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Questionnaire                APPENDIX 1 
 
Section A 
 
Questions 1 - 7, please tick ( / ) in the boxes given. 
 
1) What is your English qualification? 

 a)  Primary level (Standard 1 - 6)       

 b)  Lower Secondary level (Form 1 - Form 3)     

 c)  Upper Secondary level  (Form 4 - Form 6)     

 d)  College to Tertiary level        

2) What is your age? 

 a)  17 to 22 years old         

 b)  23 to 28 years old         

 c)  29 to 34 years old         

 d)  Above 35 years old        

3) What is your present take home income? 

 a)  Below RM700        

 b)  RM701 – RM1000        

 c)  RM1001 – RM1999       

  

 d)  Above RM2000         

4) What is your first (native) language? 

 a)  Malay language         

 b)  Chinese language         

 c)  Tamil language         

 d)  Other languages : Please specify____________________________  

 
5) Please state your gender. …………… Female    Male  
 
6) Marital status …… Married           Single           Divorced           Widow(er)
  
 
7) If married, please state number of children ……………………………  
 
8) How long have you been in the present job?.... Years                     Months 



 132 

Section  B 
 
Questions 1 - 11, please tick ( / ) in the boxes given. 
1) Do you read English materials such as books, magazines, reports, memos etc? 

 a)  Never          

 b)  Sometimes only        

  

 c)  Frequently         

 d)  All the time 
 

2) What type of English materials do you usually read? 

 a)  Books          

 b)  Reports          

 c)  Newspapers         

 d)  Magazines 

e)  Others : Please specify__________________________________  

3) What type(s) of newspaper do you usually read? 

 a)  Bahasa Malaysia newspaper       

 b)  English newspaper         

 c)  Chinese newspaper        

 d)  Tamil newspaper         
 
e)  Others : Please specify__________________________________ 

 
4) When you read the English newspapers, which section do you usually read? 

a)  All the sections        

 b)  Local news section       

 c)  Foreign news section       

  

 d)  Entertainment section 

e)  Others : Please specify__________________________________  

 
5) Do you have an English dictionary? …………….. Yes      No  
 

6) Do you have any other type of dictionaries?............. Yes      No 
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Please specify; 

________________________________________________________________ 

 

7) What type of dictionary do you normally use? 

 a)  Monolingual (English only)      

  

 b)  Bilingual (English – Bahasa Malaysia / English – Mandarin)  

  c)  Trilingual (English – Bahasa Malaysia – Mandarin) 

 d)  Others : Please specify __________________________________ 

  

8) How new is your English dictionary? 

 a)  Less than 5 years        

 b)  Between 5 – 10 years  

 c)  Between 11 – 20 years 

 d)  More than 20 years  

9) How often do you use the English dictionary? 

 a)  Never          

 b)  Sometimes  (less than five times a week)      

 c)  Frequently (more than five times a week)      

 
10) What type(s) of programmes do you watch on television? 
 Please rank your preferences accordingly. 
 [ 1 ] -first choice   [ 2 ] - second choice   [ 3 ] - third choice   [ 4 ] - fourth choice 

 a)  Malay programmes        

 b)  English programmes        

 c)  Chinese programmes        

 d)  Tamil programmes  
       

e)  Others : Please specify __________________________________ 

  

11) What type(s) of songs do you prefer? 
 
 Please rank your preferences accordingly. 
 [ 1 ] -first choice   [ 2 ] - second choice   [ 3 ] - third choice   [ 4 ] - fourth choice 
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 a)  Malay songs       

 b)  English songs        

 c)  Chinese songs        

 d)  Tamil songs 
  

e)  Others : Please specify __________________________________ 
  
 

Section C 

Questions 1 - 6, please tick ( / ) in the boxes given. 

