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The Study of Expenditure-Behavior Visitors’s Influencing Factors
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Abstract
The Study of Expenditure Behavior Visitors’s Influencing Factors at Kad Kong Ta Lampang Province. The
objective of the study were to examine the expenditure behavior and marketing mix factors influencing
to the visitors. To investigate the relationship between demographic characteristics and expenditure of
the visitors, The sample used in the study , drawn by the method of convenience sampling consisted of
400 visitors who make purchases at Kad Kong Ta Lampang . The data were analyzed by the application
of frequency,percentage, standard deviation and Chi-Square Test.

The results of the study showed that .more than half of the visitors were female under 20 years
old, completed lower than bachelor degree, most of the visitors were high school/college students,earmned
an average monthly income of 5,000 Baht and lived in lampang .Most of the visitors monthly make

purchases at Kad Kong Ta,Lampang, purchasing were made between 18.00-20.00 hours,average spending

25



wﬁmmé’aauﬁ MIUTEYIVINTTLAUTRAUALUIUVIR
WRalnsIvIN1IATIN 8

was 500-1,000 Bath on food / Ancient desserts .The visitors made purchasing decision by themselves. The
overall marketing mix fators of Kad Kong Ta Lampang demonstrated the high level of significance,
and these factors could be ranked from high to-low-levels as follows: product; people; process; price;
distribution channel; promotion and physical characteristics,respectively. The results of hypothesis testing
indicated that demographic characteristics: “gender, age, level of education, occupation, average monthly
income and residence had relationship with the expenditure behavior of the vistors.

Keywords: expenditure, visitors, Kad-Keng Ta Lampang, Expenditure Behavior
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Abstract

This research aims to study the personal factors of tourists, tourist behavior who visited cultural
tourist attraction and marketing factors that influenced travelling to the cultural tourist attractions in Muang
District, Lamphun. The study was done by using data collection method; questionnaire to 400 Thai tourists

who visited Muang District, Lamphun.
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The study found that 1) In personal factors, most of the respondents were single female, aged
between 18 and 25 years old, bachelor degree education, and employed in private companies who earned
a monthly income around THB 10,000 - 20,000 and currently live in the North. 2) The study of behavior of
Thai tourists making their decision to travel to Muang District, Lamphun found that they visited the places 2-
3 times a year to relax with their families by their own vehicles for 2-3.days and stayed in their private places
without reservation for the hotelsand spent around THB 501-1,000 in each time. Most tourists were interested
in sprinkle water onto a Buddha image tradition. The downside factor-of travelling was the pollutions. 3) Based
on the level of decision making in. Muang District, Lamnphun found that the decision making level of Thai
tourists was at a high level ( x = 3:92). The result of find decision level which categorized in each factor found
that products factor at a high level ( x =4.03), the pricesfactorwere in a high.level ( x = 3.80), the place factor
at a high level ( x = 3.91), the promotion factor at. a high-level ( x = 3.50), thé people factor at the high level
(X = 3.68), the process factor at a high level'( x = 4.18) and the physical evidence factor at the high level (
X = 4.34). 4) The result of hypothesis test was a significance level of 6,05. It also found that personal factors
in gender related to market factors influencing the decision:of tourists to visit the cultural tourist attractions
in Muang District, Lamphun. In terms of the promotion factor. In_personal factors, promotions, marital status,
occupation and current residency related to marketing factors affecting the decision making of tourists to visit
cultural tourist attractions in Muang District, Lamphun. In terms of the product factor, the price factor, the
place factor, the promotion factor, the people factor, the process factor and the physical evidence factor

Keywords: Factors influencing tourism, Thai tourists, Tourist behavior, Cultural Attractions
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ABSTRACT

