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PASOOK ROJANAGATANYOO : AN INTEGRATED ENGLISH
WRITING COURSE FOR BUSINESS PURPOSES. THESIS ADVRS:

ASST. PROF. SIRILUCK USAHA, Ph.D. 257 PP. ISBN %3B3-567-3

CURRICULUM DEVELOPMENT/BUSINESS ENGLISH/ADULT LEARHRS IN
MULTINATIONAL COMPANIES/BUSINESS E-MAILS/BUSINESS

PRESENTATION MATERIALS

The purposes of the present case study were &ajea model of an English
training workshop called an Integrated English WgtCourse for Business Purposes
(EBP) for adult learners working for a multinatibrempany and to evaluate its
effectiveness in helping these learners become wmmédent and efficient in using
English at work. The participants were 14 junior pbsgees working in a
multinational company volunteering to participatehe workshop conducted as a one
group pre-test-post-test- quasi-experimentationorPio the development of this
learning model, a survey concerning English writimgeds in the workplace was
conducted with 20 business managers. Its resutated the immediate need for
business e-mail and business presentation writihgs, the focus of this study aimed
at these two genres.

Developing this learning model, the researcher tdlod following four
fundamental steps: 1) Conducting the needs analysisliagnose the specific
employees’ needs. 2) Developing the instructionaterials. 3) Conducting the pilot
study of the research instruments. 4) Implementingy EBP model. The writing

workshop was conducted at weekends for 8 sessfagpooximately 3 hours each.



Collecting data was performed through the pre-tasi the post-test and the
participants’ written texts, comprising e-mail gmesentation writing as well as self-
reflection and course evaluationtAest was used to find the relationship between the
scores of the pre-test and post-test. Discourslysasavas used for business e-mails
and presentation materials and written self-refdecand summative evaluation.

The findings were as follows: 1) The scores of phe-test and post-test for
both business e-mail and business presentatiomamitere significantly different at
the level of .05, indicating the participants’ wig improvement. 2) The analysis of
the business e-mail and business presentatiomgiyiielded improvement in terms
of generic features, organization, rhetorical fioret, and politeness. 3) The analysis
of the self-reflection revealed that all the papants believed that the EBP workshop
enhanced their writing skills and increased thelf-sonfidence in writing business e-
mails and business presentation in English. Thhese findings confirmed the
effectiveness of the EBP model for adult learndravark. It also provided a better

understanding of how business writing should beghauo this specific group of

learners.
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CHAPTER 1

INTRODUCTION

1.1 Background and Rationale of the Study

1.1.1 TheBusiness English Movements
In the last decade, there has been an observatrkaging number of

researches in the business English language (&) ahese researches represent the
growing interest in the business language, as agellemonstrate the importance of
the business language as the world is becomingllesmen the globalized era. The
trend of growing interests in the business langusg®nfirmed by numerous actions
initiated by various economic and trading commaesitsuch as the NAFTA, AFTA,
APEC, etc. In the Asia region, in particular, vasdousiness segments are driven by
multinational firms. The name of cross-nation compa has become a popular name
outside of their domestic trading market, for exen@eneral Electric (GE), Toshiba,
Unilever, Procter & Gamble, IBM, LG Electrics, etGradually, these companies
have had great dominance to the Asian economy hasvio their labor markets.

Considering the language used in the businesstgpthie research in the field
of business English (BE) has been heavily studietthé United States where English
is viewed from an L1 perspective. Not until recgnthat researches of business
English in the L2 context have emerged. Exampleshef locations where these
studies took place are in Finland (Louhiala-Salmjn&996), China (Zou, 1998),

Japan (Someya, 1999), Korea (Finch, 2000), Br&ziinenez, 2000), etc. The areas



where most of these researches focus were eiteendhstic communicative
needs of business English or the written form dfiless English. It is interesting to
explore the reasons why previous researchers radenfore attention to the writing
skill among the four language skills. One of theeiasting factors which had also
emphasized in these previous studies was the payudh the computer usage in the
business context, which replaces the traditiorlapteone and fax communication in
the 1980s and 1990s era. Beside the popularity aohpaters, the technology
supporting the interpersonal business communicatias rapidly advanced. As a
consequence, such technology advancement has chémg@rocess of sending and
receiving business messages accordingly. Durind #8€s, the world was dominated
by the fax revolution started in the United Stalesing the later half of the decade,
which later on had been maximized to cover bothnass and personal usage as
people started to use the fax machine as part ef thaily activities. Similarly,
Louhiala-Salminen (1996) presented in her study #hahe beginning of the 1990s
the electronic mail or e-mail has also gained aguygarity as the main communication
channel, both in the business world and for housiehse.

As electronic mails is found to be used widely bamth intra-company and
inter-company purposes, this fact leads to an cafibn that an electronic network
serving business communication should be partilyularportant for multinational-
based companies where one company is locatedimugdocations around the world.
The cost and time saving, for example, are thedmgial benefits that can be clearly
obtained from using electronic mailing system, careg to the traditional telephone

and mailing methods.



With regards to the language skills requirementrging from the technology
advancement, writing skills has therefore becomiggtical for business
communications in the globalize context. When ewygés in multinational
companies were studied further about the languageirements in the work context,
Someya (1999) has confirmed that the majority efXApanese business professionals
under her study perceive that English is necesaryheir success. These business
professionals were asked further about the langsédis. Though the writing skill
was not ranked as most needed, compared to themmgeammprehension, the Japanese
professionals however perceived it as the most itapo skill for their work. This
finding is consistent with the movement of the Estglfor Specific Purposes (ESP)
during the 1980s where West (1992) observed tletdkearch during the time was
almost exclusively focused on the reading and mgiskills. It is, therefore, likely to
be concluded that the reading and writing skillsudtt be the main focus for business
English studies.

It is rather rare to find work done in the pasttista why the reading and
writing skills are perceived to be more importamart the other two language skills
(speaking and listening) among the business priofegls apart from the fact that they
are frequently used in the general business setilhrging skills, however, is used
widely for formal records of communications purpgsénglish language proficiency
is therefore easier to be noticed from an individwatten text rather than from
spoken language which is rather spontaneous. M&Il{a@98) quotes a German
research finding (cited Braunert, 1993) that bussrlanguage learners’ motivation to
participate in any Language for Specific PurpodeSP) course is the needs to

improve their language proficiency. Braunert (1993jplained that language



proficiency is directly linked to high performanoghich will lead to a success in

one’s professional career respectively. Howeveeséhbusiness professionals also
perceived that having language proficiency is neteassary based on linguistic

competency but on the other hand based on strdrjgcdicompetences. Therefore, it
is implied that a language course for businessegsibnals should aim to help the
learners improve their communication proficiencyctimmunicate in order to better

deliver their subject knowledge in an effective mamn

1.1.2 Business English in Thailand

In Thailand, a large number of Thai university dyrates enter a
business workforce every year with attempt to b@leyed by multinational firms.
These graduates prefer to work for non-Thai firme tb several reasons. Based on
extensive job interviews, Thai job seekers, in gahebelieved that working
multinational companies will allow them to gain h& salary, to demonstrate the
capabilities in a non-hierarchical environment, léarn from international work
standards, to gain wider perspective of the busifresn the global context, etc.

To focus purely on Thai graduates to finally becosuecessful in
entering multinational workforce, these individuaiBve at least studied English for
12 years in the compulsory education. They arerefbee, expected by their
employers to be able to perform tasks efficientifhaut a language barrier, using
English as the main communicative mean. This foheegraduates to suddenly shift
the gear from obtaining the English skills onlyptass the school test, to perform their
job as well as a basis for their wage increases.aHility to communicate in English
has, therefore, changed its importance from a ‘tudeave’ skill to a ‘must have’ skill

with a direct impact to their career advancement.



In Japan, Someya (1999) confirmed in his study 9846 of Japanese
business professionals believed that English isessary for their work. However,
regardless of the acceptance of English languagertence, the sudden change in
the proficiency requirement is not easy to copdh@se graduates are new to the
professional setting Parts, Maguire, 1999). A vaaye number of employees can
immediately improve their language skills in a $hmeriod of time in order to deal
with highly demanding tasks and expectations froeirtboss. In fact, many of them
find that they are still incompetent even afterrbe®rking for several years.

Based on the above findings, the present studyt@imvestigate how
junior employees of multinational companies in Téxad can improve their English
proficiency to cope with English tasks in their Wplace, particularly for the writing
skill. The company where the study was carriedreptesents an international firm
(an American-based company with branches in albregof the world), located in
Pakchong, Nakhonratchasima.

This company has found to consist of several gébaracteristics of
multinational companies in Thailand where Englistaidominant business language,
with details as follows:

1.) The company is consisted of all major businesstians namely

Marketing, Sales, Finance & Accounting, Human Reses)
Research & Development, Engineering, Manufacturing,
Purchasing, Logistics, and Information Technology.

2.) The company is consisted of both Thai employeesexpatriate

employees at a reasonable portion.



3.) The company uses English language in all formalroamication
means, for example, in business e-mails, presengtireports,
operating procedures, etc. Thai language is ussdfoninformal
communication among Thai employees and in goverhmetated
documentations only.

4.) The employees in this company uses English languege
communicate routinely both within the local offi@d cross-
countries to deliver work assignments.

The writing skill was chosen to be the single foacushe study based on the
previous study, confirmed by the preliminary survegnducted with business
managers in the real setting. It is strongly intidathat English writing is the most
needed skill among the four due to its importarca@adcomplish the daily business
tasks. Examples of the tasks using English wrisikiys are listed below:

e To request and provide information such as to conttading activities,

to share knowledge within the business groups aaosntries, etc.

e To make presentation to various groups of audienoessharing
information, updating work progress, facilitatingreeting or seminar,
etc.

e To exchange information on a two-ways basis throcgmpany e-mail
system

e To report on business progress, etc.

From the previous studies and observations, it banconcluded that
employees of a multinational company generally lEsglish regularly in their daily

activities. Written English is perceived to be Hghmportant, as well as frequently



performed in the real setting. E-mail writing i$amed to as the single most important
channel for exchanging information in the modersibess era. This conclusion has
become the foundation of this research study, @mmenhance the multinational

employees’ to write more efficiently in performitigeir job.

1.2 Purpose of the Study

Written communication, particularly in the L2 coxii® has been traditionally
perceived as a skill that can be learned from capyrom others, performing a
translation exercise (from L1 to L2 context), amd-pet phrases usage. Very minimal
effort was spent in focusing on improving the indual’s writing process (Louhiala-
Salminen, 1996). These traditional learning methomldd be the reasons why adult
learners take a long time to improve their writprgficiency, to better communicate
what they want in a clear and precise manner. Aldaltners have limited time to
compose a written work, due to numerous deadlimeb taght job commitments.
These learners may require a tailor-made learrpgaach(s) which is different from
the traditional writing skills pedagogy employedire past.

This situation has triggered a need to study andnierstand how written
English can be effectively learned in a short perad time to enable these adult
learners to learn in a workplace setting.

An overall research study is inclusive of the faliog sub-areas;

1.) the input analysis (needs analysis)

2.) the business written sample analysis and matetéislopment

3.) the workshop employing a learning model of combiteetjuage learning

theories considered suitable for adult learners



4.) the assessment of the learners’ writing skill inv@ment and their

perception towards the learning activities

There are also several observable factors whiclwaréh mentioning at this
point. First of all, Thai employees in multinatibmampanies have learned English as
part of their compulsory education. However, they still struggling in performing
writing tasks at work. Therefore, the traditionah¢hing/learning methods used in
school may not be applicable for the several daysrse duration requirement.
Secondly, the appropriate selection of words anaitelogy in the business context
is important to demonstrate their professionalism proficiency. However, in many
cases, the suitable selection of words and extensbcabulary storage is a direct
consequence of work experience. Newly joined engssyshould rather be taught to
organize their thoughts in order to deliver ‘apprag’ content, regardless of
advanced terminologies or vocabularies which th#élygnadually learn over time.

In conclusion, the purposes of this study were tgaii) To understand the
needs of business English from both the employaed’ employers’ (managers’)
point of view, (2) To develop an integrated mod®l lhusiness writing course, using
appropriate strategies for adult learners, focugingbusiness e-mail and business
presentation composition and (3) to obtain a refsaih implementing the integrated
learning model in helping the learner to write mefiectively.

This business writing workshop is outcome-based larketd directly to the
participant job requirements. Participants in ttusirse attended the program on the
voluntary basis rather than being forced. This mtany approach for sample selection

is considered crucial for adult learners (Dudleyaiy & St John, 1998) as it leads to



course commitment and the determination to imprtweir English proficiency

respectively.

1.3 Resear ch Question
In order to achieve the above purposes, the stadyskes on the following
guestions:

1. What are the needs of the multinational employeékhailand concerning the
English communication in the workplace?

2. How can a practical learning model be developechéfp adult learners
working for multinational companies in Thailandreo write?

3. Was the business writing model called “Integratenblish for Business
Purposes (EBP) effective for improving the parteifs’ writing in the
selected genres?

e Sub-question 1: Did the participants in the IntegplaEnglish for
Business Purposes (EBP) course improve their wrifiim business e-
mail?

e Sub-question 2: Did the participants in the IntégplaEnglish for
Business Purposes (EBP) course improve their wrifor business
presentation?

e Sub-question 3: What perceptions towards the Bmdls Business

Purposes (EBP) course did the participants have?

1.4 The Significance of the Study
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Based on the result of the preliminary survey catell previously, the
proficiency level of employees in a multinationaks have a strong link to the ability
to communicate well and the potential to performiwe the multinational work
setting. The perceptions above have led to a helefappeared in the preliminary
study, that an individual with better English commaation skills in the multinational
workplace should also have a better opportunitycemeer advancement compare to
those with lower communication abilities.

The proficiency of English writing in a multinatiahworkplace, as obtained
from the business managers’ study, can be defmstkicriteria as follows:

1.) The quality of the message, whether or not it dosta

e Concise (being specific)
e Easy to understand (logical arrangement of theecant
e Grammatically correct

2.) The selection of appropriate vocabularies, whetiearot the words used

were simple and suitable for the business context

3.) The organization of the content that should be @rgmBsequenced

4.) The clear communication of the key messages, irerothords the

audience should know immediately what the authontsvdo achieve
from the communication message

5.) The appropriate tone of the message suitable étaiyet audience

6.) The appropriate action is taken after the commuiocicdakes place

These 6 criteria are generally used by businessageass to evaluate the
proficiency of a written business genre. It is wotb note that the grammatical

correctness is only mentioned as part of the qualiteria while two out of six
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criteria focuses on the appropriateness of theesbnother criteria focuses on the
organization of the content and the outcome from tbhmmunication. The EBP
course should, therefore, focus on delivering #maes writing ability(proficiency) as
defined above rather than focuses on improving itftevidual English language
writing proficiency as generally accepted in thademic context which will require a

sufficient length of time to learn.

1.5 Scope and Limitations of the Study

Since this study was conducted in one Americanbasuiltinational
company, the business context may not be 100% caydi to other foreign-based
company where English is not used as the primanguage for communication.
However, the course model (consisted of needs sisalyulti-theories based learning
model designed for adult learners, and non-tradifitearning environment setting) is
designed specifically for adult learners in theibess context. It is highly believed
that the learning model is relevant to adult leesnén other multi-national

workplaces.

1.6 Operational Definitions of the Key TermsUsed in the Study

For clarification, the key terms used in this stadg defined as follows.

Writing Proficiency — Writing proficiency refers sBogood standard of ability and skill
to perform written work with content that has diariexplicitness, good organization,
good word choice, spelling accuracy and approppatectuation used. The grammar

advancement is not the primary purpose of thisystud
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An Integrated English for Business Purposes (EB&)r€e — The course is newly
constructed based on a learning model designedduti dearners in the business
context. The course focuses on improving the vwgishkills according to the business
managers’ accepted quality as explained in theiguewsection. The model is heavily
based on the genre-analysis method (Swales, 19@03pecific instructional methods
of adult education (Dudley-Evans & St John, 1998yk-based approach (Willis,

1996) and workplace contextual writing.

Junior Employees — Junior employees referred twvighaals currently working in an

entry level or a junior supervisory level, withdadan two years in the role.

Job Specific Writing Skills — Job specific writirgkills refers to the skill required to
compose business e-mails and business presentsts®mtd on the knowledge of the

individual’s job, the business context understagdand certain writing skills.

Business E-mail — A business e-mail refers to actednic message sent from one
employee to another or to a group of individualbezi within the same company or to

other company(s), with specific purpose(s). Theswés are job related.

Business Presentation — A business presentatiersrif a set of presentation slides,
generally prepared by using a Microsoft Powerppimigram, to support a business

communication. These business communication segsionexample explaining an
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idea, proposing a project, summarizing work progjresc., are concerning business-

related topics.

Writing Scoring Rubric — The writing scoring rubmefers to the criteria used to
judge the quality of the business e-mail and priagiem in the five aspects namely
content, organization, vocabulary, language usage,mechanic. The scoring rubric

use in this study was modified from Jacobs et &.981) work.

1.7 Summary

This study aims to investigate the related factord appropriate approach to
facilitate the improvement of English writing pragncy of junior employees of
multinational workforce in Thailand. The study fges on two written genres namely
the business e-mail and business presentationchrexang these objectives, four
main phases of the study was applied. Phase oneewgong the input or needs
analysis related to needs of business English amndeptions towards the writing
proficiency from the business managers’ perspestirephase two, the collection of
written business samples were collected and amdjyzsing Swales’ (1990) genre
analysis theory. In phase three, the learning madel the business writing course
was developed and tested. This learning model sedan a combination of several
language learning theories, all of which will bedalissed in Chapter 2. Finally, in the
last phase, the experiment of the learning model egaried out in the real classroom
setting, with extensive data collection both guatitiely and qualitatively to yield the

findings to support the hypothesis that adult leesnn the workplace can be taught to
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improve their work related writing skills regarddesf experience and course duration
limitations.