1) Do you feel that English is necessary in your present job? 

 a)  Very necessary         

 b)  Necessary           

 c)  Not necessary         

 

2) Why do you think you need English language skills? 

 a)  To help me improve my job performance      

 b)  For communication purposes while working    

 c)  For in-house examination and promotion purposes   

 d)  For social needs after work 

 e)  Other needs: Please specify _______________________________ 

 

3) With whom do you use English mostly? 

 a)  Family members         

 b)  Friends        

 c)  Colleagues and superiors 

d)  Hotel guests and visitors        

 e)  Others : Please specify____________________________________ 
 
4) Do you feel that you need an intensive English course to help you to perform 

better in your present job? 
  

a) Yes       b) No  
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5) What are the language skills that you would like to improve on? 
 [You may tick more than one box] 

 a)  listening          

 b)  speaking          

 c)  reading          

 d)  writing          
 
 

6) How much time is available for you to attend English language classes? 

 a)  Less than 5 hours per week       

 b)  6 to 10 hours per week        

 c)  11 to 15 hours per week        

 d)  More than 16 hours per week       
 
Scale of ranking for the following questions (7- 9); 
 

1 Most important  4 Less important 
2 Very important  5 Not important at all 
3  Important 

 
7) Which language skills do you think you have the most problems with? 
 [You may tick more than one box in order from 1 to 5] 

 a)  Listening          

 b)  Speaking          

 c)  Reading          

 d)  Writing          

 
8) Rank the activities that you think can help you to develop confidence in using 

English. [Tick more than one box in order from 1 to5] 
 

 a)  Pair work        

 b)  Group discussion      

 c)  Reading authentic English materials     

  d)  Intensive in-house English classes 

 e)  Watch English television programmes / listening to radio  
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9) What do you do when you are faced with problems pertaining to the 
 English language? 
  
 a)  Ask your friends for help       

 b)  Ask your superiors         

 c)  Consult the dictionary       

 d)  Not necessary to do anything      

  

 e)  Others : Please specify __________________________________ 

        

Section D 

Questions 1 - 12, please tick ( / ) in the boxes given. 

1) How often do you receive verbal instructions in English from your superiors? 

 a)  None at all        

 b)  Only sometimes      

 c)  Most of the time 

d)  All the time  

 

2) Can you understand the verbal English instructions given by your superiors? 

a)  Do not understand at all        

 b)  Understand only sometimes      

 c)  Understand most of the time      

 d)  Understand all the time 

  

3) Do you have problems understanding guests’ requests in English? 

 a)  None at all        

 b)  Only sometimes      

 c)  Most of the time 

d)  All the time  

 

4) Do you have problems communicating with guests in English? 

 a)  None at all        
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 b)  Only sometimes      

 c)  Most of the time 

d)  All the time  

 

5) Can you read and understand the memorandums given by your superiors? 

 a)  Cannot understand at all        

 b)  Only sometimes      

 c)  Understand most of the time 

d)  Understand all the time  

 

6) Can you read and understand your department's forms and reports in English? 

 a)  Cannot understand at all        

 b)  Only sometimes      

 c)  Understand most of the time 

d)  Understand all the time  

 

7) How often do you need to write your report in English?   

 a)  No need to write at all 

 b)  Need to write only sometimes 

c)  Need to write frequently 

 d)  Need to write all the time (daily)  

 

8) Do you have problems writing your reports in English?   

 a)  I do not have any problems   

 b)  I have problems sometimes  

c)  I have problems frequently 

d)  I have problems all the time 

 

9) Can you fill your department's forms in English? 

 a)  I cannot do so at all        

 b)  I can only sometimes      
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 c)  I can most of the time 

d)  I can all the time  

 

10) Do you receive any positive comments from guests regarding your service? 

a)  None at all        

 b)  Only sometimes      

 c)  Most of the time 

d)  All the time  

 

11) What are the major problems that you face in your daily course of work? 

[You may tick more than one box] 

a)  Communication problems pertaining to English    

 b)  Unduly long working hours      

 c)  Working environment not conducive 

d)  Insufficient manpower 

 e)  Others : Please specify ___________________________________ 

 

12) Do you have any problems answering this questionnaire? 

a)  No problems at all        

 b)  A little problem      

 c)  Quite a problem 

d)  A lot of  problems 

 

13) Do you have any suggestions on how to improve your English proficiency? 