The research aimed to study the marketing mix factors affecting the decision making on the
purchase of organic agri products, and the purchasing behavior of organic agri products on consumption.
Samples of this study were drawn from the population in Pathum Thani Province in 7 districts and the
sample size was 400. Data were collected by using questionnarie. Statistical ananlysis of the data were
descriptive statistic including frequency, percentage, mean, standard deviation. Inferential statistic was t-
test and One-Way ANOVA. The research findings revealed that most of the correspondents were female,
aged between 46 and 55 years old, holding a bachelor’s degree, government officers or public enterprise’s

employees, earning a monthly income of 10,001-20,000 baht, and married. The perception of marketing
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mix were low in product aspect, moderate in price aspect, low in place aspect, and moderate in promotion
aspect. Regarding to purchasing behavior, buying products from the fresh market was convenient. The
reason for buying organic agri products was the health-issue of themselves and family members. The brand
loyalty of organic agri products was at moderate level. Even though the price of organic agri products was
rising, consumers still bought them. Moreover, the hypothesis testing at the-0.05 significance level showed
that the perception of marketing mix in product aspect differed across gender and the perception of
marketing mix in all aspects differed-across all education levels.

Keywords Marketing Mix Factors ' Organic Agri Products
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Abstract

This research was aimed to. investigate attitudes towards. English speaking of fourth-year
undergraduate English major students: One hundred English-majors were selected to be samples for the
study using the purposive sampling method. The questionnaires were used to collect data, which were
analyzed using descriptive statistics including percentage, mean, standard deviation (S.D.). The results
revealed that attitudes in the cognitive component displayed the highest mean (><_: 431 /SD = 0.15).
Considering the affective component, “Being able to speak English gives you a feeling of success.” displayed
the highest mean (><_: 4.53 /S.D. = 0.73), followed by the behavioral component in which “You think if you
put much effort in practicing, you can speak English well.” displayed the highest mean (x_: 4.62/S.D. =
0.70). “You speak English because you want to communicate with foreigners.” displayed the highest mean
in the cognitive component (x_: 4.31 / S.D. = 0.15). The results reflected the subjects’ positive attitude

towards their ability to speak English with foreigners and realized the importance of English.

Keywords: Attitude, English Major Students, English Speaking, Speaking Skill

1. Introduction

Nowadays, English is widely used, both in native English and non-native English speaking countries,
reflecting that it is very important in communication (Graddol, 2007). The language increasingly plays more
roles due to globalization as it is a tool that corrects developmental inequality. Not only people in native
English speaking countries — Great Britain, USA, Canada, Australia, and New Zealand - but also people from
different countries use English in their communication. It can be said it is the world’s medium language.
Supattra Aksaranukro (1996: 33-34) and Radolph (1985, cited in Chirdchoo, 2002) stated that there are no
languages other than English being used in the educational cycle or considered to be an international
language. In Thailand, especially in Thai education, English courses are either compulsory or elective
courses. Studying English at a university is independent. Students learn new knowledge which is beneficial

for their future careers or further education abroad. English, then, is vital for education and profession.
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Ability to speak English which is the world’s language depends on a number of variables.
One of the most important ones is attitudes. Attitudes can influence English speaking behaviour. If learners
have positive attitudes towards it, they will speak-English effectively (Gardner & Lambert, 1972). Positive
attitudes towards English enhance learners’ motivation-to_improve their English speaking techniques as
speaking is the first stage in communication..RPositive attitudes, then, can lead to effective learning. Kelly
and Watson (1980, cited in Panyajirawut, 2009) stated that there were two factors contributing to English
speaking. The first one is an internal factor, self-acceptance. Those knowing their English ability level are
considered to have positive attitudes. The other is an external one, environment which facilitates English
speaking. Every individual 'should 'expose himself to English speaking situations. Attitudes can be either
negative or positive. Theoretically, Thai students majoringin English at Thai universities are not exposed to

English, but they can speak Enslish as they have positive attitudes toward English speaking.

2. Attitude Frameworks

Definitions of attitude are not clearly determined and_not generally accepted by psychologists
and scholars. Researchers studying attitudes differently defined the term based on their understanding of
it. (New Comb, 1954; Thurstone, 1967; Anastasi, 1976 cited .in Mingbanjerdsuk, 2007) defined it as an
individual’s feeling towards a stimulus which is determined to be positive or negative. There are three
attitude components: affective, behavioral, and cognitive components. Going accordingly with each other,
the three components make a complete attitude (McGuire, 1969; Jenkins, 1972; Kechakupt, 1996). The
affective component relates to an individual’s emotion or feeling towards something. Emotional state can
enhance an individual’s positive or negative experience. The behavioral component relates to an
individual’s readiness to do an action caused by what one feels or thinks. The revealed behavior may
reflect approval or rejection which is noticeable. The cognitive one is an individual’s feeling of satisfaction
or dissatisfaction towards something. This component is formed by past experience learned through

conditions and causes either positive or negative feelings towards what is learned.