The findings of this study is meant to be usefudggogically to at least two
immediate groups, the employees of a multinatimumhpany using English as the
main communicative language in the workplace ared ESP teachers focusing on

business English.



CHAPTER 2

REVIEW OF RELATED LITERATURE

This chapter discusses the related literature fvamious resources: textbooks,
published journals, articles, theses, and othewagit published information. The content
from which the conceptual framework has derived kel inclusive of the following sub-
topics: language learners and their educators, molesiness English at work, genre
analysis, needs analysis, genre analysis and lsssigenre, task-based approach, the
implementation a of training program and specialfuees of an integrative model for

effective English for Business Purposes (EBP) ngifprogram.

2.1 Language L earnersand their Educators

2.1.1 Language Learners: Adultsat Work
The learning environment of English for Businessp@ses (EBP), as
also defined by an adult learning environment, bandefined based on the adult
learning types (Rogers, 1996) as well as its m@tatd English for Specific Purposes
(ESP) characteristics. In the area of ‘non-formduication’, Rogers (1996) defined
this type of education as all out-of-school edwraiincorporating any group of age
and characterized by ‘more life-related’ than ttaglitional school curriculum. In ESP
terms, this would involve practical teaching sitom$ such as one-to-one tuition

(Wilberg, 1987) which is particularly relevant fousiness English learning.



Business English learning are also related to thdt &earners’ characteristics
which can be considered as one of the key elentdr&SP curriculum design. This
area focuses on ESP learners who are treateduakerdgtparticipant’ with emphasis
on his/her awareness of the learning role, andntipertance of the establishment of
the ‘learning contract’ where a special relatiopshetween the ESP participants, the
ESP subject and the ESP tutor are explicitly apated (Sifakis, 2003).

Sifakis (2003) also suggests that the businessidndéarners, or adult
learners, should be voluntarily involved, consciguparticipate in the learning
process, as a necessary step towards their perfsdiiielent. The ESP/EBP learners
should be accepted as adults. Therefore, it isssacg to encourage these learners to
reflect critically on their past experience, theiews and opinions concerning
language learning. Only from such learner’s reitactthe ESP/EBP course design
can achieve full potential in delivering subjedistt are satisfactory to these adult
learners. Moreover, the content of the course shalsb be tailor-made to fit with the
adult learning preferences, as well as inputs fedhstakeholders such as business
managers’ and peers.

In summary, EBP courses, as an adult learning psosigould be:

e constructed with a proper co-operation betweerEBR 'teacher' and
EBP 'student/participant’, as the syllabus is a®redd negotiable and as a mean to
increase the adult learners’ motivation levels;

e provided in a complete cycle (teachers constamkdor student’s
reflection as a basis for course improvementsynkya are left with a feeling of

fulfilment and satisfaction that they have learsethething worthwhile;
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e consisted of sequential and cumulative knowledgelt lon adult
learners' existing knowledge and expectations;

e incorporated with learners voluntary enrolment apdrposeful
course objectives - the EBP learners have to beemfatly aware of the
methodological principles and the learning objexdiwinderlying the actual teaching
process as active involvement of the student ppatint in the planning process

enhances motivation and commitment (Herzberg, 1972)

2.1.2 Educator s of English for Business Pur poses

Two roles that are essential for adult ESP edusat@: the role of teacher and
of counsellor. Successful combination of thesesradeimportant for the planning of
ESP classes that enhance adults' function as lgaantcipants.

The ESP teacher is responsible, primarily, for psong, whenever possible,
methodology-specific communicative strategies #ratance the learners' adulthood-
oriented considerations. This would involve theegration of self-directed learning
techniques (Dickinson & Wenden, 1995; Hammond &li@s] 1991) with task-based
activities that enhance the learners' problem-sghskills and ability to reflect on
previous experience.

On the other hand, ESP teachers are also expectedttas advisors or
counsellors to their adult learners. Their cousdilinction is to find ways to both
appreciate and enhance learners' learning andistudyeeds (Underhill, 1998) as
well as increasing the scope of adult learnersloeafory behaviour by offering
psychological assistance where necessary (Ellist&gon, 1994). This counsel may

include various different situations, ranging frémlping learners adjust to the new
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learning situation to boosting their self-confidena micro-skill-oriented issues to
helping them with unexpected personal crises (&f&003).

Teachers/counsellors of ESP learning must estalthsemselves with the
student as being attractive, trustworthy as well@sonstrating expert knowledge in
the feel of teaching. Wheeler (2000) also suggesied the teacher’'s personal
attributes for example warmth, encouragement, ndgfental perception, and open
mindedness are considered important. The abovedeasistics, sometimes known as
a therapist's characteristic, and the interpersstyéd are also essential aspects of ESP
teachers. Other qualifications of ESP teachersaapeptance, emotional stability,
commitment, genuineness, flexibility, people ingtse confidence, sensitivity and
fairness (Pope, 1996, cited in Sifakis, 2003). lmahe teacher of adult ESP should
acquire the ability to communicate, to encourage-campetitiveness, to teach in an
uncomplicated manner, to be a good listener arapémly reflective on his/her own
practice (Wilberg, 1987).

Dudley-Evans & St John (1998) have concluded teasgnality, knowledge,
and experience are important to a business Engdather. Most likely, EBP courses
are conducted in either a one-to-one or a smallgeetting. Personal contact is a key
factor for teacher and student’s correspondencachiess need to be outgoing, tactful,
and genuinely interested in business issues (@&iliskJohnson, 1994).

Unlike in the English for academic purposes (EAR)ation, most teachers in
the EBP area have never worked in the businesexioris fewer teachers have
experienced or actually worked within the studemistk environment, it requires a
lot of further knowledge acquisition through exteeseading, talking with the target

audiences, as well as attending relevant coursdscanference to obtain relevant
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understand of business English. Therefore, it isomenended that further
development of ESP practitioners should be extehsiexplored to support the
nature of ESP which is both stimulus and full o&ltdnging demand (Dudley-Evans
& St John, 1998).

Nowadays in the business environment, an effediiv@ness communicator
must be both proficient in verbal language as wsllproficient in the personal and
interpersonal skills accompanying the language comeation. ESP practitioners are
also, increasingly, expected to deliver both lagguand skills as a consequence.
Pilbeam (1992) mentioned in the study that trend E&P courses are becoming
shorter, highly job-specific and emphasizing oniski

There are areas where those involved with busilaggiage training should
acquire knowledge and context understanding to rensffective responses are
provided to corporate EBP needs. These areas ggesied by Dudley-Evans & St
John (1998) as follows:

1. a knowledge of the communicative functional of HEstylin business
contexts;

2. an understanding of the business people’'s expeotatiand learning
strategies;

3. an understanding of the psychology of personal antkrpersonal
interactions in cross-cultural settings;

4. some knowledge of management theories and practice;

5. first-class training skills.

For the present study, it is considered fortuniade the teacher (researcher) is

both an English teacher and a business managey Heaiglish daily in the workplace.
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The EBP program can, therefore, be constructed dbase first-hand business
experience, an understanding and an awarenesg d&fuginess requirements as well
as knowledge of English language teaching (ELT).

Sifakis (2003) suggests that adult learners' gresgase of perspective and
ability to make judgments based on accumulatedrexpee can be fruitfully inherited
in the ESP teaching/learning situation. These dspeombined with their inherent
autonomy and need for establishing clear goals,beaachieved by making the ESP
learner an active participant not only in the aktearning process but also in the
syllabus and lesson planning stage. The integrd&B® model used in this study,
therefore, will analyse the adult learners' ne@asuf) and combined them with the
knowledge of the ESP teacher, where the teachdrasdume two roles namely

teacher and counsellor at the same time.

2.2 Modern Business English at Work

2.2.1 TheCharacteristic of Modern Business English

The related literature concerning business Englislthe modern era
suggests that the writing skill is referred to a® @f the most important skills for
business professionals in the globalized contestriodis research conducted in the
late 1990s to early 2000s concluded that Engliskdus the business discourse
nowadays has been changed (Sumeya, 1999; Gimed@@). Business English is
now less formal, concise, and rather close to Véabguage than in the past. Reasons
for the stated characteristics could be a resultimke pressure in the fiercely
competitive business environment, which leads tiesgure for the communicator in

becoming more effective in what they write.
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There is a strong consensus in other studies ktegie tis a significant shift
from the traditional time-consuming airmail medised in sending English business
messages, to the quick and easy approaches stehasd e-mail.

From the linguistic point of view, both Someya (29%nd Gimenez (2000)
who studied the characteristics of the Businesguage in the two different contexts
(Japanese and Brazilian) suggest that Englisheid ustoday’s business messages are
less formal, more concise, and more speech-likepeoed to how it was used in the
past. The written business language today occuws,only in a time-constraint
manner, but also constraints by the increasing amofutasks demand within limited
time. Sumeya (1999) confirmed in his study that flapanese business people
mentioned that the number of messages they writk rageive on the job has
substantially increased as a result of the wideapuse of fax and e-mail. All of the
above phenomena has led to higher pressures faothenunicator to be precise and
highly efficient in order to save both the writerdethe readers’ time.

The nature of business communication is changirigerarapidly in many
aspects that keeping up with the current practisedifficult for those who are
involved with the teaching of Business Englishisltclear that a new paradigm is
needed to appropriately prepare the business giofed to cope with the changing
characteristics of the language as well as theasingly demanding tasks.

Based on the above findings, it is interestinguidhfer explore in the same area
of focus, in order to confirm whether such clairansts true, particularly for the
modern business setting in Thailand. Moreover pitewious studies have also lead to
a curiosity concerning the solution(s) to effectyvéelp these business people to

write.
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2.2.2 Business Genres

Swales (1990) argues that “a discourse communityreenclature for
genres is an important source of insight”. In tbademic community, terms such as
‘academic article’, ‘review article’, or ‘essay’ v& clearly distinctive and defined
with  common understanding among academic pracétin In the business
community, on the other hand, Barbara et al. (196hted out after conducting a
preliminary needs analysis among Brazilian busieesthat there was a ‘clear
mismatch between what researchers meant by lalels as ‘project’, ‘report’,
‘memo’, ‘presentation’, and ‘meeting. It also be@apparent that the terminology
mismatch was not only between research and orgamzabut also between
organizations’.

The recent studies on written business communicakias called
attention to the need for further investigatioroittie effect(s) that new technological
developments such as the fax and electronic marhd#) can have on written
interpersonal communication (Basturkmen., 1999;rlékal1996; Louhiala-Salminen,
1996). In his study, Gimenez (2001) pointed out litiée, if anything, on the topic is
mentioned in either course books or specializedhjgls for L2 learners. The business
course designers as well as teachers of writtemugritation may need to take into
consideration that business communication genreaiés in particular, seems to be
growing more dependently upon features such flaibinformality, and efficiency.
This, in turn, reflects a challenge to the longablshed tradition of teaching

“formulae writing” to business students (Le Vash®95).
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Gimenez (2000) claims that some evidence emergessgioken nature of e-
mails has started to affect the discursive prasticethe context of interpersonal
communication, making it more informal and persea in many respects.
Efficiency, of the features of e-mail messagesuegtly mentioned by e-mail users,
seems to equate with informal and flexibility oflet a fact that is supported by the
absence of manuals that establish the norms forctmposition of messages.
However, it should be noted that the level of infafity and flexibility of style is
greater in personal than in commercial e-mails dadendent on the relationship
already established between sender and recipigheohessage.

Therefore, it is important to carry out a genrelgsia of the selected type of
communication to ensure that a clear definitiontha selected genres is well defined
for further references. This analysis would enhasgmificant differences and
specific communicative purposes of each organiagtigor to further course design.
The genre analysis will also be the base for thialsys design to ensure the learning
model is delivered with relative validity and redecy to business communicative

purposes.

2.3 Genre Analysis

Genres are defined as communicative events anclgshior achievement of
purposes that are recognized by the members ob@ulise community (Swales,
1990). From a language teaching perspective, SwWa8&l, 1990) considers a genre
as consisting of a series of moves. A move is & pla text which can be both
written and spoken. The move achieves a partiquigpose within a text such as to

persuade tourists to visit a site (Henry and Rasgpd998). Swales (1990) also
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argues that a convention of certain genre use@eagtiic discourse community is
important. According to Swales’ definition, e-maiid presentation can be classified
as two distinctive genres. In the last few yeaenrg analysis has been studied by
linguists, namely sales letter and job applicatifBisatia, 1993) and grant proposals
(Connor, 2000; Connor and Mauranen, 1999). Theatsis genre analysis work done
in the academic domain (e.g. Gledhill, 2000; Thoompsl994; Swales, 19996), as
well as in ESP contexts (e.g. Bhatia, 1993; HeniRdseberry, 1996; 1997; 1998).

Bhatia (1993) states that the general aim of aeganalysis is to identify the
moves of a genre, the order of the moves, and ¢yelikguistic features. Then, the
next important step is to explain why the writeh®ase these features to achieve their
communicative purposes (Bhatia, 1993). The ternetbihcal function” as used in
genre analysis refers to the logical relationshipat combine parts of the text
together. According to Bhatia (1993), a particulaove is designed to realize a
particular intention or purpose. In the meantimealso contributes to the overall
communicative purpose of the text. For example, tfwe “location” in the brief
tourist information gives the location of a toursste (Henry and Roseberry, 1996).
The move boundary is where the author changesehigbmmunicative intention
(Bhatia, 1993).

Research on genre analysis shows that genres dexisbtin isolation but they
are parts of a structured system. To understance rabout these actions, novice
writers can learn how texts interact and how thegps meanings in relation to the
social systems.

Indeed, genre analysis that identifies moves octfanal component has a great

deal to offer for the study of e-mails and presémtasince a linguistic/rhetorical
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system of genre specific moves can be developedrn@ocand Mauranen,1999). In
this study, the researcher used the rhetorical m@amlysis developed by Swales

(1990), followed some guideline of boundary as usdghatia’s work (1993).

2.4 Needs Analysis

Needs analysis, according to Brown (1995), is ‘&kstematic collection and
analysis of all subjective and objective informatioecessary to define and validate
defensible curriculum purposes that satisfy thegleage learning requirements of
students within the context of particular instituns that influence the learning and
teaching situation”.

As Business English is known to be tailored toitiddvidual learning needs,
the needs analysis is a very crucial initial steghie course design. Pilbeam (1979)
suggests that needs analysis should be concertie@stablishing both:

e a target profile of language skills which sets ddta actual activities that the
learners have to carry out (target situation amsllyand

e a profile of personal ability in which the learngsoficiency in these
activities is evaluated (present situation anajysis

Such a language audit is particularly relevanhtoampany work and helps to
decide how many hours of language tuition are rea@debridge the gap, or what
should be prioritized where time is limited.

Brieger (1997) suggests that needs analysis fomBss English will facilitate
the identification of the range of general and sddanguage knowledge required,

together with general and professional communioatlalls.
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The importance of needs analysis has, therefoe bked and summarized in
the recent research by Brown et al (1999) with mrég#0 the various perspectives of
language course such as learner-centered -curriculi@sk-based curriculum,
performance assessment, proficiency-oriented auumg, and motivation:

1. In a learner-centered curriculum, teachers’ redmtimn in content
selection through extensive consultation with stsl@bout their learning needs and
interests is critical (Brindley, 1989); needs asa@yhelps teachers create in-class
activities in which the students can utilize learrskills and knowledge as tools to
meet their real-life needs in meaningful ways (Nuyri988).

2. Needs analysis helps teachers understand “locdsheé students or the
needs of a particular group of students and ma&etipal decisions in pedagogy and
assessment for improvement (Tarone & Yule, 1989)

3. Needs analysis should be a central component tdrpgance assessments,
whose purposes are to test students’ ability téopmrtasks in real-world situations
(Norris, Brown, Hudson, and Yoshioka, 1998).

4. Needs analysis is an integral component of taskdasyllabi; real-life
target tasks should be identified by a needs aisaliyeng & Crookes, 1992, 1993).

5. In proficiency-oriented instruction/curricula, neednalysis helps teachers
understand the potential differences in learningeetations between themselves and
their students (Birchbichler & Coral, 1993)

6. Obtaining input from the students about a planned»asting program
through a needs analysis is fundamental to thegdeginplementation, evaluation,

and revision of the program (Richards, 1990; Samigri997).
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7. A program that attempts to meet students’ perceiveeds will be more
motivating and successful (Crookes & Schmidt, 1991)

Holden (1993) recommends a three stage analyseonduct the language
audit to obtain the needs analysis: the first stagelates information through which
target language needs are identified; the peraeptocd communication within their
corporate culture; and the final stage is a questioe to establish preferred learning
styles.

For short intensive courses, less time and fewsourees will be available;
but, the EBP teachers usually obtain some pre-eoumfsrmation: learners may be
willing to complete a short form and supply examspdé commonly used documents
(Dudley-Evans & St John, 1998). These informaticeans that the EBP teacher can
design the framework of the course before the Eararrive and determine specific
needs when the learners are on-site. In a onedasdnation, this can be achieved
through quite extensive interviewing and discussamthe learner is fully involved in
using the language during the learning processmiall group situations, learners can
interview each other about their job, their useEofglish and then report back
individually or summarize similarities and differss.

