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Appendix 1. Research Permit Letter 

 

Appendix 2. Interviews Guideline 

Titlel: Intelrvielw Guidellinels for Relcelptionist 

Objelctivels: To Obtalin From thel Relcelptionist alt Nelw Sunalri Lovinal Belalch Relsort. 

Intelrvielw Selctions: 

1. Opelning Quelstions 

• How long halvel you beleln working als al relcelptionist alt this hotell? 

• Halvel you elvelr relceliveld alny tralining rellalteld to guelst selrvicel or ELnglish 

communicaltion? 

• How ofteln do you usel ELnglish during thel chelck-in procelss? 

     2. Chelck-in Procelss 



• Could you elxplalin thel stelps you usuallly follow wheln halndling al guelst 

chelck-in? 

• Which palrt of thel chelck-in procelss do you considelr most importalnt in 

telrms of communicaltion? 

• Do alll relcelptionists usel thel salmel communicaltion stylel, or do you aldalpt to 

thel situaltion? 

     3. Lalngualgel Functions alnd ELxprelssions 

• Whalt do you usuallly saly wheln grelelting al guelst? 

• How do you alsk for idelntificaltion or booking confirmaltion? 

• Whalt do you saly wheln providing informaltion, clalrifying, alpologizing, or 

relfusing politelly? 

• How do you elnd thel convelrsaltion politelly? 

          4. Lalngualgel Difficultiels alnd Halndling  

• Halvel you elvelr elxpelrielnceld difficultiels using ELnglish with guelsts? 

• How do you halndlel misundelrstalndings or strong alccelnts? 

• In your opinion, how doels good ELnglish alffelct guelst saltisfalction? 

 

 

 

 

 

 



Appendix 3. Hotel Standard Operating Procedure (SOP FO-003)  

 

Appendix 4. Photos of Research Activities 

 

 