3. Statement of the problem

Among four English skills, speaking skill is the biggest problem for Thai students. When mostly
used, speaking is a key to effective language learning. Thamajaree and Sa-ngiamwiboon (2014) stated that,
if we could not communicate with others, we would lack an opportunity to improve ourselves leading to
a lack of job opportunity. Therefore, learners needed to prepare themselves for their future. English majors
have more English courses than others and have four years of English learning experience from their
participation in English classes and activities. That is why most of them can speak English well. Moreover,
they have opportunity to fully express their opinions in English. However, other factors besides teaching
and studying, one of the crucial factors of good English communication is attitudes Walberg (1989). Whether
or not they speak English well is caused by their attitudes. The attitude can be motivated the leaners to

speak English well. This fact inspired the researcher to investigate attitudes of fourth-year English majors to
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discover if those three components are significant and have great impacts on their English speaking

throughout their four years of study.

4. Methodology
4.1 Subjects

The subjects were 100 fourth-year-English majors studying at the Faculty of Liberal Arts, Rangsit
University enrolling in an English course in"semester one of the academic year 2017. The subjects were
selected using the purposive sampling method.
4.2 Instrument

The instrument used for the data collection was a 'set of questionnaires adapted from that of
Parichart Toomnan (2014). The questionnaire comprised two parts. Part | comprised questions about general
information of free respondents, and Part'll comprised 18 questions about attitudes in three components:
affective, behavioral, and cognitive components (6 questions each).
4.3 Data Collection

The questionnaires were distributed to 125 subjects in-a course under the Department of English
Language. However, only one hundred questionnaireswere proved valid and could be used for data analysis
as the rest, twenty-five questionnaires, were incomplete:
4.4 Data Analysis

The researcher analyzed the data in part |, presenting them in percentage. In part Il, the data were
presented through mean (><_) and standard deviation (S.D.). The researcher applied the 5-point Likert scale,

which, after analyzed, the mean scores could be interpreted through the 3 ranges as follows:

Mean range Interpretation
3.67 - 5.00 High
2.34 - 3.66 Moderate
1.00 - 2.33 Low

5. Results
5.1 Demographic Profile (Part 1)

The results of the analysis clearly show that most of the samples are female with the age range
of 21 — 23 years old. Most of them have learned English for 15 years, it can be assumed that most of them
started studying English at the elementary level, and used it many times a day. Considering chances to go
abroad, 55 samples have been abroad before while the other 45 have not. Among these 43 of 55 samples,
78.2% of them have been to non-native English speaking countries. In addition, 50% of the samples uses

English to communicate with their family members.
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5.2 Attitudes towards English Speaking (Part 1)

Table 1. Comparison of three attitude components: affective, behavioral and cognitive components

Attitude Level

Attitude High Moderate Low

Component

0. S.D. S.D.

X
X
x

1. Affective Component 4.03 [ 0.14

2. Behavioral Component 356 | 0.18
4.3
3. Cognitive Component 0.15
1
Total 396 | 0.83

Table 1 shows the comparison-of three-attitude components. The cognitive component displays the
highest mean (><_: 4.31 /S.D. = 0.15), followed by the affective component (><_: 4.03 / S.D. = 0.14) and the
behavioral component, (><_: 3.56 / S.D. = 0.18). The average of the three components was at a high level
(x = 3.96 / SD. = 0.83).

Table 2. Respondents’ affective attitudes towards English speaking

Affective Attitude Level
Component High Moderate Low

x | sD | x | sp| x | so
Ite

1. You feel satisfied with
4.39 | 0.64
speaking English.

2. Speaking English is fun. 439 | 0.64

3. Being able to speak
4.5
English gives you a feeling 0.73

of success.

4. You are not worried
about making mistake 334 | 0.84

when you speak English.