In this research project, the focus was desigriegfitamework and delivering
the course to the intermediate learners in the dausmess context (same company)
in small groups activities at the beginning, andenthencourage for self-
directed/autonomous learning as the learners g ih&w their work context.

An example of the written tasks for the learners sinuctured interviewing of
both learners and their managers were conducted torithe designing stage in order

to obtain both the present situation and targetasin information. As the project
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was on the written skill, examples of the learnersgten work was also collected for

analysis.

2.5 Genre Analysisand Business Genre

There is hardly any published research that exangither the genre of
business e-mail or presentation. This study thety imave been the pioneer in
conducting these two genres in the framework ofrgemnalysis. Connor and
Mauranen (1999: 48) defined “Genre analysis” as “8tudy of texts as social
phenomena where recurrent patterns of structurédahdvior help organize structure
into comprehensible and effective forms.” Thisikigbn, they stated, derives from
Swales’ principles from research on academic t€¥@90) and the theories of social
construction.

The unit of genre analysis is a rhetorical movenorve. Describing the move
in order to analyze the grant proposals, ConnorMadranen (1999: 51), following
Swales (1990) notion of move in a text, definedsit“ . . . a functional unit, used for
some rhetorical purpose. Moves can vary in sipgé,normally contain at least one
proposition. In addition, they , along with manthers including Hyland (1998)
Paltridge (1995), typically exhibit some internaherence.” They also stated that
identifying the moves in texts is based on bothcfiom indicators realizing by
linguistic clues as words (e.g. tlhan of this projects, théirst phase, etc.), and/ or
phrases (e.g. thiending will contribute to our understanding of . . .) and boundary
indicators (i.e. connectors, section boundariesagraph division, etc.).

Applying the notion of moves in analyzing e-maildapresentation of this

study will reveal certain moves regularly occurthese two genres. In addition, the
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method of identification of moves indicating theganization of content in the texts
will prove useful and efficient for the employeas c¢hoosing the content and

organizing it when composing these two genres.

2.6 Task-based Approach

2.6.1 Rationalefor Task-based Approach in Second L anguage L earning
It is generally accepted that learning processesolfi individual are

different and their progress at individual speéd.the case of learning a language,
especially the foreign one, Skehan (1996) stateshieg cannot determine the way
the learner’s language develop. This implies thatelements of the target language
may not simply be put in slots in a predictablesordOne crucial question a language
teacher has to ask him/herself is how to help arsktudents learn the target
language. Among a number of teaching methods,liaskd learning (TBL) seems to
be the most appropriate. In TBL, the learner sthdiust be exposed to as much of the
foreign language as possible in order to merelyeofesthe foreign language, then
hypothesize over it, and finally experiment with fhis sequence seems to resemble
the way a child acquires the mother tongue in theyechildhood. This way of
learning cannot be predicted and controlled. letkels on the individual child.

In TBL, the whole process of learning focuses anldarners. Any tasks the
teacher produces and supplies to the learners agiviag them the opportunity to
experiment spontaneously, individually with the eign language. One of the
important responsibilities of the teacher, whem@&iBL, is to activate consciousness
raising process in the students. This consciossrasing part is crucial for success

of the TBL. Here the teacher must help learnergemognize differences and
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similarities, help them correct, clarify and deegherir perceptions of the foreign
language. In sum, we can conclude TBL by quotikgh@n (1996:20) as “a task-

based approach sees the learning process asmhigénrough doing.”

2.6.2 TheBrief History of Task-based Approach

Phabhu (1987) may have been the first one who teskk in his
“Communicational Teaching Project (CTP). He sawask as an activity which
requires a learner to an outcome. With the giméormation, the learner had to think
through and arrive at the outcome. In additianclassified four types of classroom
activities: "ruled focused", "form focused”, "meagiul" and "meaning-focused”. He
preferred the learner's deduction of grammar rédes sufficient input rather than
explicit grammar teaching.

Long and Crookes (1992) considered closely at Riialihsks and came up
with some important points. Some of which are thattasks were chosen without
any needs analysis; that no clear guideline fousegng tasks, and use arbitrary
method of grading difficulty of successive task$ey also defineed a task as a piece
of work or an activity with a specified objectiv&his task is undertaken as a part of
an educational course, or at work. They diffeadntithe two types of tasks: the
pedagogical and the real world tasks also staténtpertance of a needs analysis in
deciding which tasks to select. This idea of nesdsysis links with the current idea
of student-centred class. Still, practical proldentan be foreseen if classroom
teachers attain to sufficient needs analysis,dik sufficient materials.

Willis (1996) provides a guide for classroom teasht#® use a task-based

learning (TBL) approach. She describes how toheatask-based lesson. Her view,
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similar to Long and Crookes' (1993), advocatescasmn form in her TBL approach.
The format of TBL class is quite rigid. It stangth the pre-task, where the learner
discusses the topic. The next step is task cyeleiticludes the task, the planning and
the report. The idea behind this step is that ¢aenler can work from fluency in the
task and gain more and more accuracy through pigramd finally a report. There is
also a section on language focus and practicethidtstage, the learner can have a
chance to work on the items that he/she has fouffiduities with while working on
the task. The materials Willis suggests usinghendlassroom are the materials on the
BBC world service, the Internet, TV programs, etc.

Willis (1996) further gives various types of taskwl the outcome as follows:

1. listing (e.g. brainstorming, fact finding) and imutcome is a
completed list or a mind map being drafted,

2. ordering and sorting (e.g. sequencing, rankingggmaizing) and its
outcome is a set of information ordered and saataxbrding to specified criteria,

3. comparing (e.g. matching, finding similarities, ding differences)
and its outcome can be items appropriately matcbedassembled, or the
identification of similarities or differences,

4. problem-solving (e.g. analyzing real situations, pdipetical
situations, reasoning, decision making) and itscaue can be solutions to the
problems,

5. sharing personal experiences (e.g. narrating, ib&sgy exploring
and explaining attitudes, opinions, and reactidrt)e outcome is largely social.

Students, Willis proposes, should go through séviasks and then report

them publicly.
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In the present study, it is appropriate to applyligVidefinition and types of
tasks. That is the research can aim at tasks agtiastwhich learners use the target
language for a communicative purpose (goal) toeaehan outcome. The tasks that
are appropriate for the employees are the oneghégtfrequently do in the company.
In addition, the consideration was on tasks witloattome and related to their needs

in performing their routine jobs.

2.6.3 TheCycle of Task-based L earning Approach

To keep balance between the fluency and accuracgnwthe
participants write their e-mail and presentatiortarnals, the researcher can plan the
lessons using Willis' TBL three stages frameworKallews: In thepre-task stage,
the situation will be presented to the participanits thetask stage, the participants
complete the task in pairs or small groups. Tiseaecher acts as the facilitator. The
participants have chances to compare their work i€ models. In thassessment
criteria, the participant will be able to perform the expecjobs, that is, the e-mails,
and the presentation materials. In addition, teay present their work publicly. The

following framework of TBL cycle was used as a gquid



Figure2.1 A TBL Framework for an Integrated English Writing Coursefor

Business Purposes (EBP) Workshop

Pre Task

e Introduction to topic and task
e Thorough introduction to topic
e Use of demonstration

31

Task Cycle
e Several sets of short tasks
¢ Followed by small groups go through of tasks

e Gradual increase in the importance of planningoeqr
presentation.

Language Focus
e Select, identify and classify words,
phrases , and sentences found difficulties
e Explore and practice using them.
e Build personal files of language use.

Themain goal of the EBP Writing wor kshop:
The employees should be able to compose businessleand presentation
materials in English related to their own job rasgbilities fluently and

accurately.
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However, in applying TBL in designing a languageirse, a designer has to
go through the normal procedure of instructionakems design, that is to allow input
analysis which includes the needs analysis of thdests, to implement effective
methods and techniques of language learning whidhudes the form-focused

instruction, and to allow an evaluation based ent#isk-based criterion respectively.

2.7 The Implementation of a Training Program

In order to deliver the English for Business Pugso$EBP) program that
serves the needs as stated above, this researgdctpeomed at designing an
integrative learning framework, based on the cafsobusiness context, ideally with
relevance to each individual's job requirementdpfang the task-based approach.
This learning model was also designed in the maattical and simple ways as to
ensure it was not too complicated or time consumimgch could lead to a less
motivated from the learners to spare time of thasy work schedule.

There are at least four interrelated steps for gotmdg a training program
(Grognet, 1996).

1. Conducting a needs analysis which leads to the loleveent of
objectives of the program.

2. Developing a curriculum, based on the objectivésit tidentifies
tasks and skills for the training and prioritizeem.

3. Planning instructional strategies that include &aetg of activities
that focus on the objectives, keep the class learmatred, and include pair and group
work.

4. Evaluating the program on both a formative andrarsative basis.
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The needs analysis is perhaps the most crucialeo$teps since the remaining
steps depend on it. The needs analysis can beictudin various ways: observing
participants at work, interviewing all stakeholdemnd collecting all relevant
materials (Philippi, 1991). Having participatorgsassment process from participants
so that they can identify they wish to explore lass is another method of needs
assessment used at work (Wallerstein, 1987). iBhmormally called participatory
learner-generated needs assessment recommendibe foorkplace setting. Taggart
(1996) also mentions the needs assessment dorertasf phe on-going assessment
during the training.

In the workplace, the needs analysis should be donine job with different
people involved such as supervisors, managersenatid non-native employers. The
same kind of questions should be asked so thahtbemation from all sources can
be compared (Alamprese, 1994; Lynch, 1990 cite@drimgnet, 1996)

The next important step after gathering informatiorm all of the involved
people is the reconciliation. The researcher patgether the information from
different sources with personal observation, l&td prioritizes the language needed
on the job. This leads to forming the course dbjes (Grognet, 1996)

Then, developing the curriculum including tasks autivities is followed.
Once the objectives of the course are identified,researcher can plan the lessons.
Lesson planning includes gather text materials,es&ary educational tools and
equipment. The next step is to design tasks atidtaes for the learners so that they
can reach the goals. These tasks and activitebeaelated to either on the job or in

the wider communities. However, the researchemregise the educational materials
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to resolve the participants’ problems on the jaWédsterfield and Burt, 1996 as cited
in Grognet, 1996)

Grognet (1996) also recommends that all workpladeltaESL in general
should be learner-centered for the training to becsssful. Its requirement starts
with the investigation of the learners’ needs Isat they can form the core of the
curriculum and the instruction. Others recommeadlirig supportive environment
where learners can initiate their own preferencéslearning what and how
( Auerbach, Nash, Cason, Rhum, McGrail and Gomede®ad, 1992). The major
characteristics of the learner-centered class wmdlide problem-solving activities
with team-based and group negotiation (TaggartoL9%he classroom atmosphere is
collaborative; the teacher becomes facilitator,ugréeader, or coach. The learners
experiment with language, negotiate meaning, maistakes, monitor and evaluate
their own language learning progress (Grognet, 199kBaggart ( 1996 emphasizes
paired and group work since the learners can ictevih each others on meaningful
tasks and activities related to the workplace jddolt (1995 as cited in Grognet,
1996)) and Payton and Crandall (1995 as cited mg@&t, 1996) state that example
types of exercises used in a learner-centered amient include question and
answer, matching, identification, interview, cregtrole-plays and simulation, etc.

The last important step is designing the assedsmprtess including the
formative and summative basis. Testing is seqradsof learning. It means that any
performance made in and outside of class can itediedat and how much the
learners have reached the goals. It also poirttsvbat needs to be done in order to
remedy the educational barriers if the progressnioagione as expected. Two types

of assessment, formative and summative, have allwags used (Spolsky, 1992,
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Alamprese, 1994; Lynch, 1990). The difference leetmvthese two types is that the
formative assessment is the one that performs @Hg@rning program is in operation
whereas the summative one is conducted at the end.

A number of assessment instruments can be used:

1. Checklists. This instrument is used when the dives are clearly
identified and as the lesson goes along, bothaaeher and the learner(s) can check
the progress and keep checking how far he/sheclaabed the objectives.

2. Learner-generated learning logs. In a notebodkamer can write
down what he/she has learned, the problems encedr@d the success gained.

3. Portfolios including written class work, learn@ifsanalysis, tests.
In an individual folder, a learner keeps samplesvofks which can be the pre-test
and the post test, the self analysis and assessnséniments. This portfolio should
reveal to the learner how much he/she has growtheir language fluency and
accuracy. (Grognet, 1996)

For this research, the researcher followed thevoig steps:

1. Needs analysis including the input from botkibess managers and
the needs of the participants

2. The selection of the genres sample and thelamwent of the
learning materials, as well as the formation ofdberse goals and objectives

3. The Implementation of the course

4. The course assessment of both formative amidnstive criteria
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2.8 Special Featuresof the Integrative Model for Effective EBP Writing

Program

Even though the expectations of learners in a wadgcan be varied, the
language course designed for them should primbdlpased on the learning context.
Besides, since time is a valuable commodity, ieshes to be maximized to cope with
various learners’ needs and strategies. Thus, dhewing specific features of the
EBP course should be taken into considerationtl¥sing should be rather short and
intensive. Secondly, each session should be weldgawith continuous momentum
and clear objectives (Dudley-Evans & St John, 1998jrdly, when the course are
funded by the company, the high standards of qulibptimize the value for money,
as well as the business relevancy are highly druciestly, the learning strategies will
need to be adapted to meet the groups’ and/ontheidual’s needs.

As earlier discussed, prior to the curriculum desgythorough analysis of the
two selected business genres namely business eandil business presentation
materials must be analyzed to set forward a framlevior theoretical pedagogy
guideline. An in-depth understand of the learnerseds and their managers'
expectations shall be explored and analyzed in rotde obtain participants'
involvement, commitment, as well as to raise theativation level to learn and take
further steps to improve their business writingfigiency in their real life situations.

In terms of the program content design, for busineofessionals, a task-
based, problem-solving, deep-end approach is dgropriate as it mirrors their
work style and they learn experientially throughdlvement (Dudley-Evans & St
John, 1998). To create the learners' involvemspgcific techniques such as

facilitated group discussion and empowerment edutatre required.
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2.8.1 Facilitated group discussion: Special Technique used in EBP

Program

One technique commonly used with adult participamtsilfill
required tasks and to initiate learner-centeredmeastraining program is “facilitated
group discussion” (Abusabha, Peacock, Achterbe®§9) or “empowerment group
education” ( Adolfsson, et al, 2004). Abusabhaadéek and Achterberg (1999)
define that the facilitated group discussion is ianovative a client-centered
interactive technique which learners generate pleeific topics to be addressed and
share them with the group members through discoussio a different term-
empowerment group education, Adolfsson et al (2@@4ine it as a patient-centered
approach used in medical science that individualugr members identify their
problems or needs, strength and barriers and sat goals as well as plans for
reaching the goals to solve their own problemsughodiscussion and ,of course,
with the help of the providers.

The steps used in implementindacilitated group discussion and
empowerment group education are quite similar. Abbha, Peacock and Achterberg
(1999) describe 12 steps which can be summarigegketiing to know each others,
setting ground rules to wortogether as a group, identifying problems or needs,
clarify misunderstanding or misconception if anyarify the solution to the
problems.. Similarly, Adolfsson et al (2004) déserthe following steps comprising
of stimulating the diabetes regimen using the fogusup interviews prior the
workshop, at the beginning of the workshop, recgjuiheoretical knowledge about
the empowerment approach, and during the threevdayshop, practicing using it by

problem-solving, feasible changes, strength anddrarto make the changes, setting
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short and long term goals and making a plareaxh the goals. Even if the above

techniques have been used in medical sciencectreppe applicable to ESP.

2.9 Summary

In this chapter, three main topics pertinent te tburrent study have been
reviewed. That is, 1) what the Integrated EnglishBusiness Purposes Course is, 2)
how employees at work such as those working in Bimational company situated in
Thailand can have benefits from this kind of Erglisaining as regards to their job
responsibilities, and 3) the development of EBPtetcal framework from the three
perspectives of genre analysis, writing procesd,task-based approach. The next is
genre-based EFL writing instructions with the engdheon electronic mails and
presentation materials or aids. Needs, interests learners’ areas of interests in
relation to English writing at work are in the facdior foreign/second language
learning. The review ends with foreign/second lagg learning and the
Network/Internet applications, their motivationsearch on writing performance, and
writing analysis.

From the literature review, there is a growing nembf studies on ESP
writing and foreign/second language learning Dudisqans & St John (1998), few
focus on how employees in a workplace develop teiing proficiency in writing
specific genres related to their job. The researtias demonstrated possibilities of
benefiting from learners’ writing development byane of workshop participation on
weekends. Current published research has not egdni@arners’ development and
their perceptions of their writing behaviors andfgenance while they are at work.

The study has, therefore, attempted to fill the igape literature as mentioned above.



CHAPTER 3

RESEARCH METHODOLOGY

The previous chapter discussed the theories rglatia task-based approach,
the genre analysis method and previous researcht dlaesiness English. These
theories and research were used as the basis ¥efogeng the Integrated English
Writing Course (EBP) for adult learners working multinational companies in
Thailand. The major purposes of the study weretestigate the needs of business
English and to develop a learning model to trainlakkarners to write proficiently
the two selected business genres: namely, busaiessl and business presentation.
To prove the efficiency of the EBP model, an Eryligriting course was
implemented as a quasi-experimental study.

