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ABSTRACT 
This research aims to investigate the satisfaction of foreign tourists with the English 
communicative competence of hotel/resort staff on Koh Chang, Trat Province, Thailand.  
The measures of this study were a questionnaire which assessed the degree of satisfaction 
and in-depth interviews with three participants. Data was collected from 149 foreign 
tourists, who had stayed at various accommodations on Koh Chang while they visited the 
island between May and December 2017. The findings showed that overall satisfaction 
with English communicative competence was at a high level (x̅ = 4.14). Additionally, five 
factors of competence were examined in detail. The analysis of these five factors of 
competence—rules of word formation and vocabulary, sentence formation, logical form of 
sequencing ideas, logical form of utterances, and appropriateness of communicative acts—
demonstrated that appropriateness of communicative acts was the most significant 
competence with regard to tourist satisfaction. This finding is in-line with the in-depth 
interviews which raised some concerns about the appropriateness of asking questions 
during small talk.  Some inappropriate questions that the tourists mentioned concerned 
income, family, private life, etc., which suggests a lack of cultural sensitivity by hotel 
staff.  Sociocultural awareness is an important factor which should be included in the 
ESL/EFL learning context.  
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Introduction 
In Thailand, Tourism is an important economic activity.  The number of foreign 

tourists reflects the total country revenue at 2.76 trillion or 20% of the country’s GDP.  In 
2016, Thailand welcomed a record number of 32.6 million visitors and the revenue of 
THB 1.6 trillion coming from international tourist.  In 2017, the revenue from foreign 
tourist is about THB1.8 trillion from the total of 35 million of international tourists (TAT, 
2017) and the country is expected to remain a prime tourist locations in the years to come.  
Thailand has a well-developed hotel industry to serve international tourists.  The annual 
Tourism Authority of Thailand (TAT) Action Plan meeting for 2018 held on 11-14 July, 
2017.  TAT has used tourism to pave the way for Thailand to be a preferred destination 
among international visitors.  For the international marketing plan strategy, TAT has 
segmented target customers worldwide ranging from first-timers to repeaters, and other 
niche markets such as wedding and honeymoon. (TAT, 2017)  In line with the country’s 
fast growing of tourism industry, the English language capacity of those who work in the 
industry is significant.  The growth of tourism industry in Thailand paves the way to the 
importance of English communication in order to deal with tourists from various parts of 
the world.  English as international lingua franca is the medium of communication in this 
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context.  Having English communicative competence is essential and beneficial.  To 
understand the importance of communicative competence, it is essential to look at what 
communicative competence is.  Furthermore, this study is an attempt to inquire whether 
the staff in the tourism industry is well-equipped with communicative competence to do 
the job effectively. 

 
Purpose of the study  
1. To study the level of satisfaction of foreign tourists with English communicative 
competence of hotel/resort staff on Koh Chang, Trat 
2. To study the relationship between English communicative competence of 
hotel/resort staff and the level of satisfaction towards hotel/resort’s service and 
psychological states? 
 

Literature Review 
Several studies studied the satisfaction on language and communication in hotel 

industry from various angles.   
From hotel’s staff angle, the study of Dawson, M. & Madera, J. & Neal, J. & Chen, 

J. (2012) mentioned that communication satisfaction is an important antecedent of 
significant work outcomes. Therefore, the study examined how organizational practices 
influence the communication satisfaction of lodging managers. The results showed a 
strong correlation between organizational practices that deal with language barriers and 
the communication satisfaction of the managers. Management awareness and 
encouragement to improve English skills were independently correlated with 
communication satisfaction.   

From educational angle, Yasmin, M. & Sarkar, M. & Sohail, A. (2016) explored 
the specific language needs of students in the hotel industry in Pakistan and evaluated a 
textbook to determine its suitability for subject-specific communicative needs.  The 
findings highlighted the communicative activities and language skills required by the 
students. They also recommended to consider communicative activities and skills while 
designing English language courses for the hotel industry.   