5. You are not afraid of

being laughed at when you 340 | 1.01

make mistake in speaking.
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6. You like speaking English
4.15 | 0.82
with foreigners.
Total 4031 014

Table 2 displays the mean and S.D.values of their attitudes. In-terms of the “Affective” component,
it was found that the average mean of this-aspect was at a high level, (>-<_: 4.03 / S.D = 0.14). “Being able
to speak English gives you a feeling of success.” displayed the highest.mean (><_: 4.53 /S.D. = 0.73),
followed by “You feel satisfied with speaking English.” and “Speaking English is fun.” which displayed the
same value (x = 4.39 / S.D. =0.64) and You like speaking English with foreigners.” (x = 4.15 / SD. = 0.82),
“You are not afraid of being laughed at when you make mistakes in speaking.” (><_: 3.40 /S.D. = 1.01), and
“You are not worried about making'mistakes when you speak English.” (><_: 3.34 /'S.D. = 0.84), respectively.

Table 3. Respondents’ behavioral attitudes.towards English speaking

Behavioral Attitude Level

Component

High Moderate Low

Items b - -

S.D. X S.D. S.D.

x
x

7. You speak English
3.69 | 1.15
because you have to do it.

8. You think you speak
332 | 1.07
English well.

9. You can mimic other
3.11 | 1.05
accents well.

10. You think if you put
4.6
much effort in practicing, 0.70

you can speak English well.

11. At school, if you didn't
know how give and answer
in English for sure, you 3.07 | 1.22
would sometimes answer

out loud in class anyway.

12. You like to mimic other
3.54 | 1.11
people’s accents.

Total 356 | 0.18
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Table 3 displays the mean and S.D. values of their attitudes. In terms of the “Behavioral”
component, it was found that the average mean of this aspect was at a moderate level (x_: 356/SD. =
0.18). “You speak English because you have to do-it.” displayed the highest mean (x_: 3.69 / S.D. = 1.15),
followed by “You like to mimic other people’s accents.” (x_: 3.54 / S.D. = 1.11), “You think you speak
English well.” (x = 3.32 / S.D. £ 1.07);“You.can mimic'othefaccents well.” (x = 3.11 / S.D. = 1.05), and “At
school, if you didn't know how give and answer in English for sure;you would sometimes answer out loud
in class anyway.” (><_:3.07 / S.D, =21.22), respectively.

Table 4. Respondents’ cognitive attitudes towards English speaking

Cognitive Attitude Level
@ t
OMPOnTe High Moderate Low
TS x | sb. ¥ x /] sp/) x | sb.
13. Speaking English'is
4:69-—0:99
important to you in general.
14. You speak English because
it will make your parents or 3.84 1.09

your teacher proud of you.

15. You speak English because
you want to communicate with 4.76 1.07

foreigners.

16. Speaking English is
important to you because you 4.36 0.73

might study overseas.

17. Speaking Ensglish is
important to you because you 4.46 1.13

might need it later for your job.

18. You speak English because
all educated people can do 3.72 1.11
that.

Total 4.31 0.15

Table 4 displays the mean and S.D. values of their attitudes. In terms of the “Cognitive”
component, it was found that the average mean of this aspect was at a high level (><_= 4.31/S.D. =0.15).
“You speak English because you want to communicate with foreigners.” displayed the highest mean (x_=
4.76 / S.D. = 1.07), “Speaking English is important to you in general.” (x = 4.46 / SD. = 0.99), “Speaking
English is important to you because you might need it later for your job.” (><_= 4.46 /S.D. = 1.13), “Speaking
English is important to you because you might study overseas.” (><_= 4.36 / S.D. = 0.73), “You speak English
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because it will make your parents or your teacher proud of you.” (><_: 3.84 / S.D. = 1.09), and “You speak

English because all educated people can do that.” (x_: 3.72/ S.D. = 1.11), respectively.

