’s needs and problems in English 

communication at Thanulux Public Co., Ltd. The participants of this study required a 

training in English speaking and listening.  

 Furthermore, the participants similarly rated high level for company’s sponsorship 

for taking an English course at English language schools. The convenience might be the 

important factor to choose this solution because the participants can choose English 

language schools which are located nearby their area and they can study on weekends or 

after working hours.  

 English speaking and listening training course by Thai teacher was selected from 

the participants with the high mean score. Some of the staff preferred Thai teachers 

because they required the teacher who can explain in Thai if they do not understand 

English well. With the same mean score, the participants requested the company to 

provide them the scholarship to further their study in bachelor or master degree in a 

university in an international program or in the field is related to their job. This finding 

can be supported by educational background of the participants which indicated that most 

of the participants did not graduate in English major, but they normally faced with foreign 

customers. Therefore, the scholarship to study in an international program in the field that 

is related to their job in a university is required from the participants.  

 In summary, LW staff thought that the other problems such as the fast speech of 

foreign customers is the most serious obstacle for them. As a result, they cannot 

understand the customers, and they cannot provide the appropriate services for the 

customers.  
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 Grammar is the important problem found from this study. The participants do not 

know how to communicate correctly. Vocabulary and pronunciation are also the 

important problems apart from grammatical problem.   

  English training at the company by native English teacher is the best choice 

suggested by the participants in order to improve their English skills to overcome the 

problems of English oral communication. LW staff also stressed that the company should 

provide the scholarship to further their study in an international program in the field that 

is related to their job both in bachelor and master degrees. This data can be reflected from 

their educational background which indicated that there are few people graduating in 

English major or international program. The company should pay more attention on 

giving them the scholarship to further their study in bachelor or master degrees  

international program or in the field that is related to their job in a university. The 

executive officers may change the requirement for the qualification of the applicants of 

Thailand Post as English skills or English qualification of the applicants should be 

considered as the first priority. 

 

Implications of the study. 

 This study has provided beneficial implications for the company. LW staff of the 

company faced the problems in English oral communication, and the problems were rated 

at moderated level. The implication can be an indicator to remind an organization about 

the problems in English oral communication of their staff. The solution suggested by the 

participants can encourage the organization to support what they require such as, an 

English training course by native English teachers or a scholarship to study English at 

language schools.  
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 In addition, the implication of this study will stimulate the Human Resource 

Department of the company to require English proficiency as an important qualification 

in the recruitment procedure. To hire the staff who are good at English may lessen 

English oral communication problems which often occurred when the staff provided 

service to the customers.  

 Lastly, Training and Development Department can employ the information about 

suggested by the participants to design or develop their training course. As the training 

and development officers, the solution suggested by the participants can provide them a 

guideline for developing English training courses which match with the staff’ 

suggestions.  

 Limitations of the study can be described as follows: 

 1. This study intended to explore the problems of English oral communication 

which focused on speaking and listening skills. Those skills were often used by the 

participants in communicating with their customers. The other skills such as reading and 

writing skills are also important for the participants to use in their career. Therefore, 

reading and writing should be included in a further study in order to reflect the problems 

in English skills of LW staff in more various aspects. 

 2. The study was conducted with only 46 LW staff from the post offices in 

Bangkok. In fact, Logispost World service is now available at 242 post offices around 

Thailand and there are a lot of post offices located at the famous areas for foreign 

travelers. The problems in English oral communication would be often found at tourist 

attraction areas and because the foreign travelers are the target customers of Thailand 

Post Company, there are a lot of foreign travelers coming to ship their items to 

international countries. Therefore, the post offices at the tourist attraction areas at other 

provinces may provide the significant information for further studies.  
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 3. Questionnaire was used in this study as a research instrument because of the 

limited time of data collection. The result from this study may not provide in-depth 

information. The other instrument such an interview method can be added for a further 

study to investigate in-depth information on English oral communication problems. 

 

Recommendations for the Further Studies. 

 This research has the recommendation for further studies as following. 