This chapter reports the methodology of how thiglgtwas conducted. The
procedures, samples, methods of analysis, andddataiptions are identified. Doing so
ultimately reveals results that provide conclusicsd suggestions for practices
regarding the efficiency of teaching business Emglivriting, especially business e-

mails and presentations via the Integrated EndtisBusiness Purposes Model.

3.1 The Experimental Procedure

The study was based on the case study methodededmthe study of a single
case leading to understanding its uniqgue and compldivities (Stake, 1995).

Similarly, Wallace (1998) defines a case study kmd of systematic investigation of



a single case. Creswell (1998) describes how tdoexpa case study by
presenting the problem, context, issues and bygusmultiple sources of data
collection and detailed description of context. Wase study is advantageous when
the subject of the study is a contemporary issaeitardesign can allow the treatment
of data both qualitatively and quantitatively. Irder to ensure the validity and the
generalization of the findings obtained from angecatudy, multiple sources of data
collection should be used. Multiple sites or singjle are possible for the study. But
the multi-sites provide more credibility in genézadg the findings than the single
one (Yin, 1995).

In order to thoroughly understand the complexityhaf context believed to be
the underlying context for the majority of the Bebtbased multinational companies
in Thailand, a single case study was employedhisr iresent study. To obtain more
confidence in the findings, the same experimentalshbe implemented in other
companies with similar characteristics as describdtie previous chapter. However,
due to the limitation of time and the difficulty icarrying out an experiment in a
private firm (unless there is already a successfgkarch finding to support the
experiment), an in-depth study employing both datlie and quantitative design as
used in this study would be considered appropt@tsompensate for the multi-sites
method.

In this study, a triangulated means of data catbecivas emphasized. For the
guantitative perspective, the researcher gathdneddata to answer the research
guestion of this study by using the test scoremftbe participants’ pretest and the
post test. To serve the qualitative perspectivéhisf study, the researcher used two

techniques of data collection: one was the rheabramalysis of the participants’
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business e-mail and presentation written tasks teeest and the posttest). Another
was the individual participants’ self —reflectiondathe overall course evaluation
towards their writing improvement and EBP workslagfivities.

The rhetorical analysis yielded comprehensive mftion concerning both
guantity and quality of the participants’ writing terms of descriptive content and
social functions of language use (Halliday, 198%he self-reflection and the overall
course evaluation reflected on what the participduatd done. At the same time they
could get insight of how to improve themselves. isThelf-reflection technique
provided the researcher with rich information conogg weak and strong points of
individual participants regarding their composimgl aheir English language learning.
While thinking back to what and how he/she hadtemittheir texts, each participant
realized the parts they had done well; and otheas they needed to improve. This
kind of data elicitation was naturalistic which oahbe done by other means, except
the case method (Johnson, 1992).

A conceptual framework of the quasi-experimentaigieis shown in Figure

3.1.

Figure 3.1
The Quasi-experimental Design
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n=42
(14x3)
E-mail Pre- Treatment Post-
test »| (EBP E-mail Course) || test
Purposive Samplin
Parent " g Mi M2
Population sample 3 raters Matched-pair 3 raters
n=128 n=14
n=14
Pre- Treatment Post-
test > (EBP Presentation > test
Course)
Presentation
M+ M2
3 raters 3 raters

3.2 Participants

A general rule for research sampling is based @nassumption that the
samples are genuinely representative of the papola sample, as defined by
Roscoe (1975), is a smaller group of objects, evemtindividuals selected from the
population for actual participation in the researtherefore, randomized methods are
normally applied for a research project to yielatistical inference or generalization
from sample findings to population findings.

This present study, however, was based on the g$wumthat one of
the successful factors of an adult learners’ laggueourse includes the voluntary
involvement of a participant in order to createoascious participation in the learning
process (Dudley-Evans & St John, 1998). Thereftire,participants of the present
study were selected on a purposive method withstesyatic selection procedure to
ensure that individuals representing each cludtgropulation equally had a chance

for the course participation.
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3.2.1 The Selection of Participants
This study focused on adult learners in a multore! business setting.
The participants in this research came from allcfioms of a manufacturing and
supply facility of a globalized American-based ca@myp located in Thailand.
To provide an overall perspective of the employnpaulation of this
particular company, Table 3.1 representing theidigion of employees by function

is as follows.



Table 3.1
Distribution of Employees by Function of the Company
Office and

Business Function Total above Technician
1. Manufacturing 258 28 230
1.1 Engineering 18 11 7
12I1E 3 3 0
1.3 Dry Manufacturing 148 7 141
1.4 Pouch Manufacturing 89 7 82
2. Supply Chain 26 26 0
2.1 Affiliate Sales 4 4 0
2.2 Commercial 10 10 0
2.3 Logistics 12 12
3. Research &
Development 41 41 0
3.1 Development 21 21 0
3.2 Quality Assurance 13 13 0
3.3 Lab 5 5 0
3.4 R&D Others 2 2 0
4. Support Functions 33 33 0
4.1 Personnel 12 12 0
421T 5 5 0
4.3 Finance 13 13 0
5. Others 3 3 0
Total 358 128 230
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To consider only the office-base employees, theibligion of this group is

provided in the following diagram.

Figure 3.2

Distribution of the Office-base Employees (Tota8X#rsons)
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The process of participant selection started framogen invitation to all
employees in the entry level and junior supervistayel in the company. Any
employees who are interested in the course wereows to apply. The researcher
then tried to manage the distribution to synchrenath the population as much as
possible.

The sample distribution is shown in Figure 3.3 vad#htails provided in Table

3.2.

Figure 3.3
Distribution of the Sample (Total 14 persons)

Sample
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Table 3.2
EBP Workshop Participants’ Demographical Data

Business Function Department Number of Position Level

Participants

Research & Development 3 Entry: 1
Development Junior Supervisory: 2
(64%) Quality Assurance 6 Entry: 2
Junior Supervisory: 2
Lab 3 Entry: 3
Support (14%) Finance/Costing 1 Junior Supervisory

Accounting 1 Junior Supervisory
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Supply Chain (14%) Logistics 2 Entry: 1
Junior Supervisory: 1
Manufacturing (7%) Dry Manufacturing 1 Junior Supsory

Remarks Distribution percentage is based on the actuaitrar of people per course (14 persons), not

the overall application (17 persons).

There were 17 persons enrolled to participate envthole EBP writing course
consisting of two sections: Business e-mail andnass presentation. Eleven persons
attended both business e-mail and business préisentsections. Three persons
attended only business e-mail section, while tihemnthree persons attended only the

business presentation section.

Details of the participants and their attendanddéandividual sections are

shown in Table 3.3.

Table 3.3

Details of the Participants

Name Business Function Department Position Level

1. Utaen (E) R&D Development Entry Level

2. Supapen (E,P) R&D Development Jr. SupervisomelLe
3. Chanikan (P) R&D Development Jr. Supervisorydle
4. Wipawee (E) R&D Quality Assurance Entry Level

5. Wannaporn (E,P) R&D Quality Assurance Entry Lleve

6. Linda (E,P) R&D Quality Assurance Jr. Superwsioevel
7. Samitra (E, P) R&D Quality Assurance Jr. Supmany Level
8. Gunlayanee (P) R&D Quality Assurance Entry Level

9. Numporn (E) R&D Quality Assurance Entry Level

10. Somsaluay (E,P) R&D Lab Entry Level

11. Thirajit (E,P) R&D Lab Entry Level

12. Kasamaporn (P) R&D Lab Entry Level

13. Supawadee (E,P) Support Finance/Costing perSisory Level
14. Thitima (E,P) Support Finance/Accounting  Jp&uisory Level
15. Onjira (E,P) Supply Chain Logistics Entry Level

16. Krongthong (E,P) Supply Chain Logistics Jr. Supsory Level
17. Sirinan (E,P) Manufacturing Dry Manufacturing . Supervisory Level
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Remarks: E = Participant of business e-mail seckon Participant of presentation section

In order to prepare the participants for the workimy the course, the
researcher requested each participant to fill-selkassessment form as a pre-work
for the course. This self-assessment was laterregf to as the learning expectations

(or the participants’ needs assessment).

3.2.2 The Participants’ Course Attendance

The EBP Writing Workshop was divided into two distive sections.
The first one was the business e-mail section coteduin 4 sessions from June"™25
2005 to July 18, 2005 (Saturday mornings from 9:00-12:00 hourgh&(8) persons
out of 17 (47%) never missed a class. Another &qrexr (47%) missed 1 class
(equivalent to 75% course attendance). And, 1 pensissed 2 classes (equivalent to
50% course attendance or disqualified). Unfortugate/o learners who missed only
1 class appeared to be those who missed the fad which the posttest took place.
Therefore, only 14 learners were able to fully ctetgpthe business e-mail program
requirements which included taking the pretest len first class, attending at least
80% of the course, and taking the posttest initied €lass.

The latter was the business presentation coursducted also in four (4)
consecutive classes but was wrapped into only 3 daying the period of 2 weeks
from July 30", 2005 to August 7, 2005 due to National holidays. The first 3 sassio
were conducted in a 3-hours class duration. Thal falass, which was the actual
delivery of the prepared presentation, was conduatea 5-hours class (from 9:00

hours to 15:00 hours). It is worth noting that sirthe course length was shorter than
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the business e-mail course, more participants afeleto commit their attendance even
though the course was provided in their persona tfweekends). Thirteen (13) out of
14 participants never missed a class, which wasvalgmt to 93% of the total class
participants. One person missed 1 class (7%), laeck twere no disqualified persons
(who missed more than 2 classes or equivalent & B0urse attendance) for the

business presentation section.

3.3 Setting

The workshop was conducted on a veranda of a privetme, set up
specifically for this EBP workshop. The area corda wall whiteboard, three small
group whiteboards, three big working tables acconatiaog 4-6 persons, and a vast
area for small group discussion and group worke 3étting was flexible enough to
be arranged to fit any required writing tasks. Thagram of the EBP workshop

setting is shown in Figure 3.4.

Figure 3.4
Workshop Setting
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3.4 The EBP Writing Workshop Preparation and Implementation

There were four steps in organizing the EBP Worgsi®follows:
1. The needs analysis
2. The materials development
3. The pilot study, the course adjustment, anctthese implementation
4. The assessment

3.4.1 The Needs Analysis
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3.4.1.1 The Managers’ Needs AnalysisThe managers’ needs and
participants’ needs analysis were conducted ingregjpn for the workshop by means
of a survey research prior to the materials devekyg stage.

The survey was carried out with business managedstlae target
participants separately. Its main objective waltain as much as possible the
insightful understanding of business written gerasviewed by the EBP users. The
manager’'s survey was done back in January 2004eruadtopic “Needs of
Communicative English in a Multinational WorkplaceThis survey aimed at
understanding the managers’ views towards Engéighirements in the workplace, as
well as their expectations towards the English ipr@ficy of their subordinates
working in a multinational business setting.

From the managers’ survey, 60% of the respondeelieved that
writing was the most crucial skill needed to beea and mastered by multinational
employees. The managers also reported that thadsssgenres most frequently used
in the workplace were business e-mail (100%), fémaporting documents subject to
the concerns of each job function (66%), and trenmss presentation (40%). Finally,
the managers’ expectations towards a businesewmgenre could be summarized as
conciseness and clarity of the message (easy terstadd), the proper content
organization, the appropriateness of the wordingoadn tone, and grammar. In
addition, an appropriate action had to be takeer afte communication was done.
The details of the manager’s survey can be fourfpipendix A.

The consequence of the managers’ needs survey thargfore, the
related literature review focusing on the writidgllsmprovement for adult learners,

the task-based approach and genre analysis thedries two genres: namely,
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business e-mail and business presentation, weoesalected based on the findings
obtained from the managers’ needs analysis. Umdnlibrary research on the above
topics, a research design was done and propos#te toommittee for approval in
December 2004. Finally, the EBP course was designgd specific learning
objectives, activities and materials developedetiwe the specific needs as obtained
in such preliminary research.

3.4.1.2 The Learners’ Needs AnalysisApart from the managers’
survey, the needs analysis of the target learneosvik as the learners’ survey was
also carried out 1 month prior to the workshop dciee There were 2 parts of this
learners’ survey: the needs for business e-mailingriand the needs for business
presentation writing respectively. The objectivdstite survey were two-fold: to
obtain a better understanding of the learners’ si¢g@glards the upcoming EBP course
(their problems), and to allow the learners to @valuate themselves in order to
identify their specific needs for improvement. Widual participants were asked to
identify the problems or challenges that they wdild to focus on during the course
in order to improve their writing skills at workh& outcome of the needs analysis
was used to prepare for the course activities hadrtaterials development described
in the following section.

From the learners or participants’ needs survewas concluded that
the learners’ problems were related to the conteganization, the basic grammar
points which they thought they were unsure of ahdirt uncertainty of using
appropriate vocabulary. Moreover, the learners alsted that they did not feel
confident in using English for communication at WwoiThus, they demonstrated high

motivation to improve their writing proficiency sbat they could gain confidence in
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performing their work-related writing tasks in Eistjl. The details of the learners’
output can be found in Appendix B.

The learners’ needs analysis then led to a motibiceof the course
objectives, the course content and the learningstas ensure that the learners’
expectations from the course were well incorporafBie learning schedule was
created to meet the refined elements. Graduallycamhponents of the EBP course

were finalized in preparation for the trial coutsée followed in the next phase.

3.4.2 Materials Development
Materials development for the EBP Workshop was ootetl in three
key steps as follows:
Step 1: The selection of writing samples. Selgcthre samples
of the target genres, the researcher performetbliogving tasks:
e collected the samples from the real business geféi
threads of business e-mails and 53 pieces of asiresentations were selected by a
randomized method from a real business settingrevtie research was expected to
be carried out, during 2002-2004),
e categorized them into groups based on the writing
purposes,
e collected the samples of business e-mails and
presentation from the workshop participants to nicm whether or not the category

most frequently used was also reflected in thaqpants’ daily tasks,
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e once it was confirmed that the categories choseme we
most frequently used in the real setting, the topd categories for both business e-
mail and presentation were chosen,

o selected the best five samples for each categdsrins
of grammar, vocabulary and the writing objectives,

¢ in total, there were five (5) samples for each gaig,
three (3) categories were selected for each gdéwe,(2) genres were targeted:
namely, business e-mail and business presentation

Table 3.4 and Table 3.5 show the details of thénvgrisamples of business e-

mail and presentation respectively.

Table 3.4
Business e-mail Samples Categorization

Category Code  Sets of e-mdtercentage  Ranking
Action Request AR 33 37% 1
Information Request & Respon#eR 32 36% 2
Status Update SuU 16 18% 3
Discussion D 5 6% 4
Scheduling Request & ResponSRR 2 2% 5
Reminder R 2 2% 5
|90 | 100% |
Table 3.5
Presentation Samples Categorization
Category Code  Sets of Percentage = Ranking
Presentation
Materials
Informing Presentation IP 36 68% 1
Persuading Presentation PP 11 21% 2
Instructing Presentation ISP 6 11% 3
|53 | 100% |

Step 2: The screening process by the expert reafiftes the total amount of

thirty (30) samples, or fifteen (15) samples forcleggenre, were selected, the
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researcher had invited the expert readers to scheme samples. The objectives of
the screening process were to confirm whether drtimese samples followed the
definition of their matching categories (definitgonf each categories were provided),
and to ask the experts to provide any additionalroents as they saw appropriate.

The three expert readers were two university lectuwho were experts in
English writing and one business manager with aatate degree earned from a
recognized university in the United States of Arc&riThis manager was considered
as an expert in the content and business settingdinecessary keen in the English
writing skills from an academic point of view.

Step 3: The result of the samples screening proddest samples were
accepted as meeting the definition provided by rdsearcher. The two university
lecturers had considered the content of the sangglesptable when compared to the
definition provided. Their comments were, therefane the accuracy of the language
used which the researcher has therefore used to tleeli selected samples as
appropriate.

The business manager, on the other hand, focusttteaontent of the written
works. Comments were made that some samples centaittiple objectives which
might cause confusion to the learners since thgkemmvould be used as their writing
models. The business manager also suggested thahtbe categories and their
definitions were not clearly distinctive. This migireate confusions for the learners
in the future. For example, the original classiiimas of e-mails were Action Request
(Type 1), Information Request & Response (Typea®y Status Update (Type 3).
However, in some e-mails, the writer requestedfith action and information at the

same time. This may create confusion as the e-taaihot be clearly assigned to a
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certain category. Therefore, the researcher haxoify the category names and the

definitions after the screening process as appear€dble 3.6 and Table 3.7

Table 3.6
The Business e-mail Category Before the ScreeniogeBs

E-mail Type 1 Definition:

Category Name: Action RequestThis type of business e-mail is used when the waites

(AR) to request for actions related to tasks or project
management or delegation of tasks to an individual
group of individuals with specific responsibilities
assigned.

The output of this type of the business e-maihim t
Action Request category is to get a task done daogpr
to specific advice provided.

E-mail Type 2 Definition:
Category Name: Information ~ This type of business e-mail is used when the waites
Request & Response (IRR) to exchange information or request for an individuraa

group of individuals to provide information on siec
subjects assigned. In this category of businesaig-the
writer either asks questions, requests for infoiomator
to replies to requests

The output of this type of the business e-maihim t
Information Request & Response is to get a replthen
specific question(s) or to provide an answer to the
guestion(s) being asked on the specific subjects.

E-mail Type 3 Definition:
Category Name: Status Update This type of business e-mail is used when the waites
(SV) to provide information related to an interest of an

individual or a group of individuals with specific
subjects assigned.

