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I. INTRODUCTION 
 
In South East Asia, English is the official language of 
the ASEAN Economic Community (AEC). 
Established in 2015, AEC has contributed to a sharp 
increase foreign investment in recent years in this 
region. The goals of the AEC include the lowering of 
tax barriers and the establishment of a single market 
base with freely flowing capital, goods, services, and 
labor amongst ASEAN member countries (Xing & 
Kalloe, 2014). 
As a result of economic growth in Thailand in recent 
decades, many Thai companies expanded to compete 
regionally and internationally. This has led to an 
increase in associations, mergers and takeovers 
among these companies. Furthermore, the global 
reach of multinational companies requires the use of a 
common language, such as English, for the purpose 
of communication (Wiriyachitra, 2010).  As a 
consequence, English has become even more 
important as a means of communication between 
native and non-native English speakers (Cotton, 
Falvey, & Kent, 2003: 4-5).   
However, effective communication in English in the 
workplace remains a problem for Thai people. 
Witchaiyutphong (2011) investigated the barriers to 
effective English communication for Thai employees 
of international companies in Thailand. His study 
revealed that a lack of vocabulary causes problems 
for the majority of Thai workers. Furthermore, 
speaking was the skill that these workers felt needed 
the most improvement. 
According to the job description of Customer Support 
staff in the Production Office at EM (Thailand), those 
in the roles of Buyer, Planner, and Program 
Administration Management (PA) frequently use 
English communication skills in their workplace, 
when interacting with both staff in other departments 
and English-speaking customers.  During preliminary 
investigations for this study, staff in the Human 
Resources department at EM (Thailand) reported that 

the most common deficits they had noticed in terms 
of English communication skills were (1) listening 
problems, especially understanding foreign accents; 
(2) speaking problems, particularly the use of broken 
English and word-for-word translations; (3) writing 
problems, with difficulties in composing emails to 
both colleagues in other departments and customers; 
and (4) reading problems, particularly the 
comprehension of long emails with complex 
sentences, which tended  to confuse staff and 
discourage them from attempting to read anything 
more than basic English. 
Purposes of the Study 
The purposes of this research are as follows:  
(1) To analyze the English communication needs of 
the Production Office Staff at EM (Thailand) based 
on the staff’s opinions. 
(2) To analyze the English communication skills of 
the Production Office staff at EM (Thailand) based on 
managers’ opinions. 
 
II. DETAILS EXPERIMENTAL 
 
2.1. Selection of participants 
The sampling was a purposive sampling to serve this 
study as the following criteria. First, the company 
was an international company where English is used 
as tool to communicate within its organization. 
Second, the company consists of native and non-
native Thai speakers.  
The selected company is an electronics manufacturer 
(EM), providing electronics manufacturing services, 
with a focus on computer parts, in order to better 
serve the demands of customers from all over the 
world. EM is established in a number of countries; 
such as Austria, Canada, China, Hong Kong, Ireland, 
Japan, Malaysia, Mexico, Romania, Singapore, 
Spain, Switzerland, Thailand, and the United States 
of America.  EM has its parent company in Canada, 
and has many 8 plants around the world.  
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EM (Thailand) is the largest manufacturer among 
other its branches. In addition, based on information 
from Lam Chabang industrial estate, EM (Thailand) 
is considered the largest company in East of 
Thailand. This is considered from numbers of 
employees and areas that are rent from the IEAT. EM 
(Thailand) has been located in the Lam Chabang 
Industrial Estate in Chonburi, Thailand since 1995. 
EM (Thailand) consists of eight departments, 
including the Production Office, Information 
Technology (IT), Engineering, Operation Production, 
Human Resources, Accounting and Financial, and the 
Logistics Department employed by EM (Thailand). 
The staff consists of Americans, Filipinos, 
Singaporean and Thais, so English is generally used 
by both internal and external staff to perform daily 
tasks such as telephone conferences, department 
meetings, writing emails, making telephone calls, and 
general conversation.  
The participants selected for this study were 30 staff 
from Production Office and 30 foreign managers 
from Production office department. This is because 
this department is a key department and uses English 
to communicate with the other departments in this 
organization. There are three sub-positions in the 
Production Office, including Buyer, Material Planner, 
and Program Administration Management Analyst 
(PA). Employees in Production Office are 
interviewed in English from both Human Resources 
Department and Production Office Manager to 
determine candidates’ English communication skills 
since English is a tool to communicate among staff 
and English-speaking customers.   
According to statistical point of view, a basic 
requirement is that the sample should have a normal 
distribution, and a rule of thumb. Hatch and 
Lazaraton (1991) suggested that the sample size 
should include 30 or more people. 
 