 1. The further studies should expand the scope of the study to investigate on 

reading and writing problems of the participants. According to the participants in this 

study, reading skill and writing skill will be increasingly important for them. The 

researcher will be able to study the four language skills of the staff and the finding will 

provide more useful information for the organization.  

 2. The sampling group of further studies should include the post offices which  are 

located at the other areas, especially tourist attraction areas, such as, Phuket, Chiang Mai, 

and other provinces. The result from further studies can illustrate the problems in English 

oral communication of all LW staff in the organization.  

 3. The interview should be used together with a questionnaire as the instruments 

of further studies. Questionnaire can be used to explore what the problems in English oral 

communication of LW staff are. Moreover, the interview can provide in-depth 

information regarding the problems and solution in their oral communication for further 

studies.  
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Summary of the Chapter  

This chapter presented the discussion and conclusion of the study. Before 

discussion, brief information of this study was provided. The discussion of major finding 

was presented following research questions to present the problems of English oral 

communication from the participants of this study and the solutions suggested by the 

participants in order to improve their English skills. Lastly, the limitations and 

recommendations of this study were proposed in the final part of this chapter
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Questionnaire 

 This questionnaire is designed for a graduated research project in the Master of Art 

in Business English for International Communication Program at Srinakharinwirot 

University.  Your contribution in providing useful information is greatly appreciated. All 

information provided will be kept strictly confidential. 

 

Education Background:     

(…...) Bachalor’s degree, 

Major________________________________________________ 

(…...) Master’s degree, 

Major__________________________________________________ 

 

Working experience at Thailand Post Company      

(…...) Less than 1 year 

(…...) Between 1 to 3 years  

(…...) More than 3 years 

 

Employment status in Thailand Post Company  

(…...) Temporary staff. 

(…...) Permanent staff level _____. 
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Part I:  Problems in English Oral Communication 

Direction: Please answer all questions below by putting a “√” for each statement that 

most accurately reflects the level of your agreement with each of the following English 

oral communication problems. (5 = Very High, 4 = High, 3 = Moderate 2 = Low, 1 = 

Very Low) 

 Level of Agreement 

Problems in English Oral Communication 

 

1 2 3 4 5 

Grammar problem 

1. I cannot communicate with foreign customers due to  

the lack of English knowledge. 

     

2. I do not use the correct forms of verb tense.(i.e.  

present, past and future tenses) 

     

3. I produce grammatical errors when speaking.      

Accent and pronunciation problems 

4. I speak with poor English pronunciation.      

5. I do not understand what foreign customers say 

because of their various accents. 

     

6. I produce word stress misplacements.      

Vocabulary problem 

7. I have limited vocabulary.      

8. I respond with inappropriate words.      
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 Level of Agreement 

Problems in English Oral Communication 

 

1 2 3 4 5 

9. I do not understand what foreign customers say 

because of my limitation of vocabulary. 
     

Other problems 

10. I am not confident when communicating with foreign 

customers. 
     

11. I normally think in Thai before translating to speak in 

English. 
     

12. I do not understand words or sentences when foreign 

customer speak too fast. 
     

13. Others please specify: 

……………………………………………………………

…………………………………………………………… 
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Part II:  Solution suggested by LW Staff to Improve English Oral Communication 

Level 

Direction: Please answer all questions below by putting a “√” for each statement that 

most accurately reflects the level of your agreement with each of the following English 

oral communication problems. (5 = Very High, 4 = High, 3 = Moderate 2 = Low, 1 = 

Very Low) 

 

 
Level of Agreement 

Solution suggested by LW Staff to Improve English 

Oral Communication Level 

1 2 3 4 5 

Training course at the company 

1. English speaking and listening training course by 

Thai teacher. 

     

2. English speaking and listening training course by  

native English teachers. 

     

Company scholarship and sponsorship activities 

provided by the company 

     

3. The company offers the scholarship to further their 

study in international program in the field that related 

to their job in a university. 

     

4.  The company encourages the officers to participate 

English camp activities to improve English skills. 

