CHAPTER IV

ANALYSIS

Data collecting tools used included the lesson plafievaluation
form, classroom observation and the interview. Theywere employed
to evaluate the effectiveness of the English listening<and speaking
lessons and to track the improvement of thé listening and speaking

abilities of the hotel service personnel.

This chapter will present the r€sults of the data analysis of the
main study. First, it will preséntthe /descriptive statistics of the
effectiveness of the lessonplans. Second, the results of English
listening and speaking skll§"6f the participants will be reported.
Finally, the results of the qualitative analysis of the interviews will be

presented.
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4.2 Classroom observation

Classroom observation was emploved to evaluate the English
listening and speaking abilities through peer assessment and
researcher assessment as shown in the following tables.
Table 6: English Listening and Speaking Abilities of

Housekeepers from General Topic Lessons
and Housekeeping Topic Lessons

General Topic Lessons Housekeeping Topic Lessons

Learners 30 points/lesson 30 points/lesson

L1 | L2 | L3 | Mean Quality L44) E53 ) L6 | Mean Quality

Student | 18 18 18 18 Good 18.5Y, 19 | 225 20 Good
Student 2 14 16 20 16.7 Good I8 11951205) 193 Good
Student 3 15 18 20 17.7 Good 857205 21 20 Good

Student 4 22 24 | 25 } 237 | Verygood ¥ 24 | 24 25 | 243 | Very good

Total 1734 19 1208 19 Good 19812081223 209 Very good
Mean

Table 6 shows the Englishlistening and speaking abilities of the
housekeepers in three general topic lessons and three housekeeping
topic lessons. Altheugh the learners listening and speaking abilities
did not improvg one full interval scale like the F.B and F .0 sections,
the scores in the housekeeping topic lessons showed more
improvement than those in the general topic lessons. The results are

related to the learners’ background English knowledge in the terms of
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number of years they had studied English, which were fewer than the
personnel in other sections. However, the results of their interviews
show that they are confident and are able to communicate with
foreign guests more easily and more understandably as a result of the
lessons, despite the fact that their scores did not increaseslike the
other sections. This is shown in the improved scores in‘the
housekeeping topic lessons shown inTable 6 and/in the following bar
graph,

Figure 2: English Listening and Speaking Abilities of
Housekeepers in Housekeeping Topic Lessons
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Table 7: English Listening and Speaking Abilities of F.B
Personnel from General Topic Lessons and F.B Topic

Lessons
General Topic Lessons . F.B Topic Lessons ]
Leamers 30 points/lesson 30 points/lesson

Ll | L2 | L3 | Mean Quality L7 L8 LY | L10\ Mean Quality

Student 3 22 23 24 23 Very good | 25.2 1 264 | 288 235.6

[

6.5 Excellent

Student 6 16 18 24 19.3 Good 3561 2506 | 268y 248 237 Verv good

Student 7 21 21 23 223 | Verygood | 26 268 4272 ) 248 | 262 Excellent

Student 8 18 16 22 18.7 Good 22 244 11.244 | 2681 241 Very good

Student 9 1

(v}

16 | 18 | 163 Good | 216 /234 I236 2321 227 Very good

| Student 10 | 20 | 19 | 24 | 21 Very good

Excellent |

LA
[
th
o

Total 187 | 188 | 22.8 | 20.1 | Verygood |2%F45251 | 262 | 2
Mean }

Table 7 shows the English listening-and speaking abilities of F.B
personnel in taking three general topic lessons and four F.B topic
lessons. The scores in the F.Bitopic lessons improved one interval
scale compared with those ‘ifi the general topic lessons. This
improvement is related tothe results of their interviews, which
showed they are confident and are able to communicate with foreign
guests more easilysand more understandably after learning by using
the TBL activities. This evidence is shown in the mmproved scores in

the F.B topic lessons shown inTable 7 and in the following bar graph.