2.2 Research Instruments 
1. Questionnaire. 
The questionnaires were adapted from a previous 
study of Luankanokrat (2011) on Needs Analysis for 
English Communication Skills of Employees at 
HSBC in Thailand which is based on Hutchinson and 
Waters’ (1987) model of needs analysis with the 
focus on necessities, lacks, and learning needs. The 
researcher employed the lists of the use of English 
activities in workplace and deleted some items that 
are not related to activities of production office at EM 
(Thailand).  
The questionnaires are divided into two versions:  
staff and manager questionnaires. The questions in 
questionnaires are paralleled to each other in order to 
compare the opinions of staff and managers towards 
staff’s needs of English communication skills in 
production office at   EM (Thailand).  
 
Staff and manager questionnaires consists of three 
major topics: necessities, lacks, and learning needs of 

staff in production office to use English for 
communication related to their daily routine. 
Semi-structured interview.   
There are two sets of interviews. The interview 
questions were adapted from Hustchison and Waters’ 
(1987) needs analysis. 
 First, a set of staff interview questions 
consists of seven questions related to the needs, 
problems, and skills that they need to improve in 
order to function well in their job. Second, a set of 
manager interview questions consists of nine 
questions related to the needs, problems, and their 
expectation of English communication from their 
staff and future staff.   
Both staff and managers were encouraged to give 
information in details and suggestions related to the 
objectives of this study. In an interview section, there 
were 20 participants to be interviewed because the 
researcher uses 10% of the participants both staff and 
managers. Each participant was given 20 minutes for 
interview. I n addition, three experts of English were 
asked to examine the interview questions. 
Research Procedures 
Researchinstruments including questionnaires for 
staff and managers and interview questions were 
constructed by the researchers. Questionnaires and 
interview questions were applied from Hutchinson 
and Water’s (1987) model of needs analysis. Then 
questionnaires and interview questions were checked 
its validity by using three expertise who hold doctoral 
degree in English Language studies to evaluate Index 
of Item Objective Congruence or IOC. After that, the 
questionnaires and interview questions were revised 
based on comments and suggestions from experts in 
English. 
 After finishing preparing research 
instruments, the research instruments were piloted 
with a group which has characteristics like the 
sampling in the study in November 2016. Then the 
results from questionnaires were checked for 
reliability utilizing Cronbach’s Alpha to determine 
the reliability. The questionnaires were edited to fit 
the actual test, and will be used in an actual test. 
 
III. RESULTS AND DISCUSSION 
 
3.1. Staff’ opinions on English communication 
needs 

 
Fig.1. Staff’ opinions towards English communication skills 

needed at the workplace 
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Among necessities of English skills: listening, 
speaking, reading, and writing (see Figure 1), all 
skills were ranked in high level. The rank of means 
was from 3.56 to 3.88. Compared mean scores, it can 
be seen that reading was the highest skill that they 
needed (M= 3.88; SD = 0.66), while listening (M = 
3.56; SD = 0.52) was the lowest among others.    
 