From hotel customer’s angle, Srinivas Rao, P. and Padma Charan, S. (2013) 
studied five factors of service quality by focusing on the front office staff only, and 
explored the customers’ expectations and perception levels of these services. The results 
showed that effective communication was the most important factor that contribute to 
customer satisfaction.   

Despite many attempts to measure and explain customer satisfaction regarding 
language capabilities, there still does not appear to specifically focus on communicative 
competence. 
 
Communicative Competence 

Canale and Swain (1980) has conceptualized what is “communicative 
competence”. According to Canale and Swain (1980), communicative competence is the 
ability to use language correctly, appropriate to situations and express suitable behavior in 
cultural context of communication.  They argued that the ability to communicate required 
three different sub-competencies: grammatical (ability to create grammatically correct 
utterances), sociolinguistics (ability to produce sociolinguistically appropriate utterances), 
and strategic (ability to solve communication problems as they arise).  Canale (1983, 
1984) then added the fourth subcompetency: discourse (ability to produce coherent and 
cohesive utterances).  This competency is occurred when forms and meanings are 
combined in order to achieve a meaningful unity of spoken or written texts.  This revised 
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communicative competence model showed that the grammatical and discourse reflects the 
use of linguistic system whereas the sociolinguistic and strategic component is the 
functional aspect of communication.  Their concept is on the same pace as Hymes’s 
definition of communicative competence.  Hymes (1972) proposed a framework consisted 
of four components: possibility, feasibility, appropriateness and occurrence.  Hymes 
defined communicative competence as an inherent grammatical competence and the 
capability to use grammatical competence in various situations.   

The concept of communicative competence of Canale and Swain has been 
modified and clarified by several researchers (Widdowson, 1983; Savignon, 1983; Brown, 
2007). Widdowson (1983) made a distinction between competence and capacity.  He 
reflected on the relationship between competence and performance.  He added that we 
should also give an attention on how to perform.  Savignon (1983) raised the importance 
of cultural awareness in communication.  She concluded that “the effective use of coping 
strategies is important for communicative competence in all contexts” 

Brown (2007) has added more elements in communicative competence.  Brown 
mentioned that communication is a series of elements with purpose and intent.  That is to 
say, the language learners should understand the purpose of communication and how to 
achieve it through linguistic forms. 
 

Methodology 
 The measures of this study were a questionnaire which assessed the degree of 
satisfaction with 149 visitors and in-depth interviews with 3 visitors.  Data was collected 
from 149 foreign tourists, who had stayed at various accommodations on Koh Chang 
while they visited the island between May and December 2017. 

The questionnaire is developed to study the level of customer satisfaction with the 
English communicative competence of hotel/resort staff.  The questionnaire is comprised 
of three parts.  Part 1 is a list of questions about demographic information.  Part 2 is a list 
of questions relating factors that affect customer satisfaction on hotel’s staff 
communicative competence.  The factors are grounded on components mentioned in 
communicative competence approach.  The last part is asking about the level of 
satisfaction on hotel’s staff communicative competence.  Furthermore, personal interviews 
with three hotel customers were conducted to understand the level of satisfaction and 
concern, if any. 
 
Research Finding 

1) Respondent background information 
One hundred forty-nine visitors who were on trips to Koh Chang participated in this 

study. Table 1 provides their background information.  
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Table 1  
Background information of the 149 respondents 
  No of tourist % 
Gender Male 69 46.3 
 Female 

N/A 
69 
11 

46.3 
7.4 

Age 18-25 
26-30 
31-40 
41-60 

Above 60 
N/A 

26 
26 
44 
39 
11 
3 

17.4 
17.4 
29.5 
26.2 
7.4 
2.0 

Nationality European 
Asian 

American 
Latin American 

African 
Australian and New 

Zealander 
Others 
N/A 

85 
18 
17 
7 
2 
9 
 
6 
5 

57.0 
12.1 
11.4 
4.7 
1.3 
6.0 

 
4.0 
3.4 

Education  High school 36 24.2 
 Associate Degree 20 13.4 
 Bachelor Degree 65 43.6 
 Master/Higher Degree 19 12.8 
 N/A 9 6 
Occupation government sector 

private sector 
business-owner 

student 
other 
N/A 

 

17 
36 
32 
17 
33 
14 

 

11.4 
24.2 
21.5 
11.4 
22.1 
9.4 

 
 

To summarize, a similar number of male and female respondents completed the 
questionnaire. With regard to the age range, the majority of respondents ranged in age 
from 31-40.  Interestingly, the majority of respondents (57 %) were European. 