6. Discussion and conclusion

Based upon the three components|of attitudes, the results of this study can be discussed as
follows; considering the affective component, most samples-werelikely to agree with the statement that
“Being able to speak English’ gives you a feeling of success.” This. reflected that most students viewed
English as a tool leading to success. If they could speak Enslish fluently,they would have a higher chance
of success. From this point, it was evident that students’ attitudes towards the second language highly
influence the accomplishment.in-language learning (Selenami & Hanfi, 2013.as cited in Hongsukan, 2014:6).
In addition, apart from other mental factors and learning abilities, students’ perceptions and attitudes could
effectively lead them into the second language learning (Gardner and Lambert, 1972). This point is
supported by the fact that most samples agreed with-the statement “You feel satisfied with speaking
English” and “Speaking English is fun.” Most of the samples were English major students, so they might feel
satisfied and enjoyed communicating in_Enslish. These samples also-added in the open-ended question
that it was challenging speaking other languages and having friends of different nationalities was good
because they would have a chance to speak English. The percentages of the samples who agreed with
these two statements were very close. In addition, Language learners’ feelings and emotions were likely to
affect the perspectives and attitudes towards language learning and could help students to express positive
or negative feelings towards particular situations (Abidin, M. J. Z., Pour-Mohammadi, M., and Alzwari, H.,
2012: 2). In addition, feelings and emotional states of the learners could generate positive and negative
experience which were believed to have a great impact on learners’ desire to learn. Theoretically, in order
to evaluate learners’ emotions and feelings, most researchers tended to employ a satisfaction survey which
yielded reliable results since feelings and emotions towards something were hard to be changed when
compared against facts which could be altered with sufficient reasons (Jenkins, 1972).

When the samples were asked to express their opinions towards the statement “You are not
worried about making mistake when you speak English” and “You are not afraid of being laughed at when
you make mistake in speaking.” most of them said that they felt challenged when speaking English and
they were not afraid of making mistakes. This might be because these samples had studied English with
foreign teachers for a long time. So, they had got many chances to sharpen their speaking skill either by
talking to their foreign teachers or presenting their projects in front of the class in English. Spence (1936, as
cited in Chipan, Promkaew, and Seenak, 2013:12) proposed that negative feelings such as worries and panic
could generate some sort of behaviors. They sometimes stimulated learnings and increased effectiveness
in working and learning. Although worries might deter learners during the initial stage of learning, they could
become positive force once the learners had created the right learning habits. Furthermore, Levitt (1938,

cited in Chaipan, Promkaew, and Seenak, 2013: 12) explained that the influence of worries mostly depended
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on situations and stimulus as well as goals and values held by individuals. Therefore, worries could yield
both positive and negative outcomes. In addition, different people had different ways to deal with worries
which might or might not be relevant to their work; depending on how a person perceived that work.

In the aspect of behavioral component, most of the samples tended to agree with the statement
“You think if you put much effort in practicing, you can speak English.well.”This reflects the belief held by
students that if they put much effort in learning and kept practicing, they could really excel in English. Many
scholars (Maslow, 1954: and Herzberg, 1959 cited in Atsawakarn, 2004)-believed that motivation was closely
related to perception and individuals’ effort. Normally, people who worked harder tended to expect greater
outcome, and at the same time the outcome itself would indicate thelevel of effort one had to put in
doing something. The results of satisfaction with the goal determines the level of effort and the effort will
lead to be success. Kara(2009:100) language learners have agreater willingness to integrate life skills training,
how to remove obstacle, and participate in emotional. When the samples/ were asked to express their
opinions towards the statement “You speak English because you-have to do it.”, the results reflected that
most samples agreed since they were English major students and they were expected to be able to speak
English well. In addition, students were required to take many compulsory English courses, so it was
inevitable for them to use English. According te Toosiri (2005, as cited in Wanthanasut, 2008:7), English had
become an important course taught in schools and universities since fluency in English determined
opportunities in work and education. Therefore, learners must speak English with confidence in order to
achieve the communicative purpose.

Finally, considering cognitive component, most samples tended to agree with the statement that
“Speaking English is important to you in general” and “You speak English because you want to
communicate with Foreigners.” This reflected the fact that English had become a means of communication
for people from all corners of the world. The samples also added that speaking English was crucial, and if
they could speak English, they would be preferred when applying for a job. This was most students’
motivation to learn English. As mentioned by Khamkien (2010, as cited in Srisang, 2014), motivation had a
great impact on English learning and a key to indicate readiness of the learners. According to Nunan (1999,
as cited in Juhana, 2012:103), learning stemmed from discovery and experience. It was also the outcome
of motivation and confidence a learner had when learning a language. These factors would lead to

effectiveness and competence in learning a language.