The output of this type of the business e-maihim t
Status Update category is to share certain infoomédbr
the reader's reference or to update informationhier
reader's knowledge.

Table 3.7
The Business e-mail Category After the Screening&ss

E-mail Type 1 Definition:
Category Name: This type of business e-mail is used when the waiites
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Action/Information Request to request for actions/information related to tasks

(AIR) project management or delegation of tasks to an
individual or a group of individuals with specific
responsibilities assigned.

The output of this type of the business e-maihim t
Action/Information Request category is to get & tas
done according to specific advice provided.

E-mail Type 2 Definition:
Category Name: Information  This type of business e-mail is used when the waiit®s
Response & Sharing (IRS) to exchange information or share the informatioario

individual or a group of individuals concerning sifie
topic(s). In this category of business e-mail, white
will provide information or replying on requests.

The output of this type of the business e-maihim t
Information Response & Sharing is respond on the
specific question(s) or to provide information tethto
specific topic(s).

E-mail Type 3 Definition:
Category Name: Status Update This type of business e-mail is used when the wait@s
(SV) to provide information related to an interest of an

individual or a group of individuals with specific
subjects assigned.

The output of this type of the business e-maihim t
Status Update category is to share certain infoomédbr
the reader's reference or to update informationhier
reader's knowledge.

Once the categories and definitions had been neaflithe list of samples to
be used as the learning materials was revised @jndtad as shown in Table 3.8 (for

business e-mail) and Table 3.9 (for business ptasen) respectively.

Table 3.8
Genre: Business E-mail

5 samples 3 samples Additional comments
Category selected before  selected after

the screening the screening

process process

Action/Inform- AR-1 AR-1 2 samples (SU-11-5 and S4Pwere




57

action Request AR-3 SU-11-5 found to represent good characteristics

(AIR) AR-11 SU-9-4 of an Action/Information Request type
AR-15 rather than a Status Update type based
AR-17 on the revised definitions.

Information IRR-13-3 IRR-13-3 None

Response & IRR-23-5 IRR-23-5

Sharing (IRS) IRR-16-7 IRR-27-11
IRR-26-10
IRR-27-11

Status Update SU-1-1 SU-3-2 Only 1 sample is found to be a good

(SV) SU-3-2 New representative and suitable to be used
SU-9-14 document as an example for the learners. The
SU-11-5 New researcher, therefore, has created 2
SU-12-6 document new examples for this business e-mail

type.
Table 3.9

Genre: Business Presentation

Category

Informing

Persuading

Instructing

5 samples selected 3 samples

before the

screening process

1.CHRIS
2.PDP
3.WHS
4.V Day
5.GW Survey
Summary
Perf Mgmt 2002
2.Induction
3.EB
4.Small Biz
5.Cat Ex Project
1Pkg Strat
2.MEC
3.Leading Org
Change
4.The global 2003
launch
5. Mktg setting the
stage

Additional comments

selected after

2. WHS

the screening
process
1. CHRIS

None

3. GW Survey

Summary

WN P

1. The global
2003 launch

2. Basic food
safety training

(new)

. Induction
. Small Biz
. Cat Ex Project

None

0 1 sample was newly created
to best represent the type of
presentation as appeared in
the real business setting (for
training purpose)

o only 2 samples were selected
for this presentation type
because of the length of the
presentation by nature and
because the researcher
believed these were enough
to represent the written work
in this category
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3.4.3 The Pilot Study of the EBP Model

The aim of the pilot study was two-fold. Firstettesearcher wanted to
examine the research procedure of conducting thekskop. Secondly, the
researcher wanted to try out the learning mateaats adapted them to be ready for
use in the workshop. In the pilot study, the resd®er followed the planned research
procedure and used the same learning materialsdeteto be used in the workshop.
The description of the pilot course is as follows:

3.4.3.1 The Pilot CourseThe researcher conducted a pilot course for
both the business e-mail and business presenfatogram prior to the actual launch
of the workshop in order to find the appropriatene$ the course schedule, the
program content, as well as the effectiveness lamaterials and tools prepared for
the workshop, which was scheduled to be carriedrnodly 2005.

3.4.3.2 Details of the Pilot CourseThe pilot sessions were conducted
for a full day on Sunday Jund' 52005 for the business e-mail section and a &l d
on Sunday June 122005 for the business presentation section. Tve 6f the trial
program was very similar to the actual course butais shortened to suit the shorter
timeline. During this pilot course, the primary etiive was to test the tools to be
used in the workshop and learning materials todredd out. Therefore, the pretest
and the posttest conducted for this pilot courseewsed as the course exercise rather
than the actual tests for statistical results. déils of the pilot course schedule can
be found in Appendix C.

3.4.3.3 Participants of the Pilot Course. Five participants were
selected to attend this pilot program on a volynkasis. The participants of this pilot

course came from a support function: namely, thesdtmel division and Finance
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division respectively. Two participants were from entry level employment group,
while three other participants were from a supenyisevel.

3.4.3.4 Learners’ Reflection of the Pilot Course. All learners
provided the feedback that even though the coutsatidn was short, they had
learned several key concepts that would later thedp when they needed to compose
business e-mails and presentations at work. Thadesa explained that they had a
better understanding of several grammar pointda@léo the business e-mail and
business presentation compositions, key vocabslarguidelines for content
organization and effective formats for businessad-and presentation compositions.

The learners responded that they were very satisfith the learning
activities during the pilot course even if the tinmas unfortunately too short.
However, they believed that the materials provided the knowledge obtained
during the pilot program was very useful.

The activities of the pilot course for business @tand business
presentation are shown in Table 3.10 and 3.11 ctspdy.

Table 3.10
Learning Schedule: Business E-mail Trial (Sundaye" , 2005)

Date/ | Topic Learners' Activities Output

Time

Sunday:| e Introduction to the Business
5/6/0% e-mail course & distribute
10:00 learner's folder and go
- through the materials (20
12:00 minutes)
a.m. e Explain the differences
between each business e-
e Write business e-mail e Pretest individual
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mail type (20 minutes) according to the provided| written tasks before
Pretest of selected business$ task instruction taking a course (for 1
e-mail type either 2 or 3: Discuss & brainstorm type of business e-
individuals (30 minutes) about problems with mail)
Break into groups (x3), business e-mail at work Summary of current
group discussion (15 overall problems with
minutes) business e-mail at

12:00 Review of common work (flipchart)

- 1:00 problems (35 minutes) Practice on Business e-

p-m. Lunch break 1 hour mail Type 1 analysis

1:00 - Select Business e-mail Type  (group)

3:00 1, analysis demonstration Discuss & brainstorm Summary of

noon (20 minutes) about problems with problems with
Group analysis (30 minutes Business e-mail Type 1 at Business e-mail

work Type 1 at work
Group discussion (15 Practice writing Business Individual written
minutes) e-mail Type 1 according t( task (E-mail Type
Individual exercise: practice ~ Provided instructions 1)
writing Business e-mail for (individual) Posttest individual
the Type 1 individually (20 Write Business E-mail for written tasks after
minutes) the Type 2 or 3 related to taking a course
Posttestof selected business ~ Work function (individual) Learners' reflection
e-mail type either 2 or 3: Write self reflection from for Business E-mail
individual (30 minutes) Day 2 learning experience
Individual reflection of Day on provided sheets
3 (5 minutes)
Table 3.11

Learning Schedule: Business Presentation Triald@ynJune 12, 2005)

Date/ Topic Learners'Activities Output
Time

Sunday: | e Introduction to Presentation

12/6/05 course & distribute learner's

10:00 - folder, go through the
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12:00

a.m.

12:00 -

1:00
p.m.
1:00 -
3:00

noon

materials, explain the
differences in presgation typg
(20 minutes)
Explain the differences
between each presentation
types (20 min)
Pretest of selected presentat
type either 2 or 3 individuals
(30 min)
Break into groups (x3), grouf
discussion (15 minutes)
Review of common problems
(35 minutes)
Lunch break 1 hour
Select presentation Type 1,
analysis demonstration (20
min.)
Group analysis (30 minutes)
Group discussion (15
minutes)
Individual exercise: practice
writing presentation for the
Type 1 individually (20
minutes)
Posttestof selected
presentation type either 2 g
3: individuals (30 minutes)
Individual reflection of day

(5 minutes)

jon task instruction

=

o Write business presentatior

according to the provided

e Discuss & brainstorm about
problems with presentation

at work overall

Practice on Presentation
Type 1 analysis

Discuss & brainstorm
about problems with
Presentation Type 1 at
work

Practice writing
presentation Type 1
according to provided
instructions

Write Business
Presentation for the Type
or 3 related to work
function

Write self reflection from
learning experience on

provided sheets

N

written tasks before

taking a course (for

Pretest individual

1 type of
presentation)
Summary of current
problems with
presentation at worl
(flipchart)
Summary of
problems with
Presentation Type
1 at work
Individual
written task
(Presentation
Type 1)
Posttest
individual written
tasks after taking ¢
course
Learners'
reflection for
Business

Presentation

574

The outcome of the pilot course led to the revisibrihe learning schedule,

the discussion topics, the tasks, the scoring cudond the adjustment of the pre- and

posttest to ensure the content validity and thsilbdéy of the tools.

3.4.5

Implementing an Integrated EBPWriting W orkshop
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After the details of the course were adjusted upenresults obtained
from the pilot course, a workshop focusing on trevaliopment of the business
English writing proficiency was organized to allole participants to have ample and
hands-on opportunities to practice business wriskits.

The workshop was scheduled on Saturdays for araamis period of
seven weeks, as the participants were requiredt& full time on weekdays and this
project was not expected to interfere with the vidlial work commitments and
calendars. Over this 7-week period, the researchdrdeveloped a 21-hour writing
curriculum to serve the mentioned course objectives

3.4.5.1 An Empowerment Method in the Writing Workslop. Prior
to conducting the first workshop, using the emponent method, the employees
were requested to participate in a 1-hour discassiod brainstorming session
concerning the current difficulties and expectatiomowards their learning
achievements. The learning activities were gearvexthieve both the expected results
as discussed above, as well as meeting the olesatiing objectives of the workshop

as described in Table 3.12
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Table 3.12
Learning Objectives for the Employees' Integrat&® EVriting Workshop

(@) Learning Objectives: Writing Business E-mall

Learning Objectives Specific Learning Tasks

1. To analyse specific genre of > Indicate specific sections of business e-mail
business e-mail and its functions> Clarify its individual specific functions

from models » Describe how ideas in each section are organised

2. To practice writing business e> Write one's own business e-mail similar to the ones
mail according to its specific  at work
sections and functions » Analyse its sections and its individual functiorfis o
the sections
» Give feedback to others regarding to ideas in each
sections
3. To practice writing business e> Identify one's improvement areas in writing
mail with grammatical accuracy business e-mail in terms of grammar accuracy
» Analyse the difficulties of language use in specifi
sections of business e-mail
» Seek help in writing certain grammar points
(simple sentences and embedded sentence
structures - noun clause, relative clause, and
adverbial clause including its transformations)
» Co-operate in helping others to organise ideas in
each section of business e-mail
» Co-operate in helping others regarding certain
grammar points, specifically the ones mentioned

above
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(b) Learning Objectives: Preparing for a Business Resentation

Learning Objectives Specific Learning Tasks

1. To analyse specific genre of>

a presentation and its >
functions from models >
2. To practice planning a >

presentation according to its >

specific sections and

functions. >

>

3. To practice writing the >
presentation with

grammatical accuracy. >

>

>

>

4. To practice and demonstrate the
acquired knowledge, as to >
conduct a presentationina >

simulated situation.

Indicate specific sections of a presentation

Clarify its individual specific functions

Describe its organization

Plan a presentation similar to ones at work

Analyse it sections and its individual functionstoé
individual sections

Give feedback to others regarding to ideas in each
section.

Write the plan of presentation using the PowerPoint
software

Identify one's improvement areas in writing the
presentation terms of grammar accuracy

Analyse the difficulties of language use in specifi
sections of the presentation

Clarify certain grammar points (simple sentenceab an
how embedded sentence structures - noun clause,
relative clause, and adverbial clause, are formed
including its transformations.)

Co-operate in helping others in organising ideas in
each sections of the presentation, in the PowetPoin
program

Co-operate in helping others regarding certain
grammar points specifically the ones mentioned
above

Individually present one's work

Offer peer comments

Reflect on one's performance of the content an@dkiens

by describing planning, presenting, and evaluating
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3.4.5.2 The EBP Workshop Schedul&he participants required
sufficient time to clarify profession-specific lamgge and to agree on content priorities
within the time frame of 21 hours across the se&vaturdays, as outlined in the course
schedule (see Table 3.14). Meetings or classes safreduled on Saturdays, for seven
weeks but in eight sessions, to ensure sufficippbdunity to hear each other's language,
interests, goals, content priorities, and learmingironment preferences.

Table 3.13
The Integrated EBP Writing Curriculum

The Integrated English for Business Purposes (EBRNriting Workshop
Skills: Business E-mail and Presentation Writing
Date: June 25— August ', 2005

Date Time | Hour 1 Hour 2 Hour 3

June 28, 2005 9-12:00[ « Setting expectations | e Group discussion e Content: Grammar in
(business e- [ hours | e Content: Writing concept (Problems with Business| business e-mail writing
mail) e Pretest e-mail at Work) (Obj.3)
e Content: Grammar in o Reflection
business e-mail writing
(Obj.3)

July 2, 2005 | 9-12:00] Content: Business e-maill « Content: Business e-mai| e Practice: Write business

(business e- | hours | the workplace Genre (Obj.1) e-mail in pairs (Obj.2,3)
mail) e Exercise: Business e-majl e Exercise: Comments &
analysis (Obj.1,2) Feedback (Obj.3)

e Reflection

e Grammar homework

assignment
July 9" 2005| 9-12:00 « Exercise: Homework | e Group discussion o Practice: Write business
(business eq hours review (Obj.3) ¢ Exercise: Business e-majl  e-mail in pairs (Obj.2,3)
mail) e Exercise: Review of analysis (Obj.1,2) o Exercise: Comments &
last week class exercisp Feedback (Obj.3)
(Obj.2,3) o Reflection
July 16",2005 | 9-12:00  Exercise: Feedback on| e Exercise: Business e-majl o Group discussion (How to
(business e- | hours last weeks’ tasks (peer analysis (Obj.1,2) Deal with Business e-mail
mail) response and teacher | e Practice: Write business Problems at Work)

feedback) e-mail in pairs (Obj.2,3) e Posttest




66

o Reflection
July 30",2005 | 9-12:00 e Setting expectations | e Group discussion e Practice: Write business
(presentation)| hours | e Content: Importance of (Problems with e-mail in pairs (Obj.2,3)
Presentations, Presentation at Work) | e Exercise: Comments &
Differences of Busines$ e Exercise: Presentation Feedback (Obj.3)
e-mails and analysis (Obj.1,2) o Reflection
Presentations
e Pretest
Aug. 6",2005 | 9-12:00] « Exercise: Review of e Exercise: Presentation | e Practice: Write a
(presentation)| hours last week class exercisp  analysis (Obj.1,2) presentation in pairs
(Obj.2,3) + peer (Obj.2,3)
responses e Exercise: Comments &
Feedback (Obj.3)
o Reflection
Aug. 6", 2005 | 13- e Group discussion (How e Practice: Make a e Practice: Make a
(presentation)| 16:00 to deal with Presentatign  Presentation (Obj.4) Presentation (Obj.4)
hours Problems at Work) ¢ Reflection
¢ Practice: Write a
presentation in pair
(Obj.2,3)
Aug. 7, 2005 | 9- e Individual Presentation (Obj 4), Teacher FeedbReler Response
(presentation)| 15:00 | ¢ Overall Evaluation
hours

A brief summary of the workshop was circulatedhe potential participants a

few weeks earlier to ensure all participants wee# imformed and could prepare to

attend the workshop with full commitment.

Table 3.14 provides the details of the course ehtsnend their proportions.

Table 3.14

Course Elements
Element Details Proportion
1. Learning The teacher invites the learners to set the legrexpectations 2%
expectations  together at the beginning of the course.
2. Lecture Lecture topics include writing concepliferences between 10%

writing in school and writing at work, importancelusiness e-
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mail and presentation at work, related grammartppgtc.
3. Group The teacher asks the learners to form a groupsttuds problems 8%
discussions  with business e-mail and presentation at work,@otdntial ways
to solve these problems.
4. Analysis of Genres analysis concepts were explained with exteersamples 10%
the selected provided for each genre type.
genres
5. Task-based Throughout the course, learners were assignedspihific task  50%
activities objectives related to genre composition. Taskdable done in
individual-, pair- and group-work based on the kiezlge
obtained in the lecture and genre analysis topics.
6. Peer Learners’ work is reviewed regularly to help tharteer evaluate 10%
response  their written tasks supported by both peer andhees
and teacher comments. This activity aims to help the learndsin critical
response  views of the genre composition both as the originahd the
receiver of the message.
7. Review and The learners get a second chance to review anseréwe tasks  10%
revise the after they learn how good composition should besisted of.
written tasks This activity helps the learners to identify thesiistakes in order
to make corrections and avoid them from happengagnain the

future.

3.4.5.3 The Preparation for the Workshop.The workshop activities
were conducted in an informal, round-table atmosplieat simulated the real group
discussion or the meeting environment at work. Bes workshop was conducted
outside of the work environment, on the weekenas,researcher could prepare the
workshop venue with specific areas assigned foh lgpbup activities as well as a

more private space for breakout sessions or sngaiterp discussion.

