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The Improvement of English Communication Skill of Service Staffs

in Big Shopping Malls in Pathumwan District
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ABSTRACT

The independent study on the improvement of english communication skills of service staffs in big
shopping malls in Pathumwan district. The purposes of this study were (1) to study the level of opinion about
the importance of the improvement of english communication skills of service staffs in big shopping malls in
Pathumwan district and (2) to study the relation between individual factors of service staffs in shopping malls
and the improvement of English communication skills for working in shopping malls. The population consisted
of 2,266 people were service staffs in big shopping malls in Pathumwan district and the sample population
consisted of 405 people were calculated by the Taro Yamane method at the reliability is 95%. The deviation is
0.05 and therefor the sample population consisted of 340 people. The sample population consisted of 405
people in this independent study. Which were calculated as 119.12 % of the population.The statistics used to
analyze were descriptive statistics which were frequency distribution, percentage, mean, standard deviation and

Chi-Square test.

The results of the study have found that most of the respondents were female consisted of 304 people,
which were 75.60 % , age 20-30 years old consisted of 271 people, which were 66.91 % with an undergraduate
degree consisted of 264 people, which were 65.19 %, working in the position of customer service staffs
consisted of 277 people, which were 68.40% and having less than 1 year of working experience background
consisted of 144 people, which were 35.56 % and found that (1) the results of the level of opinion about the
importance of the improvement of english communication skills of service staffs in big shopping malls in
Pathumwan district in overall was at a high level (X = 4.45). When considered in each aspect, it was found that
every aspect was also at a high level which was: grammatical competence (X = 4.49), sociolinguistic
competence (X = 4.44) discourse competence (X = 4.44) and strategic competence (X = 4.43) respectively
therefore all aspect should be improved respectively and (2) the results of the relation of individual factors
which were sex educational level, job position, and work experience had the level of opinion about the
importance of the improvement of english communication skills of service staffs in big shopping malls in

Pathumwan district correlatively at the 0.05 level strategically significant.

Keyword: communication skill, english communication skill
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