     

5. Company’s sponsorship for learning an English 

course at English language schools. 
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 Level of Agreement 

Solution suggested by LW Staff to Improve English 

Oral Communication Level 
1 2 3 4 5 

Self-study      

6. Consult with the English experts for suggestions.      

7. Self-study e.g. listen to music and learn from lyrics, 

watch English subtitle movies or chat with foreign 

friends. 

     

8. Others please specify: 

…………………………………………………………

………………………………………………………… 

 

     



56 
 

แบบสอบถามนีถู้กออกแบบมาส าหรับงานวจิัย ในหลกัสูตร ศิลปศาสตรมหาบัณฑิต (ศศ.ม.) 

สาขาภาษาองักฤษธุรกจิเพ่ือการส่ือสารนานาชาติมหาวทิยาลยัศรีนครินทรวโิรฒค าตอบของท่านจะน ามาใช้เพ่ือประโยชน์ในการวจิัย และ

ข้อมูลของท่านจะถือเป็นความลบั 

วฒิุการศึกษา 

(…...) ปริญญาตรี, สาขาวิชา________________________________________________ 

(…...) ปริญญาโท, สาขาวิชา__________________________________________________ 

ประสบการณ์ท างานท่ีบริษทัไปรษณียไ์ทย  

(…...) นอ้ยกวา่ 1 ปี 

(…...) 1-3 ปี 

(…...) มากกวา่ 3 ปี 

สถานภาพการเป็นพนกังานหรือลูกจา้งของบริษทัไปรษณียไ์ทย 

(…...) ลูกจา้งชัว่คราว 

(…...) พนกังานประจ า ระดบั_____. 
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ส่วนแรก: ปัญหาการส่ือสารภาษาองักฤษทั้งด้านการฟังและการพูดค าช้ีแจง : กรุณาตอบค าถามทุกข้อโดยใส่เคร่ืองหมาย “√” ส าหรับ

ความเห็นต่อปัญหาการส่ือสารภาษาอังกฤษทั้งด้านการฟังและการพูดซ่ึงมีตั้งแต่ 5 ถึง 1 (5 = เห็นด้วยอย่างมากที่สุด, 4 = เห็นด้วย       

อย่างมาก, 3 = เห็นด้วยปานกลาง,  2 = เห็นด้วยเล็กน้อย, 1 = เห็นด้วยน้อยที่สุด)  

 ระดบัความคดิเห็น 

ปัญหาการส่ือสารภาษาอังกฤษทั้งด้านการฟังและการพูด 1 2 3 4 5 

ปัญหาด้านไวยากรณ์ 

1. ฉนัไม่สามารถส่ือสารกบัลูกคา้ชาวต่างชาติเพราะฉนัขาดทกัษะทางภาษาองักฤษ      

2. ฉนัไม่ไดใ้ชรู้ปแบบกริยาในประโยคภาษาองักฤษท่ีถูกตอ้ง(ตวัอยา่งเช่น ประโยคภาคปัจจุบนั  

ภาคอดีต และภาคอนาคต) 

     

3. ฉนัมกัจะใชไ้วยากรณ์ผิดเม่ือฉนัพดูภาษาองักฤษ      

ปัญหาด้านส าเนียงและการอ่านออกเสียง 

4.ฉนัพดูภาษาองักฤษโดยออกเสียงไม่ถูกตอ้ง      

5. ฉนัไม่เขา้ใจส่ิงท่ีลูกคา้ชาวต่างชาติพูดเน่ืองจากส าเนียงท่ีแตกต่างของลูกคา้แต่ละท่าน      

6. ฉนัเนน้เสียงหนกัเบาในค าภาษาองักฤษไม่ถูกตอ้ง      

ปัญหาด้านค าศัพท์ 

7.ฉนัมีความรู้เก่ียวกบัค  าศพัทภ์าษาองักฤษไม่เพียงพอ      

8. ฉนัโตต้อบภาษาองักฤษดว้ยค าท่ีไม่เหมาะสม      

9. ฉนัไม่เขา้ใจส่ิงท่ีลูกคา้ชาวต่างชาติพูดเพราะฉนัมีความรู้เก่ียวกบัค  าศพัทภ์าษาองักฤษไม่เพียงพอ      
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 ระดบัความคดิเห็น 