Prior to the workshop, the participants were predigvith a manual

containing the following information:
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1. the training project,
2. participants' information,
3. models of business e-mail and business presentation
4. writing tasks, and
5. grammar references.
Pre-tasks were included to give the employees samommon
background, as well as to set the individual agexgnand expectations for specific

improvement during the workshop sessions.
3.5 Assessment

The assessment of the writing proficiency improveme&as comprised of
three kinds: 1) the comparison of the rating scéas the pretest and posttest, 2) the
guality of the writing obtained from the rhetoricalalysis of the pretest and posttest
for both business e-mails and presentation, 3)rntthi@idual formative evaluation and
the summative evaluation obtained from the indigidoarticipants’ reflection at the
end of each class and the overall evaluation surespectively. The first and the
second assessments were quantitative in naturée wid third one was qualitative.

Figure 3.5 demonstrates the concept of the quiiméitassessment used in this study.

Figure 3.5
A Summary of Quantitative Assessments
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t -test for two related samples
(significant difference between the means of rating scores)

Mean of Mean of
holistic score holistic score

(3 raters) (3 raters)

Pretest Posttest

1% count
Manifest content
Latent content

1% count
Manifest content

- Latent content
Reliability tests

1.percent agreement
2.Cohen’s Kappa
Index

Reliability tests

1.percent agreement

2.Cohen’s Kappa
Index

2" count
Manifest content
Latent content

2" count
Manifest content
Latent content

As shown in Figure 3.5, the researcher hypothesibedl the employees

participated in the Integrated EBP Writing workshepuld result in (1) their gains in

knowledge of business e-mail and business presamtgénres, and (2) an enhanced

professional writing skills in both of them. Theved, the assessment methods in

evaluating the effectiveness of the curriculum ® dbtained directly from the
participants were:
1. the quantitative assessment of the pretestrang@dsttest of business e-
mail and business presentation as shown in theipamt's demonstration of writing
tasks collected before and during the workshop, and
2. an open-ended questionnaire, prepared for sfdfetion and an overall
evaluation of the course aiming at evaluating #erring process and the learning

content across the timeline of seven weeks

3.5.1 The Pretest and Posttest.
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To systematically evaluate the learning outcomes fnetest was
administered at the beginning of the first workslsgssion, while the posttest was
carried out at the conclusion of the seventh ses#ianeasure of the above tests was
piloted with five junior employees to determine feasibility and content validity of
the test. The test asked the learners to compose (B) business e-mails and one (1)
business presentation. The learners were assigitedspecific objective(s) for each
type of business e-mail and the presentation. Ttope the tasks, the learners were
given 45 minutes for each genre (45 minutes fouSiness e-mails and 45 minutes

for 1 presentation).

3.5.2 The Learners’ Self-reflection and Overall Ealuation

3.5.2.1 A Learner’'s Self-reflection.The learners were requested to
complete a self-reflection sheet at the end of éa@mming session. The self-reflection
was designed to collect a formative evaluatiorheflearning experience reflected by
each learner towards their satisfaction at the anehch session. The self-reflection
sheet consisted of four (4) open-ended questidiingthe learners to reflect on what
they learned, to evaluate what they believed tahle& strength(s) and weakness(s)
after completing each session, to evaluate thdisfaation towards each learning
session, and to give feedback on the materialgylmifficient for their learning needs.

3.5.2.2 An Overall Evaluation.In addition to the self reflection, the
learners were also requested to complete an owalliation survey at the end of the
8-sessions course. The overall evaluation wagidedito obtain formative feedback

regarding the methodology (tasks and course daesyjtcontent, materials, as well as
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the learner’'s satisfaction and suggestions for awgment. This evaluation form,
consisted of seven (7) parts, each part focuseddifierent perspective of the course.

To obtain the above information, a Likert-scale gjienaire was used in
combination with open-ended questions. Learnersewasmked to reflect on their
satisfaction towards each component of the progiidra.questionnaire took about 15
minutes to complete and was administered to th&shap participants at the end of

the course.

3.6 Data Collection Procedures

The main research question of this study was whetheot the participants of
a multinational company in Thailand improved theirting business e-mails and
presentation after attending the Integrated EBFksfmp. To find the answer to this
guestion, the data obtained from the pretest aral gbsttest were treated to
guantitative analysis using descriptive statistigadcedures-percentages, means and
standard deviations. The business e-mails aneépi&sons written as the pretest and
as the posttest were scored independently by tfatees using the rubric adapted
from Jacobs et al. (1981) (see Appendix D). Twersatvere university lecturers, one
of whom was a native speaker of English teaching kical university. The third
rater was a section manager of the same compane\iline research was carried out.
The inter-rater reliability was measured using t@eonbach Alpha index
Percentages, means, and standard deviations weygited for each of the individual
pairs of the pretest and the post test. Findtlg,data from the three sets of business
e-mails and one set of the presentation in theegreand in the posttest were

compared using statistical analyststgst) to calculate for the significant level of



72

difference between them. It should be noted that $tudy has extremely limited
generalization due to the limited number of popatasamples. The results could be
generalized to employees in multinational compasigslar to those selected in this

study.

3.7 The Instrumentation

3.7.1 DataCollection

Three major types of data were decided to be usedder to answer the
research questions of this study.

The first data were sets of scores from the préshinistered at the
beginning of the first workshop session) and froime timmediate posttest
(administered at the end of the last session). ditference between them was used
to infer the participants’ writing improvement.

The second data were 84 business e-mails writtethéopretest and for
the posttest, 42 each, and 26 sets of presentdtioeach. The rhetorical analyses of
these data made it possible to obtain an insigtat the writing quality that the
participants possessed before and after partioigpati the EBP workshop.

The third data were 7 sets of the employees’ sdléction involving the
process, content and format as well as their biesnafid suggestions for improvement.
These data were used as the formative feedbatie a&nd of each session during the
implementation of the EBP workshop. Analyzing thekta could provide a better
insight into the participants’ thinking about theiriting improvement they had
achieved from the EBP workshop and their opinioowards the teaching and

learning methods that were employed.
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Apart from the 3 sets of the data previously désatj there were also learning
materials comprised of:
1. instructional documents including lesson plams tbree types of
business e-mail and three types of presentatioarratg and the learner’s manual,
2. worksheets, and
3. the grading rubric modified from Jacobs et 4B§1), one of the
classics in the ESL composition field, for evalogtthe written-business e-mails and

the business presentation.

3.8 Data Analyses

In this research project, there were both quantdéatnd qualitative data
analyses. A total response of the quantitative @ggr was performed using SPSS

software, while the qualitative counterpart wasvjged in a descriptive summary.

3.8.1 The Participants’ Pretest and Posttest: Quditative Data Analysis
To find out whether or not the participants imprdvtheir writing
proficiency for business e-mails and business ptaten after attending the EBP
workshop, the participants were required to wrhee¢ types of business e-mail
messages (Information/Action Request, Informatiossponse/Sharing, and Status
Update) and one type of the presentation matdn&brgning) that they were trained
to write. To analyze the pretest and the posttibst, following procedures were

performed.
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3.8.1.1 Holistic Assessment of Participant’s Preteand Post test. To
determine the writing quality, the participants’ef@st and posttest e-mails were
scored holistically by three raters: two univerddnglish instructors, one of whom a
native speaker of English and the other a Thautectteaching English. The third
rater was a business manager familiar with thepestyof e-mail and presentation
writing of this study. The first rater had beeadkeing English in various places, both
in Thailand and other countries. He had been tegahriting to different groups of
people, both academic and business alike. Thes eatrned his master degree in ESL
and had been teaching in Thailand for over tensyediis rater had experience with
holistic scoring of writing. The second rater waso a university lecturer teaching
various courses both at undergraduate and grathwels and being well familiarized
in various types of grading including the holistoe. Besides, this rater was an
expert in discourse analysis. The third rater ai R&D manager with a Ph.D. in
Food Science from an ivy league university in U.S$he had been using the three
types of e-mail messages and presentations in bek as well as observing and
monitoring others to use them. In her work plate always evaluated others’ work
holistically.

3.8.1.2 The Rating Procedures of the Pretest and §ttest Business
e-mail and PresentationsTo minimize the subjectivity of the holistic scagiand to
maintain the consistency of the rating, the scorudgric with the samples of business
e-mail messages and business presentation wrifiegsesenting these scales) were
provided for the raters as the reference. The eutwnsisted of 1- 4 ranking scales,
1 means “Poor” while 4 means “Excellent”. There evBive scoring aspects: namely,

content, organization, vocabulary, language usé,maechanics. The minimum total
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possible score for an individual was equal to 1{8® while the maximum possible
score was equal to twenty (20). After the researtizal explained how to do the
rating, the raters rated the business e-mails lagresentation independently. It was
recommended that the rater finished rating eacé offbusiness e-mail one at a time
before continuing rating the second and third type.

To avoid the raters’ bias towards the participahtsidwriting, the business e-
mails and the presentations were typed up and ifiehby numbers (from 1-14).
Once the raters finished their rating, the resesarchllected all of the e-mails and the
presentations. The Cronbach Alpha coefficient wagopmed to find their internal
reliability of 0.863 which was considered accepmablhe rating scores of each
participant’s piece of writing from the three ratevere then averaged to obtain the
single holistic score.

For the pretest and the posttest, studdasts were conducted with a match
paired approach, to compare each participant's pred posttest scores. All
information was summarized and presented in a igtiser statistics table as well as
graphic reports.

Besides this holistic scoring, the e-mails and h@sentations were
gualitatively analyzed based on Swales’ analysi89Q). The details of this

gualitative analysis are presented in the follonsegtion.

3.8.2 Data Coding of Business E-mails
3.8.2.1 Unit of Analysis To analyze the discourse data, it is essential to
divide the discourse into units of analysis basedhe purpose of individual studies.

There are, however, many ways to divide up theodisse as discussed in Chapter 2.



76

In this study, from a language teaching perspectaeh type of business e-mail, as a
genre, is considered as consisting of a seriesowemindicating a particular purpose
within a text (Swales, 1981; 1990). The move (s)etements” of texts can be either
obligatory and some optional (Hasan, 1989).

3.8.2.2 Move analysisThe corpus of 84 business e-mails and 26
presentation writings (in Microsoft PowerPoint) wasalyzed to identify the
rhetorical moves used in these two genres. Thabikty of the move analyses was
assessed through intra-coder reliability (with amenth apart) using a combination of
percent agreement index and Cohen’ s Kappa indar (er Meij and Boersma,
2002). For perfect agreement of data coding, tlsearher had close consultation
with an expert in discourse analysis.

3.8.2.3 Move identification.According to Swales, (1990) a text can be
analyzed based on a rhetorical move, a unit ofyamsal To identify the rhetorical
moves in this study, the researcher used threes:sigm function (e.g. to offer
information, to express gratitude), meta-discoursekers (e.g. however, therefore),
and contextual meaning as related to others isdhge text.

3.8.2.4 Coding Schemeélhe coding scheme was developed specifically
for this research purpose so that variations ofngpdnd reliability assessment could
be controlled. To develop the form, the researatrew from Swales (1990) for
content analysis, and Shea, (2004) for the forreatures of the business e-mail
messages and netiquette. With this coding schelhmee,rtietorical moves in all
business e-mail messages were classified into Sormajoves: 1) providing
background or reference, 2) expressing a commuwicaiurpose, 3) expressing

concerns, 4) expressing gratitude, 5) offeringaektformation.



77

The coding scheme was considered essential initthaduld provide
consistent coding. Thus, before this coding schemas implemented, it was
validated by piloting a number of times until it svetable. That is, it was tested with
10 pretest and posttest business e-mail message8 gmesentation materials (or
approximately 10% of the full sample of each gemrsihg the technique of coder
stability or intra-coding reliability meaning thahe coder agrees with her/himself
over time (De Weveet al., 2005). This size of the sample was consideredwate
for piloting the instrument to achieve the religpillevel (Lombardet al., 2002).
After that their percent agreement was calculatddexing 84 %. After the coding
scheme was refined, it was ready to be used imgotlie business e-mails and the
presentation materials in this study.

This coding scheme had been used in various phasdsst, the researcher
used it to diagnose types of business e-mails aedeptation writings in the
preparation for the materials used in the EBP wwoks Next, during the workshop
training, the coding scheme was adapted in orderttfe trainees to analyze the
sample business e-mails and presentation mateodalsat they could use them as the
guides in composing their own business e-mails @nedentation materials. Finally,
the coding scheme was used to analyze the businsails and presentation
materials written as the pretest and the post gesthat the comparison of the
participant’s writing improvement both quantitaliveand qualitatively could be
conducted.

3.8.2.5 Coding Training. To establish a coding scheme for move
analysis used in this research, the researcherfiwgstrained for three hours to

analyze moves in authentic corporate business -rmmad presentation materials in
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Microsoft PowerPoint gathered from various sectioha real business setting. This
training was conducted by an expert in genre arsalybo had done previous work
based on Swales’ move as the unit of analysisvalt meant to differentiate types of
existing business e-mails and PowerPoint presentabeing used commonly
everyday at work. The results of that coding tragncame three types of business e-
mails and one of presentation. These materials there validated by the three
university lecturers mentioned earlier. After soamanges were made according to
their advice, these materials were later used asafgipropriate ones for the EBP
writing workshop. The complete coding scheme usdtie analysis is illustrated with
examples in Appendix E.

3.8.2.6 Intra-coder reliability. Conducting move analysis is always
guestioned for being subjective because of its éurzzy (Bachman and Palmer,
1996; McNamara, 1996). To lessen this criticisng tesearcher performed intra-
coder reliability procedures by 1) having a releabbding scheme, 2) coding training,
3) independent coding over time, and 4) the ass&®sof intra-coding agreement.
Since, in this study, the researcher had to pertbercoding, the procedure used was
coding stability of the same materials one montlrtapThis procedure is considered
efficient if the reliability is around or greatdran 8 (Lombardt al., 2002).

To handle coding disagreement, the researcher tedsthe genre
analysis expert for discussion, negotiation andifedation repeatedly in order to
come to the perfect agreement for all of the mawekis study. This consultation was

a necessary part of the coding practice becaugeetifiect agreement was essential.
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3.8.2.7 The Coding ActionIn coding business e-mail messages of the
pretest and the postteshe following steps were taken. The similar pragedwas
also used to code the moves in the presentatioerialst

The preparation for coding:

1. The business e-mails written as the pretest anitigsbsvere
separated.

2. The written business e-mails were categorized doogito
Type 1, Type 2, and Type3.

3. Each learner’s business e-mails for each Type wWwgred and
filed in one folder with specific label (e.g. PraVan = pretest of Type 1 e-mail and
the pseudo-name of the participant.)

4. Each business e-mail was listed according to tiagine list in
the coding scheme.

5. The number of words per message of each businesslevas
computerized counted and recorded in the codingreeh

First Coding

1. One by one, the researcher read each businesd emeach
file at least twice before deciding on the rhetalrimoves.

2. The researcher decided on each move and its fun¢eay.
providing background information, giving referene¢s.) of each business e-mail in
each file using different colours for different nesv

3. Once the researcher had finished assigning the snof/@ne
type of business e-mail in the pretest, the rebearcontinued with the same type in

the posttest repeating the same procedure of asgigroves.
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4. The researcher recorded moves of each individusihbss e-
mail in the coding scheme (see Appendix F).

5. The researcher placed all coding schemes of onef eisiness
e-mail together (e.gPreT1E-mail, meaning Pretest of Type 1 E-ma&hstT2E-mail,
meaning posttest of Type 2 E-mail).

6. Finally, the researcher counted the same movesllotha
business e-mails of each type and recorded theéheisummative coding scheme.

Second Coding. The same steps were repeated after one month fr@irs$t
coding. This technique is used in conducting canéeralysis (Lombard et al. 2002).
In this study, two means of reliability were usedssess the coding moves of the
business e-mails and the presentation materiatee V@s the percent agreement and
the other was Cohen’s Kappa index. These two isdo¢entra-coding reliability are
recommended (De Wever, 2005) so that the valuesirgat can be cross-checked.
Besides, both techniques can be calculated manhadgt importantly, they provide
good estimation on the inter-rater reliability. Tpercent agreement takes values
of .00 (no agreement) to 1.00 (perfect agreemdri® percent agreement for the
pretest and the posttest e-mails was calculatesubyming all agreements in coding
between the 1 coding and the second coding multiplied by 100 divitled by the
number of units coded.

Cohen’s Kappa index is a variation on the percgnéement index. It takes
into account the number of categories as well eglistribution of values across them.
The example data illustration of Cohen’s Kappa takem Lombard et al. (2002) is

shown in Table 3.15.
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Table 3.15

Example Data lllustrating Cohen’s Kappa Index

Coder 1 Coder 2

Yes No Total
Yes 81 9 90
No 9 1 10
Total 90 10 100

The index in Table 3.15 would be 1.00 meaning bwh raters have perfect
agreement. It is commonly accepted that Cohen’splandex between 0.41-0-60
and below is low; the index between 0.61-0.80 aegbhd is high (Lombareét al,
2002)

3.8.2.8 Results of Intra-Coding Reliability.The degree of agreement
of coding moves was essential to the reliabilitytlif research since it revealed a
well-defined constructs with operation definitioofsthe rhetorical moves used in the
business e-mail and in the presentation materi@itse correlations between the first
coding and the second coding of the rhetorical mawdusiness e-mail messages, the

body of business e-mails, are presented in Tal&d Table 3.17 respectively.