The staff in production office agreed that the most 
necessary skill was reading (M = 3.88; SD = 0.66). 
From the survey, they revealed that each skill has 
activities that are the most necessary for their work. 
Listening skill is listening what customers’ needs 
(M= 3.77; SD = 0.68). Speaking skill is to ask for 
customers’ needs (M=4.20; SD = 0.40) (See Table 2). 
Reading skill is reading emails (M = 4.33; SD = 
0.40).Writing is writing emails (M = 4.23; SD = 
0.62). 
In addition, they also revealed their lacks of English 
communication skills that the most lack English 
communication was listening (M=3.49; SD = 0.74). 
For lack of listening skills, they encountered with 
listening English conversation via phone (M=3.77; 
SD=0.89). They felt that they are unable to negotiate 
for mutual understanding as the highest lacks of 
English speaking (M=3.47; SD=0.86) a lack of 
speaking skills.  The staff also addressed that they are 
unable to understand customer forecasts (M=3.37; 
SD=0.96). They pointed out that writing business 
letters in appropriate formats in English (M=3.57; 
SD=0.93) is the most lack of their writing skills. 
In terms of learning needs, there are three aspects that 
the informants provide the answer: how English 
communication skills should be taught, the instructors 
that they need, and their preferred learning styles.  
The staff in production office agreed that they want to 
study English with an English native speaker with a 
Thai teacher to help explain the lessons (M=4.47; 
SD=0.57). They also wanted the class should 
emphasize on English conversation (M=4.05; 
SD=0.56). Finally, they want to participate class 
activities (M=4.50; SD = 0.50) 
when communicating in English. 
 
3.2.Managers’ opinions on English communication 
needs 

 

 
Fig.2. Managers’ opinions towards English communication 

skills needed at the workplace 

The managers’ in production office opinions towards 
their staff necessities of English communication skills 
at work. It was revealed that the most skill was 
reading (M = 3.97; SD = 0.75) (See Figure 2). Based 
on the questionnaire, they revealed that each skill has 
activities that are the most necessary for their staff 
work. Listening skill is listening to the needs from 
customer (M= 4.23; SD = 0.62). 
Speaking skill is to ask for customers’ needs 
(M=4.10; SD=0.54). Reading skill is reading emails 
(M = 4.33; SD = 0.47). Writing is writing emails 
(M=4.30; SD = 0.53). 
In addition, they also revealed their staff’ lacks of 
English communication skills. The most lack English 
communication was writing (M=3.33; SD =1.19). For 
lack of listening skills, they encountered with 
listening English conversation via phone (M=3.47; 
SD=1.07).They agreed that their staff had the highest 
lacks of English speaking when negotiation for 
mutual understanding (M=3.30; SD=1.20). 
Understanding customer’s forecast was the most lack 
of reading skill (M=3.43; SD=1.45). For the highest 
lack of writing skill, the managers addressed that 
their staff were unable to write letters in appropriate 
formats in English (M=3.83; SD=1.08). 
 
In terms of learning needs, there are three aspects that 
the informants provide the answers: how English 
communication skills should be taught to their staff, 
the instructors that they need for their staff, and their 
preferred learning styles for their staff.  
 
The managers in production office agreed that they 
wanted to study English with an English native 
speaker (M=4.37; SD=0.66) for their staff. They also 
wanted the lessons should be taught four English 
skills equally (M=4.37; SD=0.76). Finally, they want 
their staff to participate class activities (M=4.03; SD 
= 0.49). 
 
CONCLUSIONS 
 
The similarities between staffs’ and managers’ 
perception for English communication lack are 1) 
understanding English conversation via phone, 2) 
negotiating for mutual understanding, 3) 
understanding customer forecasts, and 4) writing 
business letters in appropriate formats in English. In 
terms of learning needs, staff and managers agree that 
the instructor should be an English native speaker, 
and the staff should participate more in class 
activities.  
 
In term of the differences between staff’s and 
managers’ perception among necessities, lacks, and 
learning needs, staffs proposed that the English 
course should be emphasized on conversation, while 
managers believed that the English course should be 
equally emphasized on four skills: listening, 
speaking, reading, and writing. 
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