ปัญหาการส่ือสารภาษาอังกฤษทั้งด้านการฟังและการพูด 1 2 3 4 5 

ปัญหาอ่ืนๆ 

10. ฉนัรู้สึกไม่มัน่ใจเม่ือตอ้งส่ือสารภาษาองักฤษกบัลูกคา้ชาวต่างชาติ      

11.ฉนัมกัจะคิดเป็นภาษาไทยก่อนท่ีจะแปลเป็นภาษาองักฤษเพ่ือท่ีจะพดู      

12. ฉนัไม่เขา้ใจค าหรือประโยคเม่ือลูกคา้ชาวต่างชาติพดูเร็วจนเกินไป      

13. อ่ืนๆโปรดระบุ: 

………………………………………………………………………………………………………

……………………………………………………………………… 
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ส่วนที่สอง : แนวทางในการพฒันาการส่ือสารภาษาอังกฤษทั้งด้านการฟังและการพูด   

ค าช้ีแจง : กรุณาตอบค าถามทุกข้อโดยใส่เคร่ืองหมาย “√” ส าหรับความเห็นต่อแนวทางในการพฒันาการส่ือสารภาษาองักฤษทั้งด้านการ

ฟังและการพูดซ่ึงมีตั้งแต่ 5 ถึง 1 (5 = เห็นด้วยอย่างมากที่สุด, 4 = เห็นด้วยอย่างมาก, 3 = เห็นด้วยปานกลาง,  2 = เห็นด้วยเลก็น้อย,          

1 = เห็นด้วยน้อยที่สุด)  

 

 ระดบัความคดิเห็น 

แนวทางในการพฒันาการส่ือสารภาษาองักฤษทั้งด้านการฟังและการพูด  1 2 3 4 5 

การจัดการฝึกอบรมที่บริษทั 

1. จดัอบรมการพดูและการฟังภาษาองักฤษโดยอาจารยช์าวไทย      

2. จดัอบรมการพดูและการฟังภาษาองักฤษโดยอาจารยช์าวต่างชาติเจา้ของภาษา      

การให้การสนับสนุนทุนการศึกษาหรือค่าใช้จ่ายในการฝึกอบรมและการจัดกจิกรรมต่างๆโดยบริษทั 

3. บริษทัสนบัสนุนทุนการศึกษาในระดบัปริญญาตรีและปริญญาโทในหลกัสูตรนานาชาติ 

ในสาขาท่ีเก่ียวขอ้งกบัหนา้ท่ีการงาน 
     

4. บริษทัสนบัสนุนให้เจา้หนา้ท่ีเขา้ร่วมกิจกรรมเขา้ค่ายภาษาองักฤษเพ่ือพฒันาทกัษะทาง

ภาษาองักฤษ 
     

5. บริษทัสนบัสนุนค่าใชจ่้ายส าหรับคอร์สเรียนภาษาองักฤษท่ีโรงเรียนสอนภาษาให้แก่พนกังาน      
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 ระดบัความคดิเห็น 

 1 2 3 4 5 

การฝึกฝนด้วยตนเอง 

6. การปรึกษากบัผูเ้ช่ียวชาญทางภาษาองักฤษเพ่ือขอค าแนะน า      

7. การเรียนรู้ดว้ยตนเองตวัอยา่งเช่น การฟังเพลงภาษาองักฤษและเรียนรู้ค  าศพัทภ์าษาองักฤษจาก

เน้ือเพลง, การดูหนงัพากยภ์าษาองักฤษ, การพดูคุยผา่นโปรแกรมคอมพิวเตอร์ออนไลน์กบัเพ่ือน

ชาวต่างชาติ 

     

8. อ่ืนๆโปรดระบุ : 

……………………………………………………………………………………………………

……………………………………………………………… 
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