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Abstract
Background and Aims: English is indispensable for communication in the hotel and tourism sector,
where it is crucial for both education and professional advancement. It is especially true for
positions that require specific skills, such as front office operations and food and beverage services.
The information from the interview with hotel and lodging business owners in Uttaradit Province
on March 22, 2023, despite various levels of education of the receptionists, including high school,
vocational, higher vocational, and bachelor's degrees, many receptionists still struggle to
communicate effectively in English. These business owners believe that developing online learning
tools would significantly benefit their staff by improving English communication skills. Thus, the
researcher aims to create an online guide and assess the English communication skills of front
desk employees in Muang District, Uttaradit Province. The aims are to 1) create an online manual
on the use of English for communication of front desk staff in the hotel and accommodation
business, 2) compare the English communication abilities of hotel receptionists before and after
using the online guide, and 3) study the satisfaction of front desk employees with online manuals
on the use of English for communication.
Methodology: This research employed a mixed-methods approach. The population consisted of
99 hotel reception staff in Mueang District, Uttaradit Province. A sample of 80 front desk staff from
hotels and accommodations in the same district was selected using Yamane’s formula, with a
margin of error set at 0.05. The research instruments included: 1) a questionnaire assessing the
need for developing English communication skills, 2) a satisfaction questionnaire evaluating front
desk employees’ perceptions of online manuals for English communication, and 3) an English-
language online guide designed to support communication among front desk staff in hotel and
lodging establishments. Data was analyzed using t-tests, frequencies, percentages, means, standard
deviations, and content analysis.
Results: The research findings revealed that the sample group required advanced English
communication skills. The online manual consisted of two parts: instructions for using the manual
and the main content, which comprised five chapters. The comparison results in the ability to use

English for communication of the front desk staff before and after using the online manual by
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using a pre-test and post-test, found that the scores after studying were higher than before learning

every lesson at a statistical significance of .01. The sample group was overall satisfied with the
online manual at a high level (X = 4.28). The interviews with a sample group found that most
participants had a basic knowledge of English at a beginner level and could communicate only
basic sentences. The staff found it difficult to communicate with foreign guests because they rarely
used English in their daily work. Since more than 90% of the guests were Thai, they had little need
to use English and therefore had not received any formal training in English communication skills.
By participating as a sample group in this study, they had the opportunity to develop their English
skills through an online guide. This online resource allowed them to study and review at their own
pace and convenience, making it easier to improve their English communication abilities.
Conclusion: The research demonstrated that the online manual effectively improved the English
communication skills of front desk staff, who initially had limited exposure to English in their daily
work, and was well-received by participants for its accessibility, practical content, and ability to
support self-paced learning.
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