 
2) Background of visitors in regard to traveling to Koh Chang 

The background data of the 149 foreign visitors, traveling to Kohn Chang is shown in 
Table 2. 
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Table 2 
Background information in regard to traveling to Koh Chang 
  No of tourist % 

Have you been to Koh Chang before? Yes 76 51.0 
 No 

N/A 
72 
1 

48.3 
0.7 

You are traveling alone 
With others 

N/A 

40 
105 

4 

26.8 
70.5 
2.7 

Purpose of visiting Leisure 
Business 

Visiting friends/family 
Other 
N/A 

91 
6 

17 
17 
18 

61.1 
4.0 
11.4 
11.4 
12.1 

Tourism type Group Tourism 
Personal Tourism 

N/A 

16 
104 
29 

10.7 
69.8 
19.5 

What’s the rating of your hotel?  1 star 
2 stars 
3 stars 
4 stars 
5 stars 
N/A 

1 
6 

28 
51 
38 
25 

0.7 
4.0 
18.8 
34.2 
25.5 
16.8 

 
3) Questionnaire findings 

The major purpose of the present research was to find the satisfaction level of 
foreign tourists with the English communication abilities of hotel/resort staff on Koh 
Chang, Trat Province. The findings in table 3 showed that satisfaction with English 
communication abilities was at a high level (x̅ = 4.14). 
 
Table 3 
The satisfaction of foreign tourists with the English communication abilities of hotel/resort 
staff 
 

Statements !" #. %. Interpretation 
1.Giving prompt service to the tourist at the 
promised time 4.20 0.691 Satisfied 

2.Responding promptly to your questions 4.20 0.713 Satisfied 
3.Responding  promptly to customer requests 4.19 0.708 Satisfied 
4.Having communicative competence 4.03 0.704 Satisfied 
5.Understanding the specific needs of customers 4.10 0.808 Satisfied 
6.Overall tourist satisfaction level with hotel 
staff’s communicative competence 4.10 0.764 Satisfied 

Total 4.14 0.731 Satisfied 
 

Concerning the six statements in regard to the tourist satisfaction, the participants 
responded with the highest satisfaction on the statements of “Giving prompt service to the 
tourist at the promised time” and “Responding promptly to your questions” at 4.20. The 
tourists rated the statement of “Responding promptly to customer requests” as satisfied 
(x̅=4.19). “Understanding the specific needs of customers” and “Overall tourist 
satisfaction level with hotel staff’s communicative competence” were also mentioned at 
the satisfied level (x̅= 4.10). Finally, the satisfaction level with respect to “Having 
communicative competence” was at the satisfied level (x̅ = 4.03).  
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 In addition, five factors of competence were examined in details. The analysis of 
these five factors of competence—word formation and vocabulary, sentence formation, 
logical form of sequencing ideas, logical form of utterances, and appropriateness of 
communicative acts—demonstrated that appropriateness of communicative acts was the 
most significant competence with regard to tourist satisfaction (see table 4). 
 
Table 4 
The analysis of five factors of competence 

Factor N Mean S.D. Mode Median 
1.Rules of word formation and  
vocabulary 106 3.02 1.524 1 3.00 

2.Sentence formation 103 3.24 1.431 5 3.00 
3.Appropriateness of 
communicative acts 104 2.22 1.314 1 2.00 

4.Logical form of utterances 107 2.96 1.213 3 3.00 
5.Logical form of sequencing 
ideas 104 3.26 1.307   3* 3.00 

* Multiple modes exist. The smallest value is shown 
 

4) Interview Findings 
In addition to the quantitative data (i.e., questionnaire results revealing participants’ 

satisfaction with the English communication abilities of hotel/resort staff), the data was 
also investigated through some interviews. Each interview took between 15 to 20 minutes.  
Three foreign tourists (an American, a British person and a Dutch) participated in these 
interview sessions. All three participants were visiting Koh Chang for the first time. The 
interviews delved into three areas.  
 1. Koh Chang’s beauty. All three interviewees visited Kon Chang for the first time. 
The natural beauty of Koh Chang was the focus for their visit. They did not have much 
expectation regarding the convenience or luxury level of accommodations on Koh Chang.    