Table 3.16
Summary Table of Intra-coding Reliability of MoviesAll Business E-mail

Messages in the Pretest

PretestBusiness e-mail Coded units Agreement DisagreemeRercent Kappa
Type 1 14 11 3 785 628
Type 2 14 13 1 92.8 .596
Type 3 14 12 2 85.7 .696
Total 42 36 6 85.7 .643

Table 3.17
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Summary Table of Intra-Coding Reliability of MoviesAll Business e-mail

Messages in the Posttest

PosttestBusiness e-mail Coded units Agreement DisagreemeRercent Kappa
Type 1 14 12 2 85.71 .788
Type 2 14 9 5 64.28  NA
Type 3 14 11 3 78.57 611
Total 42 32 10 76.19 NA

It is worth noting that any concrete parts calledahifest content” such as
subject in subject line, closing salutation, etcbusiness e-mails and concrete parts in
the presentation materials such as the numberdafssithe title of a slide, etc. can be
manually counted with great care to get perfectltesUnlike the latent content
denoting functions as in functional moves in tha\bof business e-mails which
needs to be certified by the inter-coding or theaktoding reliability (Potter and
Levine-Donnerstein, 1999).

These findings indicated that, in terms of religypjlidentifying moves twice
one month apart was acceptable because its intler-celiability was quite high (the
range was from .596 to .788). Its validity, howeveould not be ensured unless

triangulated data were performed (Shohaatrsl., 1992).

3.8.3 The Analysis of the Participants’ Self Refléimn and Overall
Evaluation
In this study, three means of assessing the paafits’ writing
improvement were used. The first one was the cosmwa of the pretest and the
posttest scores of business e-mails and presamafline second one was the move

analysis of business e-mails and the presentatimitten as the pretest and the
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posttest to examine specifically the numbers of @spwvthe logical thinking as

appeared in the organizational patterns of texpr@wiateness and politeness. The

third one was the analysis of the participant’d-geflection during the workshop

sessions. These triangulated data were necessagndure the validity of the

Integrated EBP writing model constructed for tl@saarch.

In the previous section, the move analysis angriéeedure were described.

The next section presents the analysis of theqgueatits’ self-reflection and overall

evaluation towards their writing improvements anel workshop activities

3.8.4 The Analysis of the Participants’ Self Refléemn and Overall

Evaluation: Qualitative Analysis

To find out the participants’ perception towardseith learning

improvement and the satisfaction towards the coacseities, the participants were

required to complete the open-ended questionsfasraof self-reflection at the end

of each session. The participants were asked ponelson the following four topics:

1.

2.

What have you learned in today’s session?

What are your strengths and weaknesses?

Are you satisfied with today’s learning outcome?

Are you satisfied with the material provided in agts session? If

not, what else do you need?

Each week, the trainer read this evaluation shegtresponded to the missing

needs as identified by the learners to ensureaghyatopriate actions were taken up in

the following session. At the end of the prograime teflection comments were

summarized as a formative evaluation of the course.
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Apart from the learners’ self-reflection evaluatidhe participants were also
required to complete an overall evaluation at thd ef the course. This overall
evaluation or the summative evaluation aimed atiactating the learners’ overall
perception towards the EBP course. The evaluatiwm fconsisted of both open-
ended questions and ranking-scale topics. It wa@snzed under six parts as

described in Table 3.18.

Table 3.18
Content of the Summative Evaluation of the EBP Geur

Part Topic Type of data collection procedure

A  Satisfaction towards the e Data collection procedure: rating scale
course content 1-5 (1 = Least Satisfied, 5 = Most
Part A-1: Satisfied)
Evaluation of the General e 5 sub-topics; 1) Lecture with real life
Concept and Business E-malil examples and class room discussions,
Sections 2) Students group activities and class
Part A-2: room discussions, 3) Lecture topics,
Evaluation of the Business 4) Class exercise and homework,
Presentation Section 5) Teacher and/or peer responses

o Data analysis: descriptive statistics
(percentage)

B Satisfaction towards the e Data collection procedure: ranking by

course activities order with open-ended description
e Data analysis: qualitative, descriptive
text

C Satisfaction towards the e Data collection procedure: ranking by

practicality of the course order (from most appreciated to least

appreciated), close-ended
e Data analysis: ranking order

D Satisfaction towards the e Data collection procedure: ranking by
learning materials order with open-ended description
e Data analysis: qualitative, descriptive
text

E Comments about usefulness ofe  Data collection procedure: open-ended
the EBP course towards adult description

learners e Data analysis: qualitative, descriptive
text
F Suggestions to further improvee Data collection procedure: open-ended
the course to serve adult description
learners’ needs e Data analysis: qualitative, descriptive

text
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Each participant was required to complete the allvegvaluation as a
summation of their learning experience. Extensiualitptive analysis of the
evaluation input was then conducted and summarizéite next Chapter. The details
of the formative and summative evaluation as dbedriabove are also provided in

Appendix M and L respectively.

3.9 Summary

While testing the effectiveness of the IntegratedjliEh Writing Course for
Business Purposes (EBP) employing the case stuslyareh method in training
employees in a multinational company situated iailEimd, the researcher had used
the following specific research methods. For thgjextt selection, the researcher used
various criteria such as their functional areaswafrk, working position level,
educational background, educational level, numibevarking years, and willingness
to participate in EBP training, For developing tBBP workshop, the researcher
employed three phases: The first phase comprisedeefls assessment, materials
preparation, pilot study of the EBP model, and ahécome of the pilot study. The
second phase was the implementation of the EBP Inedploying the integrated
methods of writing process, genre analysis and-basked approach. The third phase
was the assessment comprising of the formative sundmative. To find the
improvement in the participants’ writing, the resdeer used three types of
assessment: The quantitative comparison of thegatores from the pretest and the

posttest, the rhetorical analysis of the businessis and the presentation materials
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written as the pretest and the posttest, and thdtic analysis of the participants’
self-reflection.

The data collection procedures and the data arsmlgse summarized as
follows:

1. The scores from the participants writing thrgees of business e-mail
and one type of presentation as the pretest angodtéest were analyzed usintgsts.

2. Rhetorical analyzing of 84 business e-mails 26i¢ghresentations was
performed using Swales’ move, as the unit of amglydepicting generic features,
rhetorical functions, appropriateness and politenEsr reliability, three means were
used: a coding scheme, coding training, and a awettibn of percent agreement and
Cohen’s Kappa index.

For validity, three types of measurement were paréal: 1) word counts with
statistical validation, 2) move counts with statsk validation, and qualitative
description of functional moves, organizationaltg@ats of discourse, appropriateness
and politeness.

3. Analyzing seven sets of the participants’ seffections towards their
writing improvement and workshop activities wasfpened using thematic analysis

and qualitative description.
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CHAPTER 4

RESULTS AND DISCUSSION

This chapter summarizes the results for the rebequestions. The main
objective of the study is whether or not the bussneriting model called “Integrated
English for Business Purposes (EBP), encompaskmdwo genres of writing skills:
namely, e-mail and presentation writing, was effectn assisting the employees to
improve their business writing to perform their golvith more proficiency. To
achieve this objective, three research questiodgtaee sub-questions were derived.
The three main research questions were: 1) Whag wer needs of the employees
working for a multinational company in Thailand ceming English communication
in the workplace? 2) How could a practical learningdel be developed to help adult
learners working for a multinational company in iféwad learn to write in English?
3) Was the business writing model called “IntegiaEnglish for Business Purposes
(EBP) effective for improving the participants’ tinig in the selected genres? Under
this third question, there were three sub-questi@rk) Did the participants in the
Integrated English for Business Purposes (EBP)seoimprove their business e-mail
writing? 3.2) Did the participants in the IntegtEnglish for Business Purposes
(EBP) course improve their business presentatioiing? 3.3) What perceptions
towards the English for Business Purposes (EBP)seadid the participants have?

Results of all of these questions are reportecutiirahe following text, tables,

and figures.
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4.1 Results of Research Question 1

Research Question 1What were the needs of the employees working for a
multinational company in Thailand concerning Erfglisommunication in the
workplace?

From the preliminary survey conducted with the nggma of the sample
company using an open-ended questionnaire as acdig¢ation tool, it was found
that the most needed English language skill foretin@loyees in the company was the
writing skill. This finding supported the findingdbtained from the previous research
done in the area of business English in other nogligh speaking countries such as
in Japan and in Brazil (Someya, 1999; Gimenez, R0D@e top three reasons why
these managers believed that English writing skis needed were 1) writing was
needed for all internal communication via electcomails; 2) writing was needed for
general reporting and documenting purposes sincglidbn (not Thai) was the
operational communicative language in this multorel company; and 3) writing
was needed for external communication with supglieustomers, and all overseas
counterparts around the world. The managers akedsthat the learning method
most frequently used and the most preferred wagdm English in the workplace
was learning by doing (100% of responses).

These findings led to the next step which was ata English learning
model which was developed focusing on two writteusibess genres: namely,
business e-mail and business presentation. Thelraoded at delivering a practical
learning method as preferred by the target lear(lsased on the findings obtained
from the managers’ needs survey) and as suggegtételresearchers carrying out

the previous studies in the area of adult learasrdescribed in Chapter 2.
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4.2 Results of Research Question 2

Research Question 2How could a practical learning model be develomed t
help adult learners working for a multinational quany in Thailand learn to write in
English?

From the findings of the needs analysis describdtie previous section, the
learning model was then derived. The creation & warning model involved the
following elements:

1. the learning methods,

2. the learning environment,

3. the instruction materials,

4. the techniques used to stimulate the learningiéiesvand learners’
involvement.

In order to obtain successful learning resulteaching adult learners to write
business genres in English to meet the requiremantsvork, a thoughtful
combination of the above factors was embracedi®icourse.

Firstly, the course activities were based on réalthsks. In these task-based
activities, learners learned how to actually copiéhwriting problems that they
encountered at work through examples, and systeafigtpracticed writing utilizing
the writing process of three cyclical steps (prétag, writing and revision/editing).
The genre analysis was the foundation of the vgittoncept as it was used in
analyzing the real business genres to come up thvehmodel texts demonstrating
how acceptable genres should be composed.

Secondly, an informal learning environment in whitie learners and the

teacher could openly exchange knowledge and consmwais established and
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maintained throughout the course. This kind oflesy environment created high
involvement throughout the learning process. As@asequence, it helped to create
successful learning
outcomes for the adult learners. This is a majfeidince from a typical classroom
setting where the teacher is the sender and the@eesaare the receiver of the
communication message (or knowledge).
Thirdly, the materials provided in class includedallows:
e Overview of Business Communication (Writing) — cept
e Useful Grammar Notes for Business Writing
e Concepts of E-mail in the Workplace
e Guideline/Tips about Composing Effective E-mails
e Additional Useful E-mail Elements (useful phrasesdern e-mail
abbreviations, differentiation of good e-mails gmbr e-mails)
e Concepts of Presentation in the Workplace
e Guideline/Tips about Composing Effective Preseotesti
e Additional Useful Presentation Elements (differatitin of good
presentations and poor presentations, tips for veletig your
presentation)
e Types of e-mail, analysis of e-mail structure aext {based on genre
analysis theory) and e-mail examples
e Types of presentation, analysis of presentatiomctire and text
(based on genre analysis theory) and presentatampes

Some examples of the learning materials are pravidéhe Appendix N.
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Lastly, the teacher and peer response techniqueengployed consistently
throughout the learning process to stimulate tlaenkers’ involvement which led to

high active learning and learning satisfaction eesipely.

4.3 Results of Research Question 3

The main research question was whether or not tisenéss writing model
called “Integrated English for Business PurposéBREwas effective for improving
the participants’ writing in the selected genrelsere were three sub-questions under
this question.

4.3.1 Sub-question 1: Did the participants in thertegrated English for
Business Purposes (EBP) course improve their busisgee-mail writing?

Two main sources of data were used to find the answthis question:
1) the scores of the three types of e-mail thafptimicipants wrote as the pretest and
the posttest , 2) the rhetorical analysis of 84a#-messages, 42 each from the pretest
and the posttest.

The three types of e-mail were: E-mail Type 1-Actinformation
Request, E-mail Type 2-Information Response/Sharargl E-mail Type 3-Status
Update.

4.3.1.1 Holistic Comparison of Pretest and the Pdsist ScoresThe

scores of the pretest and the posttest were téstedsignificant difference between
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them using thé-test. Before thétest was calculated, the mean score of each e-mail

type between the three raters were collected asrshoTable 4.1.



89

Table 4.1
Pretest and Posttest Mean Score Comparison
Student | E-mail Type 1 E-mail Type 2 E-mail Type 3
Pretest| Postte$tVariance Pretest| Postte#tVariance Pretest| Posttesl,tVariance
1Wi 3 3.2 0.2 25 3.3 0.8 2.6 3.2 0.6
2 Su 24 34 1 2.7 3.3 0.6 2.8 3 0.2
3 Th 2.5 2.8 0.3 3 2.7 -0.3 2.8 29 0.1
4 Som 3.2 2.9 -0.3 3 3.3 0.3 2.9 3.4 0.5
5 Wan 3 2.9 -0.1 25 2.8 0.3 2.8 3.4 0.6
6 Num 2.6 2.8 0.2 2.7 2.9 0.2 3 3.1 0.1
7Krong 2.4 3 0.6 2.6 2.8 0.2 25 3 0.5
8 Lin 2.6 3.3 0.7 3.1 3.3 0.2 3.1 2.9 -0.2
90n 25 3.2 0.7 21 3.1 1 2.7 3.2 0.5
10 Thi 1.8 3.3 15 2.4 3.1 0.7 25 3.1 0.6
11 Siri 2.6 3 04 29 3 0.1 3.1 3.2 0.1
12 Sami 2.6 3.3 0.7 3 29 -0.1 2.9 3.1 0.2
13U 2.9 3 0.1 2.65 3 0.35 29 3 0.1
14 Supa 24 3.1 0.7 2.2 3.1 0.9 3 3 0
| Total |365 | 432 |67 3735 | 426 [525 [396 | 435 [3.9 |

Then the relationship between the scores of thesddsts for overall e-mail

messages was calculated as shown in Table 4.2.

Table 4.2
Data Analysis Showing Significant Improvement i Btmail Writing from Pretest
to Posttest after Attending EBP Course

N § S d S t Df P
Pretest 14 11686 9.494 2179 11.088 7.351 13 .000
Posttest 14 13864 5.839

As demonstrated in Table 4.2, the overall resultvafing three types of e-
mail shows significant difference (t =7.351, p 0 The mean difference is
significant at the .05 level. It is apparent thia¢ tparticipants attending the EBP

workshop had improved their writing of all thre@ég of e-mail.
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We can observe the relationship between the saufrée pretest and the

posttest of each type of e-mail in Table 4.3.

Table 4.3
Data Analysis Showing Significant Improvement initidg the Individual Types of
E-mail from Pretest to Posttest after Attending EBRiIrse

T df MEAN
DIFFERENCE
E-mail Type 1 4.853 13 8.71
E-mail Type 2 5.443 13 6.93
E-mail Type 3 7.704 13 6.14

P<.05

As shown in Table 4.3, a summary of result of titests to analyze the
differences between the pretest and posttest soaresiting three individual types of
e-mail, E-mail Type 1-Action/Information Request;ntail Type 2-Information
Response/Sharing, and E-mail Type 3-Status Uptiaeaesults reveal that there is a
significant difference between the pretest andpbsttest scores of Type 1, Type2,
and Type 3 e-mail, t 4.853, 5.443and7.704respectively , p = .000. In other words,
the tests show that after attending the EBP wornkshbe participants gained
improvement in writing these three types of bussresnail.

4.3.1.2 Rhetorical Analysis of E-mail: Quantitative Analysis. To
supplement the answer to the first sub-questionetindr or not the participants
improved their e-mail writing after attending thedgrated EBP workshop, 84 e-mail
messages were further analyzed based on the datiumnctions (Swales, 1990). The
results were in both quantitative and qualitatimeris. The results from this analysis

would help to broaden our understanding on theigiaants’ e-mail writing



91

improvement in at least three important ways: ¥) participants’ English language
fluency via the number of words per message, 2pfipFopriateness of e-mail usage,
and 3) the politeness expressed in the e-mail. oAlthese qualities can be seen
clearly only from the results from the rhetoricalalysis. Each of these findings is
presented accordingly.

a) Number of Words. The quantitative analysis of all three types of e-
mail yielded the number of word3he average scores of all words per message
(wpm)of all e-mail messages in the pretest andties in the posttest were compared
in order to find the difference. The results ol from this comparison are

presented in Table 4.4

Table 4.4
Numbers of Words in the Participants’ Three TypeB-mail in the Pretest and the
Posttests
Participant Pretest Posttest
wpm wpm
Typel Type2 Type?3 total Typel Type2 Type: total
1. Wi 69 48 30 147 163 162 77 402
2.Su 65 77 61 203 80 97 74 251
3. Thi 67 38 51 156 76 86 93 255
4. Som 79 71 55 205 75 64 93 232
5. Wan 75 39 33 147 81 89 63 233
6 Num 79 71 69 219 93 100 85 278
7. Krong 57 74 48 179 72 74 82 228
8. Lin 60 65 48 173 106 98 92 296
9.0n 40 30 48 118 70 88 87 245
10. Thira 37 44 40 121 98 83 82 263
11. Siri 57 46 43 146 83 80 106 269
12 Sami 78 91 51 220 174 61 58 293

13. U 61 43 44 148 68 33 50 151
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14 Supa 60 104 87 251 99 93 102 294
Total 884 841 708 2433 1338 1208 1144 3690
Average 63.14 60.07 50.57 173.78 95.57 86.29 81.71 263.57

As shown in Table 4.4, the average number of wordise e-mail messages in
the posttest (263.57 wpm) was higher than the oties pretest (173.78 wpm).

b) Types and Frequency of E-mail Generic FeaturesAs another
supplement for the answer to the first sub-quedbiesides the average of words per
message showing fluency and to further provide aemavid description of the
participants’ e-mail writing improvement, the resdeer analyzed all 84 e-mail
messages written as the pretest and the posttgb & vels: macro and micro level.
At the macro-level, all e-mail messages were amalyin terms of generic features
(see coding on Appendix E). These features are nmoity required for
appropriateness of e-mail usage.