7. Recommendations for further studies

7.1 Further studies may investigate learners’ attitudes by selecting samples from other fields of study such
as science or technology since they may have different attitudes when compared to the results of this
study.

7.2 To investigate attitudes of Thai students and non-native English speaking students and compare the
results because the background of Thais and Foreigners are different.

7.3 Studying other factors influencing English speaking skill apart from attitudes towards speaking English.
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7.4 1t should be put an emphasis on attitudes towards other skills of English such as writing or reading.
Because this study focuses on specific in English Speaking, this will be known the attitude of each
components in English learners
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Abstract

This study investigated attitudes of front office staff of the Siam Kempinski Hotel. The data were
collected from 73 staff using.questionnaires (Part I) personal information and (Part 1) attitudes towards
English speaking. Part Il comprised-eighteen 5-paint Likert scale questions: The obtained data were analyzed
using the SPSS software. Descriptive data are presented through three value forms: frequency, mean, and
standard deviation (S.D.). Frequency was-used to present-the results of the respondents’ personal
information. Mean and S.D. presented the results of the respondents’ attitudes towards their English

speaking in three aspects: affective, cognitive, and conative. The results revealed that the average of the
three aspects was at a high level ( X - 4.46, S.D. 0.47). Among the three aspects, “Cognitive” displayed the
highest ()? = 4.62, S.D. 0.46) of which the question, “In the next 5-10 years’ time, the hotel would need

staff who could speak English well.” displayed the highest mean (X: 4.71, S.D. 0.48); respectively

followed by “Affective” (X = 4.39, S.D. 0.56) of which the question, “I am satisfied when | receive a

compliment for speaking English well.” displayed the highest mean ( X - 4.58, S.D. 0.57); and “Conative” (

X = 438, S.D. 0.58) of which the question, “If | have a chance to practice speaking English, | will do my

best.” displayed the highest mean ( X - 4.66, S.D. 0.62).
Keywords: Attitude, Front Office Staff, Speaking Attitude, Hotel, Speaking Skill, Customer

1. Introduction

English is widely accepted as a foreign language which is considered internationally important and
plays a significant role in a variety of careers, especially those in hotel business which is a kind of hospitality
business where English is necessarily used in communication with foreign guests. English, therefore,
influences all works of hotels. In all hotels worldwide, the front office is first to be contacted by guests.
(Taki, 2006). A key responsibility of the front office is to welcome and receive guests, directly dealing with
guests who are tourists or business travellers from all corners of the world.

Especially, a hotel chain coordinates with the hotels in its chain located around the world. Its real-
time meetings or conferences need English, so staff need to communicate in English effectively to improve

its professionalism and enhance its competitive competence (Klanklin, 2005).
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Front office staff’s English-speaking skill is considered to be vital as speaking is part of the
communicative process making a message understandable between interlocutors. They have to
communicate with foreign guests and their colleagues. or supervisors using English as a communicative
language. Siam Kempinski Hotel is based in-Europe, so-it-is- administered by foreign executives. Its Thai staff,
therefore, need to use English.at work: Staff, especially front-office ones, need to speak English clearly with
appropriate pace as they meet foreigniguests speaking with different accents. If miscommunication is caused
by a message misleadingly’ spoken by staff, damage to the hotel.will, probably occur. All in all, English

speaking is very important for front office staff and it seems to be part. of their work.

2. Attitudes Frameworks

It is generally accepted that an attitude is the way humans think or feel about a stimulus, someone
or something. The researcher studied definitions of this term differently given by scholars based on their
points of view. Attitude was defined as-‘individuals’ state of mind related to thinking, feelings, and behavior
which change interchangeably towards-a person, an.object, or-a circumstance (Newcomb, 1954; Thurstone,
1966). According to Trandis (1971), attitudes comprise three components as follows:

1. Affective. This component relates to emotions or feelings about a person, an object, or a
circumstance. Whether a feeling is positive or negative is caused by an individual’s evaluation
of a stimulus.