 Please state:  

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 
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APPENDIX 2  

 
Interview Questions     Designation:____________Indv /Grp:_______Date : ________ 
 

Part 1 

 

1) Where are you from? 

2) What is your current designation? 

3) How long have you been working in this present job? 

4) Do you have any previous experience working in hotels? 

5)  If so, how long have you been working there?  

6) What was your previous designation? 

7) What are your present job functions? 

8) What was the medium of instruction in your school /college / university?  

9) When did you leave school /college /university? 

10) What is your highest English qualification? 

 

Part 2 

 

11) Do you read English materials? 

12) What are the English materials that you usually read? 

13) When do you usually read the materials? 

14) What are your main purposes of reading the materials? 

15)  What are your favourite television programmes? 

16) What are your favourite radio programmes? 

17) Is it necessary for you to use English at your workplace 

18) Do you need to use English when you are not working? 

19) With whom do you use English mostly? 
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Part 3 

 

20) On a scale of excellent to poor, how would you rate your English proficiency? 

21) What are the problems that you faced when carrying out your required job  

tasks? 

22) What language do you use when communicating with your colleagues / 

superiors? 

23) Do you have any difficulties communicating in English? 

24)  What are your difficulties when communicating in English? 

25) What do you do when you have problems communicating in English? 

26) How does your employer encourage you to improve your knowledge of  

English? 

27) What are the English language skills that you would like to improve on? 

28) What do you do when you make mistakes? 

29) Are you prepared to attend courses after working hours? 

30) What are your suggestions on how you can improve your English? 

  

Others: 

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________ 
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APPENDIX 3 

Observation checklist               Designation :_______________ Date :_____________ 

A)  Listening Skills 

1) Listen for general understanding of points to remember _______________________ 

2) Listen and follow instructions____________________________________________ 

3) Listening to explanations of problems______________________________________ 

4) Listening to obtain specific information____________________________________ 

5) Receiving and taking of messages_________________________________________ 

6) Others ______________________________________________________________ 

______________________________________________________________________ 

______________________________________________________________________ 

 

B)  Speaking skills 

1) Introducing and greetings________________________________________________ 

2) Giving information_____________________________________________________ 

3) Asking for clarification _________________________________________________ 

4) Explaining and making suggestions________________________________________ 

5) One to one phone calls__________________________________________________ 

6) Offering assistance_____________________________________________________ 

7) Interpreting information_________________________________________________ 

8) Responding to oral exchanges ____________________________________________ 

9) Other oral communication skills __________________________________________ 

______________________________________________________________________ 

______________________________________________________________________ 

 

C)  Reading skills 

1) Reading handouts, notices and instructions__________________________________ 

2) Reading for main information in logbooks __________________________________ 

3) Reading sentences / complex sentences_____________________________________ 

4) Read and understand communicative value of memos etc ______________________ 
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5) Read and deduce meaning of unfamiliar words / word groups___________________ 

6) Understanding explicitly stated information_________________________________ 

7) Read and understand conceptual meaning e.g. comparison, purpose, cause and effect 

______________________________________________________________________ 

8) Read and understand important points______________________________________ 

9) Read critically / evaluate text efficiently____________________________________ 

10) Others______________________________________________________________ 

______________________________________________________________________ 

 

D) Writing skills 

1) Writing and taking notes________________________________________________ 

2) Writing reports________________________________________________________ 

3) Writing instructions____________________________________________________ 

4) Writing relevant memorandums___________________________________________ 

5) Writing emails ________________________________________________________ 

6) Writing minutes_______________________________________________________ 

7) Spellings of words_____________________________________________________ 

8) Writing explanations / cause and effect_____________________________________ 

9) Writing statements_____________________________________________________ 

10) Filling in reports / forms_______________________________________________ 

11) Spelling and punctuation_______________________________________________ 

12) Writing letters _______________________________________________________ 

13) Others______________________________________________________________ 

______________________________________________________________________ 

 

Field notes 

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________ 
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APPENDIX 4  
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