Figure 3: English Listening and Speaking Abilities of F.B

Personnel in F.B Topic Lessons
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Considering the F.B topic lessonsgit-found that the scores have
been increased respectively, except lesson 10. Regarding lesson 10,
which was about dealing with'eomplaints, the score was lower
because of the nature of the task. The learners needed to solve the
problems, which was a'‘complex task. It was not the same as the

previous lessons, which were about using different functions.
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Table 8: English Listening and Speaking Abilities of F.O
Personnel from the General Topic Lessons and the F.O
Topic Lessons

63

General Topic Lessons

F.O Topic Lessons

Learners 30 points/lesson 30 points/lesson
L1 | L2 | L3 ! Mean Quality L1l § L12 | L13 | L14/| Mean Quality
Student 11 | 19 19 | 24 | 207 | Vervgood | 26 | 30 | 27 | 27 | 27.5 | Excellent
Studemt 12 19 19 21 19.7 Good 256 | 285 | 25,5255 | 26.28 | Excellent
Student 13 | 24 | 20 | 23 [ 223 | Verygood | 26 | 26.5 | 241255 | 255 ; Excellent
Student 14 | 24 | 21 26 | 237 | Vervgood | 295 | 304| 28=02835 | 29 Excelient
Total 2151981235 216 | Vervgood | 268 | 2881261 | 266 | 27.1 Excellent ;
Mean ; i

Table 8 presents the English listeningrand speaking abilities of the

F.O personnel in taking three genéral.topic lessons and four F.O topic

lessons. The scores in the F.O'topic Jessons improved one interval

scale compared with those i the general topic lessons. This

improvement is related to'the Tesults of their interview that they are

confident and are ableto.communicate with foreign guests more

easily and more undérstandably after learning by using the TBL

activities. Thisevidence is shown in the improved scores in the F.O

topic lessons shown inTable 8 and in the following bar graph.
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Figure 4: English Listening and Speaking Abilities of F.O
Personnel in the F.O Topic Lessons
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Considering the F.O topic lessons; it,found that the scores have

not been increased respectively. Regarding lesson thirteen, which

was about checking out, the score was lower because of the nature of

the task. It was long, complex and difficult.
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4.3 The results of the evaluation of English listening and speaking
abilities at the end of the course
Table 9: The results of the evaluation of English listening and

speaking abilities of housekeeping section done by
the housekeeping manager

Learners Total score Scores
Student 1 30 18
Student 2 30 I8
Student 3 30 24
Student 4 30 26

Comparing the mean scores;in class and those at work, two
students had little lower scores at work than those in class. However,
they passed the passing criteria and they are parallel with those in
class. Moreover two Students had the scores at work higher than
those in class because their manager was satisfied with their English

umprovement.



Table 10: The results of the evaluation of English listening
and speaking abilities of food and beverage section

done by F.B. manager

15}

Learners Total score Scores

Student 5 30 22

Student 6 30 22

Student 7 30 22

Student 8 30 20 |
Student 9 30 18

Comparing the mean scores in class and+those at work, all

students had little lower scores at work.than those in class. However,

they passed the passing criteria and-théy are parallel with those in

class.

Table 11: The results of the éyaluation of English listening and
speaking abilitiesof front office section done by F.O

manager

Learners Total score Scores T
Student 1} 30 22

Student( 12 30 20

Student 13 30 22

Student 14 30 26
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Comparing the mean scores in class and those at work, all
students had little lower scores at work than those in class. However,
they passed the passing criteria and they are parallel with those in

class.

4.4 Interview

All of the learners responded that the lessonsithey learned
matched their needs and their daily work. (All'hgusekeepers, 4 from 5
F.B personnel and all F.O personnel thought that they could apply the
knowledge that they had learned to Anostwef their daily work. In
terms of enriching the listening and speaking skills, all three sections
indicated that they were able to improve their listening and speaking
skills, very much resulting indetter communication with their guests
and also with their managers.

For the learning/method that emphasizes that the learners do the
tasks by using learners” input and work experiences to create a
dialogue for thessituation given, all of them responded that this kind
of learning was very useful because it helped them speak more

fluently and they could communicate with foreign guests more easily
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and more understandably. In addition, they had a chance to learn
new and more useful expressions and to correct the wrong
expressions they were currently using.

In terms of other suggestions about the content, lessons and the
way learning and teaching, all of 3 sections revealed that.the lessons
were very good. They could apply the lessons in real séttings.
However, one housekeeper and 2 F B personnel recommended that
time in teaching should be more appropriate to theirworking time
and 2 housekeepers, 3 F.B personnel and 2.F.O personnel indicated

that they needed to learn more.