2. Cognitive. This component relates to individuals’ perception and knowledge as well as beliefs
mainly originated from individuals” logical thinking process. These properties are collected from
past experience and considered as attitudes evaluated by individuals.

3. Conative. This component relates to individuals’ behavior interchangeably related to feelings.
Behavioral expressions occur after individuals’ evaluation, and behavioral forms depend on
the individuals’ beliefs and feelings. It, then, reveals an individual’s attitude.

Siam Kempinski Hotel is one of Kempinski Hotel S.A., a hotel group, of which its first hotel, one of
the oldest hotels in Europe, was established in 1897. Siam Kempinski Hotel has been in Thailand for eight
years and is in a potential location easily accessible by public transportation and near shopping malls. It is,
therefore, undeniable that the hotel is one of the top hotels chosen by tourists. Not only its standardized
services but also its European-style luxury design embraced by Thainess contributes to the satisfaction of
the guests coming from all corners of the world. Each guest staying at the hotel is happy, having positive

experience, leading his or her to have return continuously.

3. Statement of the Problem

The researcher, then, investigated attitudes of staff working in the front office of Siam Kempinski Hotel.
Each year, the hotel accommodates a lot of foreign guests, so its front office staff always use English in
their communication with foreign guests. Undeniably, attitudes towards English speaking affect

communication. Therefore, this research could be beneficial for the development of staff’s speaking skill.
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4. Research Methodology
4.1 Subjects

The population of this study consisted of 73-front office staff who worked in front office department
at Siam Kempinski Hotel. The participants were 40-male and 33 female staff, age between 26 — 30 years old.
4.2 Instrument

The instrument employed in: this research was a questionnaire. consisting of two parts used to
gather information relating to'the subjects” attitude toward speaking-English. The first part dealt with the
respondents’ background information. The second part contained a set.of 18 questions, which were created
using a five-point Likert rating scale that was adapted from Lambert (1967). It was. concerned with three
Enslish-speaking attitudes: affective, coenitive, and conative.
4.3 Data collection

The questionnaires were distributed, with instructions, to 73 subjects. They were asked to complete
the questionnaires using a Google form:It is worthwhile mentioning that the questionnaire items were
originally bilingual since some participantsiin the basic level might not correctly perceive all the questions
in English. After the 73 questionnaires were returned, they were ready-for analysis.
4.4 Data analysis

The Statistical Package for the Social Sciences (SPSS) computer program was used to calculate:
frequency distribution, percentage, mean, and standard deviation and a five-point Likert scale was used to
measure the attitude levels. The data was analyzed and interpreted in paragraphs. The statistics employed
in this study were 1) Percentage, which was used to analyze the subjects’ background information, and 2)
mean, and standard deviation, which were used to calculate the levels of attitude. The mean score of the

attitude level was interpreted and computed and the score were described as the following ranges:

Meaning Mean Range
High 3.67 - 5.00
Medium 2.34 - 3.66
Low 1.00 - 2.33

5. Results
Based on the research purposes, the results of data analysis were as follows:

5.1 Part 1: Demographic Profile

Demographic Profile was aimed to investigate respondents’ personal factors including, sender, age,
and education. The findings revealed that the respondents were 40 males (57.80%) and 33 females
(45.20%). Thirty-eight respondents (51.10%), the majority, were between 26-30 years old. Only 4.10% of the
respondents, the smallest group, were between 21-25 years old as they had just graduated and started

finding jobs, reflecting that most five-star hotels emphasized the recruitment of experienced staff. In terms
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of education, 63 staff (86.30%) graduated with bachelor’s degrees. Most of them (31 respondents or 42.46%)
had been working for 1-2 years, and 14 respondents (19.18%) worked as “Bell boys.”
In terms of their English listening and speaking skills, most of the respondents were found to be

excellent in both listening and speaking skills.-However, their listening skill ( X - 4.18, S.D. 0.78) was found

to be higher than their speaking skill- X - 4:10,'S.D. 0.83).When considering each of the aspects, the result
showed that a hotel staff needed to use English at work frequently as the hotel served a great number of
foreign guests and emphasized ‘international standards to maintainits reputation. Therefore, the hotel
needed to recruit staff who ceuld communicate in English. That is why most of the respondents (39.72%)
had more than 20 years of English using experience.