2. Accommodations on Koh Chang. All three interviewees had similar opinions 
about the accommodations on Koh Chang. They mentioned that the majority of 
accommodations seemed convenient, clean, and safe with reasonable prices. 
 3. Service and English communication abilities of hotel staff on Koh Chang. All 
interviewees agreed that the English communicative ability of hotel staff was a significant 
factor with their satisfaction. They were particularly satisfied if the staff working at the 
reception desk were welcoming, as well as having an ability to communicate well in 
English. Moreover, their abilities with regard to responding in inquiry quickly and dealing 
with problems promptly were also relevant to their satisfaction.                                             
 The two primary suggestions with regard to improvement of staff English 
communication skills from the interview session are 1.) Western cultural awareness and 
2.) The ability to engage in appropriate small talk. Some Thai hotel staff on Koh Chang 
asked some inappropriate questions, such as “how much do you earn?” or “are you 
married?” The hotel staff, particularly receptionists, should further develop their English 
abilities and be able to carry on various conversations on general things. 
 

Discussion 
 This research aimed to investigate the satisfaction of foreign tourists with the 
English communication abilities of hotel/resort staff on Koh Chang, Trat Province, 
Thailand. The research instruments were a questionnaire which assessed the degree of 
satisfaction and in-depth interviews with three participants. Data was collected from 149 
foreign tourists, who had stayed at various accommodations on Koh Chang while they 
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visited the island between May and December 2017. The findings of this study will be 
discussed further below. 
 The primary findings of this study indicated that the overall satisfaction with 
English communications competence was at a high level (x̅ = 4.14). Interestingly, the 
analysis of five factors of competence (see details in Table 4) demonstrated that 
appropriateness of communicative acts was the most significant competence with regard 
to tourist satisfaction. Similarly, the data from the interview findings demonstrated the 
cultural sensitivity concerns of the asking inappropriate questions by hotel staff due to 
cultural differences. This highlights how intercultural communication between native 
speakers and non-native speakers from different culture may lead to misunderstanding 
(Saville-Troike, 1982) which is an obstacle to cross-cultural communication. To achieve 
the cross-cultural communication, it is essential for language users know what to say, to 
whom to say it, and when, why and how to say it appropriately in various contexts. The 
ability to use language features grammatically in appropriate contexts is a must (Bachman, 
1990). In other words, apart from linguistic competence, pragmatic competence—the 
ability to use the language appropriately in different cultural contexts of communication 
(Fujioka, 2003; Garcia, 2004)—is essential in successful inter-cultural communication. 
The present findings are in line with previous studies (Lin, 2008; Wannaruk, 2005; Zhuge 
& Wu, 2005) showing the lack of sociocultural awareness and pragmatic knowledge of L2 
learners. 
 
Limitations 
 One limitation from this study was that the length of time taken for data collection 
was longer than planned due to the small number of foreign visitors in the low season 
(May-October). Therefore, time management is likely to be more carefully considered for 
the next study. 
 

Conclusion and recommendation from the study 
  To sum up, this research aimed to investigate the satisfaction of foreign tourists 
with the English communication abilities of hotel/resort staff on Koh Chang, Trat 
Province, Thailand. The significance of cultural differences with regard to communication 
was showed in this study. The findings support the significance of both linguistic and 
pragmatic competences in communication. Being sensitive to cultural differences may 
lead to more pragmatic competence. Therefore, it is suggested that the inclusion of 
sociocultural awareness would be beneficial in English language training for hotel staff 
and other ESL/EFL learning contexts. 
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