5.2 Part 2: Attitude toward Speaking Enelish

The following three tables (Tablel, Table2, and Table3) outline all the 18 question items, their

resulting itemized mean score (X) and.stand deviation (S.D.)

Table 1. Mean and standard deviation values in-the “Cognitive ™ aspect

Cognitive Component X S.D.
1.Speaking English is important to my personal life. 4.58 | 0.59
2.Speaking English is important to my work. 4.59 | 0.57
3.Currently the hotel needs staff who are able to speak
4.67 | 0.50
English fluently.
4.In the next 5-10 years’ time, the hotel would need staff
4.71 | 0.48
who could speak English well.
5.Speaking English well will land me on a good job. 4.68 | 0.52
6.1 speak English because | want respect. 4.42 | 0.76
Total 4.62 | 0.46

Table 1 displays the mean and S.D. values of their attitudes in the “Cognitive” aspect. It was found
that the average mean of this aspect was at a high level (4.61). “In the next 5-10 years’ time, the hotel
would need staff who could speak English well.” displayed the highest mean (4.71), followed by “Speaking
English well will land me on a good job.” (4.68) and “I speak English because | want respect.” (4.42),
respectively.

Table 2. Mean and standard deviation values in the “Affective” aspect

Affective Component X S.D.
1.1 enjoy speaking English. 4.47 | 0.62
2.1 speak English because | like English language. 4.29 | 0.84
3.1 do not worry about making mistakes when | speak English. 4.11 | 099
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4.1 am satisfied when | receive a compliment for speaking

4.58 | 0.57
English well.
5.1 am satisfied when | have more foreign friends because |

4.42 | 0.64
speak English well.
6.1 am satisfied when my English speak skill can.help those

4.45 | 0.60
around me who cannot.communicate well.

Total 4.39 | 0.56

Table 2 displays-the-mean and S.D. values of their attitudes.in-.the “Affective” aspect. It was
found that the average mean-of this aspect was at a high level (4.39).“|l-am satisfied when | receive a
compliment for speaking English-well.” displayed the highest mean (4.58); followed by “I enjoy speaking
English.” (4.47) and “I do not.worry about making mistakes when | speak English.” (4.11), respectively.

Table 3. Mean and standard deviation values in.the “Conative” aspect

Conative Component X S.D.

1.1 speak English because | would like to show my speaking skill. | 4.43 | 0.79

2.1 speak English even though | do not have to. 395 | 1.26
3.1 tend to speak English more. 4.42 | 0.72
4 When | have to speak English, | can do it well. 4.38 | 0.65
5.If I have a chance to practice speaking English, | will do my

4.66 | 0.62
best.
6.1 can improve my English-speaking skills through my own

4.62 | 0.56
efforts.

Total 4.38 | 0.58

Table 3 displays the mean and S.D. values of their attitudes in the “Conative” aspect. It was found that the
average mean of this aspect was at a high level (4.38). “If | have a chance to practice speaking English, I will
do my best.” displayed the highest mean (4.66), followed by “I can improve my English-speaking skills
through my own efforts.” (4.62) and “I speak English even though | do not have to.” (3.95), respectively.

Table 4. Mean and standard deviation of the attitude aspects

Aspects of Attitude | Mean S.D. Attitude Level
Cognitive 4.61 0.46 High
Affective 4.39 0.56 High
Conative 4.38 0.58 High

Total 4.46 0.47 High
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Table 4 displays the mean and S.D. values in each aspect of attitudes. It was found that the
average mean of the three aspects was presented at a high level (4.46). The “Cognitive” represents the

highest mean 4.61, followed by the “Affective” 4.39-and the “Conative” 4.38 respectively.

6. Discussion and Conclusion

The findings from this present investigation can be discussed in the following points.

The results revealed that front office staff-at the Front Office Department of Siam Kempinski Hotel
had three aspects of attitudes (Affective, Cognitive, and Conative) at a-high level 4.46. Considering each of
them, it was found thatthe staff-had attitudes towards English speaking at a high level. The means were in
descending order as follows: “Cognitive, Affective, and Conative. The results for each of the aspects are
di