The generic features of an e-mail are composedeohéader consisting of
four sub-headings (that iByom, Date, To, andSubjec}, opening salutations, body or
content, closing salutation and signature (She@4R0The generic features of 84 e-

mail messages were identified and quantified asgmted in Table 4.5.

Table 4.5
Type and Frequency of E-mail Generic Features ofadl-Written as the Pretest and
the Posttest

E-mail Feature Frequency of occurrence
Pretestm=42) Posttestn=-42)

Header

From None 17

Date None 26

To 38 39

Subject 32 39

| Opening Salutation
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Recipient’'s name and title 33 41
Dear 27 41
hi (hello) 1 None
Punctuation 19 32

| Body
Move 1 Providing Background 27 32
or reference
Move 2 Expressing a purpose 41 41
Move 3 expressing concerns 20 30
Move 4 expressing gratitude 9 11
Move 5 offering extra 15 22
information

| Closing salutation
Complimentary Close 29 34
Signature 17 33
Total 308 438

41.28% 58.71%

As shown in Table 4.5, in the overall perspectilie,generic features in the e-
mail which demonstrated the clarity of the movections was more complete in the
posttest (58.71%) than in the pretest (41.28%).

The result of the analysis using Cronbach Alphafopmed to measure the
difference between the number of generic featufes-mail in the pretest and the
posttest, showed that the participants includeteatgr number of generic features of
e-mail in the posttest than in the pretest sigaifity, at the level of .05. This result is

shown in Table 4.6.

Table 4.6
Data Analysis Showing Improvement in the Use of &enFeatures of Business
E-mail After Attending EBP Workshop

n_ vy S d S t a P
Pretest 14 2053 1354 867.69 4361 13  .001
Posttest 14 2920 11.76
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At the micro-level, 84 e-mail messages were analyze terms of
communicative purposes using moves as the unnaliais (see coding on Appendix
). The results from this micro-level will highligithe appropriateness of e-mail usage
and politeness expressed in e-mail. These qualitemnot be comprehensively
detected by other means, except by the rhetonadl/ais. It should be also noted that
accuracy of language use has been exempted sihae lieen evaluated by the raters

using the rating criteria or rubric (see Appendix J

The coding of these moves was systematically paedrtwice approximately
one month apart. To determine the intra-rater bdiig, the researcher used the
combination of two measures appropriate for conterdlyses to cross check one
another: the percent of agreement and Cohen’s Kappex (Rourke, et al.,2001,;
Lombard, et al., 2002). The result of the percgmeament revealed that there were
four sets in the pretest and six sets in the pststifeall the e-mail messages which did
not receive 100 percent agreement or perfect agneerll of these sets were then
brought to discuss with the expert and made theamsus. The results from Cohen’s
Kappa calculating the repeated rating for all typeg-mails both in the pretest and
the posttest was in the range of 0.59-0.78. Tdmge is considered as having rather
high agreement. Thus, it is clear from the resofithese two measures that some of
the moves in some  e-mails which were not ingetragreement needed further
discussion to reach perfect agreement before athedyses could proceed.

All three types of e-mail messages were analyzedltieg in a total of 248
moves comprising of five major categories: 1) pdawy background information or

references, 2) stating the writing purpose, 3) egging concerns, 4) expressing
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gratitude, and 5) offering extra information. Themmary of the analysis is shown in
Table 4.7 (the definitions and their correspondexgmples are shown in Appendix

F).

Table 4.7
Type and Frequency of Rhetorical MovesAdifTypes of E-mail Messages in the
Pretest and in the Posttest

Type of move/ Frequency of Occurrence

Pretest (N=42) Posttest (N=42)
Body
Move 1 Providing Background or referencé$.88% (27) 12.90 % (32)
Move 2 Expressing a purpose 16.53 % (41) 16.532% (
Move 3 expressing concerns 8.06 % (20) 12.09 % (30
Move 4 expressing gratitude 3.62% (9) 4.43 % (11)
Move 5 offering extra information 6.04% (15) 5264(22)
Total 45.16% (112) 54.84 % (136)
Grand total 100%(248)

To examine any possible differences in rhetorical/@s in relation to the type
of e-mail that the participants wrote in thetpst and in the posttest, the categories
for specific moves used in the individual type ahail were examined independently.

Results are shown in Table 4.8.

Table 4.8
Type and Frequency of Rhetorical Moves of Individiygpes of E-mail Messages in

the Pretest and in the Posttest

Type/ Pretest Posttest

Frequency of Occurrence Frequency of Occurrence

T1T % T2 % T3 % T1 % T2 % T3 %

Move 1: Providing 10 71411 786 6 429 13 929 12 857 7 50
Background info. or Ref.
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Move 2: Stating 14 100 13 929 14 100 14 100 13 929 14 100
communicative purpose

Move 3 : Expressing 6 4297 50 7 50 7 50 11 78,6 12 857
concerns

Move 4: Expressing 8 5710 0 1 71 9 643 1 71 1 71
gratitude

Move 5: Offering extra 7 50 4 286 4 286 5 357 9 643 8 57.1
information

As shown in Table 4.8, the participants used alammumber of Move 2
(expressing the communicative purpose) in all tygfess-mail. Also, the same number
of this move was used in the pretest and in thétggise-mails. Since this move was
used to state the purpose of the e-mail, it isrljieseen that all participants were
successful in stating the purpose of their e-maiing.

In e-mail Type 1, Action/Information Request, thpital moves were Move 2
(Stating the communicative purpose), Move 1 (ProggdBackground info. or
Referencesand Move 4 (Expressing gratitude). The frequencygaaurrence of these
typical moves in the e-mail Type 1 was higher ia gosttest (64.3%) than the pretest
(57.1%).

In e-mail Type 2, Information Response/Sharing, thygical moves were
Move 2 (Stating the communicative purpose), Moerbviding Background info. or
Referencesand Move 3 (Expressing concerns). The frequen@colirrence of these
typical moves in the e-mail Type 2 was higher ie phosttest (78.6%) than in the
pretest (50%). It should also be noticed that Mbweas least used in e-mail Type 2.

Finally, in e-mail Type 3, Status Update, the tgbimmoves were Move 2
(Stating the communicative purpose), MovgEXpressing concerns) and Move 5
(Offering extra information). Similarly, the postteyielded more frequency (85.7%)

than in the pretest (50%).
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The examples of these major moves were as follows:

To provide further exemplification of the e-mail ajty showing the
participants’ writing improvement, the researchrarained specific parts of the e-
mails in terms of appropriateness and politenesiea®nstrated in the next section.

4.3.1.3 E-mail Appropriateness: Qualitative Analyss. Business enalil

and presentation have their own conventions inolydicertain levels of
appropriateness and politeness known by corpossesuln e-mail, in general, there
are certain rules or “netiquette” that users havaltide by (Shea, 2004). People in
business also have to follow these rules. Howesiage business e-mail has more
specific purposes as exemplified in the three typfesmail being studied, the generic
features and specific purposes have to be madepvecysely in the message. Thus, it
IS necessary to see how these participants imptbes writing by putting the
appropriateness into practice.

The appropriateness in an e-mail can be deterniyed) the inclusion of
required specific features, 2) the specific subjew stating explicit purpose, 3)
appropriate use of specific moves in individualeymf e-mail 4) appropriate use of
opening salutation, and 5) closing salutation.

a) Generic Features of E-mail.The types and frequency of generic
features of e-mail written as the pretest and psstnalyzed manifestly. The results

are shown in Table 4.9.

Table 4.9
Type and Frequency of E-mail Generic Features|dftake Types of E-mall
(T1,T2,T3) in the Pretest and the Posttest
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E-mail Feature Frequency of occurrence
Pretestw=42) Posttestn=42)
T1 T2 T3%  Total T1 T2 T3%  Total %
% % % % %
Header
From 2.3%( 19.4% 19.4% 40.4%
1) (8) (8) (17)
Date 21.4% 19.4% 21.4% 61.9(2
(9) (8) 9) 6)
To 28.5% 30.9% 30.9% 90.4% 33.3% 30.9% 285% 92.8%
(12) (13) (13) 38 (14) (13) (12) (39)
Subject 23.8% 26.1% 26.1% 76.1% 30.9% 30.9% 30.9% 92.8%

(10) (11) (11) (32) (13) (13) (13) (39)

Opening Salutation
Recipient's  name 21.4% 28.5% 28.5% 78.5 30.9% 33.3% 33.3% 97.6%

and title 9) (12) (12) (33) (13) (14) (14) (41)
Dear 16.6% 21.4% 26.1% 64.2% 30.9% 33.3% 33.3% 97.6%
(7) 9) (11) (27) (13) (14) (14) (41)
hi (hello) 2.3% - - 2.3% - - - -
(1) (1)
Punctuation 11.9% 19.4% 14.2% 452% 21.4% 285% 26.1% 76.1%
(5) (8) (6) (19) 9) (12) (11) (32)
Body
Move 1 Providing 23.8% 26.1% 14.2% 64.2% 30.9% 285% 16.6% 76.1
Background or (10) (12) (6) (27) (13) (12) @) (32)
reference
Move 2 Expressing 33.3% 30.9% 33.3% 97.6% 33.3% 30.9% 33.3% 97.6%
a purpose (14) (13) (14) (41) (14) (13) (14) (41)
Move 3 expressing 14.2% 16.6% 16.6% 47.6% 16.6% 26.1% 28.5% 71.4%
concerns (6) @) @) (20) @) (12) (12) (30)
Move 4 expressing 19.4% 2.3%( 21.4% 21.4% 2.3%( 2.3%( 26.1%
gratitude (8) 1) 9) (9) 1) 1) (12)

Move 5 offering 16.6% 95% 95% 357% 11.9% 21.4% 19.4% 52.3%
extra information (7) (4) (4) (15) (5) (9) (8) (22)
Closing salutation

Complimentary 21.4% 23.8% 23.8% 69.0% 19.4% 33.3% 28.5% 80.9%
Close (9) (10)  (10) (29)  (8) (14)  (12) (34
Signature 9.5%( 16.6% 14.2% 40.7(1 16.6% 33.3% 28.5% 78.5%
4) ) (6) 7) ) (14) (12) (33)

Total 102 105 101 308 135 156 147 438
308 438

41.28% 58.71%

As shown in Table 4.9, the participants includegteater number of features
in the posttest than in the pretest. In the e-hedder section, the majority of the
participants included all four sub-sections in pesttest whereas only twioe and

Subject were included in the pretest. Besides, the frequeof usage of these two
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sub-sections was higher in the posttest than ipthtest. In the Opening Salutation
section, even if all sub-sections were included;ftequencies of usage in the posttest
were higher than the ones in the pretest. In gy section yielding the e-mail
content, categorized using moves, not only werswsections included in both the
pretest and in the posttest, but also the freqasraf usage were the same or higher
in the posttest than in the pretest. In the lastisn of e-mail, closing salutation,
again the frequency of its usage in the posttest lvgher than in the pretest. As a
whole, the participants included a greater numlieh@se e-mail generic features in
the posttest (58.71%) than in the pretest (41.28%nhese generic features are
required for appropriateness of e-mail.

b) The Appropriate Subject in the Subject Line.One particular
manifestation of a netiquette e-mail is the usapgfropriate subject in the subject line
in the e-mail header section. It is worth noticthgt the subject is the only part that
appears when a receiver receives an e-mail, belidasame of the sender. Thus, it
is important for the sender not only to includenitthe e-mail but also it has to be
written as clearly as possible to achieve the conaative purpose.

The subject in the e-mail header summarizes tkerfietorical purpose of the
e-mail in one phrase which is , in this researequesting (E-mail Typel), responding
or sharing information (E-mail Type 2) , or updati@bout one’s related work (E-mail
Type 3). Thus, the phrase used as the subjectchas written to make such a
particular purpose.

To analyze the appropriateness of the subjectrdbearcher categorized all

subjects into four groups: o subject(no), 2 not clear (NC),3) less appropriate
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(LA) and 4)appropriate (A). The operational definitions and examples cangea $n
Appendix L.

The results of the analysis of the subjects thatgarticipants wrote in the
pretest and the posttest revealed a differencesiimst of appropriateness of the

subjects as seen in Table 4.10.

Table 4.10

Number of Subjects and Their Levels of Appropriatnin the Subject Line of All
Three Types of E-mail

Pretest Posttest
No Not Less Appropriate  No Not Less Appropriate
subject clear appropriate subject clear appropriate
Typel 3 3 2 6 1 - 2 11
Type2 3 3 1 7 1 - 2 11
Type3 4 2 3 5 1 - 2 11
Total 10 8 6 18 3 - 6 33
| Percentage 23.894 19 % 14.3% | 42.8% | 7.19 - | 143% | 78.6% |

From Table 4.10, 78.6% of all subjects in all thtgses of e-mail in the post-
test wereappropriate whereas in the pretest, it was42.8%. The samebauwnf the
less appropriatesubject (14.3 %) was in the pretest and the &istt€he difference
for the not clear one, which was 19% in the pretest was none in pibsttest.
Furthermore, there was only 7.1 % mwd subjectfor the subject in the posttest,
whereas it was 23.8% in the pretest.

c) Appropriate Use of Moves. The term “appropriateness” as related
to language education can be varied. For examipt&ani be used to refer to texts, to
literary forms chosen by a language educator féanguage proficiency level, to
communicate objectives or purposes such as th@fuaethor’'s evidence to support

claims and assertions as in critique, and so otif¢@@a Department of Education,



101

1999). In this study, the term appropriateness wgasl to refer to appropriateness in
relation to the objective or purpose of a text shdlrough expressions. An example
of the appropriateness in relation to the objectivepurpose of a text is that in
requesting something from someone (the purposgyraof appropriateness is shown
through an expression of gratitude such as “thank,y| appreciate it.”, etc.

E-mail messages in this study were divided inteehypes based on
their specific purposes. Type 1, Action/InformatiRequest had its main function as
a sender made a request from a recipient for esitn@e action or for certain
information. Type 2, Information Responses/Shahad its main purpose for a
sender to provide a response that had been askedtfdshare some information
with the recipient. Type 3, Status Update hadigsn function of reporting what one
had done or what was being done, and possibly waatplanning to be done in the
future. To find whether the participants had dgfgiated these different specific
purposes in these three types of e-mail and if theéyhow they arranged them, the

researcher analyzed all 84 e-mail messages. FBaéigare presented in Table 4.11.

Table 4.11
Types and Frequency of Moves Used in Individual&ypf E-malil in the Pretest and
the Posttest

Frequency of Occurrence %

Type of move T1Pre T1Post T2Pre T2Post T3Pre T3Post
N=14 N=14 N=14 N=14 N=14 N=14
Move 1: Providing Background info.or Ref/71.4 92.9 78.6 85.7 42.9 50
Move 2: Stating communicative purpose 100 100 92.9 92.9 100 100
Move 3: Expressing concerns 42.9 50 50 78.6 50 85.7
Move 4: Expressing gratitude 57.1 64.3 0 7.1 7.1 7.1
Move 5: Offering extra information 50 35.7 28.6 64.3 28.6 57.1
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As illustrated in Table 4.11, from an overall persiive, Move 2 was used
most frequently in all types of e-mail both in {hretest and the posttest. This was the
only move that was almost 100% used. This movecatdd that the participants
informed the e-mail's recipient the purpose of theiiting. The other moves,
however, were used differently in terms of frequeatoccurrence in the pretest and
in the posttest. To elaborate, a higher numbehedé five corresponding moves was
used in the posttest than in the pretest. Sucffexelce revealed that the majority of
the participants included more moves in their elsnafter attending the course. The
inclusion of the typical moves in a specific typé email is the sign of
appropriateness demonstration (Ford, 2002).

In conclusion, there are two main points descriledhis section.
Firstly, there were typical moves used uniquelgath type of e-mail, and secondly,
there were a greater higher number of these typicales used in the posttest than in
the pretest. The first point referred to the appetpness of the use of e-mail. The
second point, on the other hand, indicated that gbsttest e-mails were more
appropriately used than the pretest of the same typ

d) Appropriate Use of Opening and Closing Salutatin. The opening
salutation in an e-mail refers to the way the elrmander addresses the recipient.
From the manifest rhetorical analysis of the opgrsalutation, the researcher found
that the participants had used a wide range ofofiening salutation as shown in
Table 4.12.

The appropriate opening salutation for people ie thame rank

commonly used should be “dear + recipient nameie flesults of the analysis of the
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varieties of opening salutation used in all 84 elmmessages can be seen in Table

4.12.
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Table 4.12
Varieties and Ranking of Opening Salutation in pdy of E-mail
Pretest Posttest

Type of Opening Salutation in E- T1 T2 T3 Total T1 T2 T3 Total
mail N=14 N=14 N=14 N=42 N=14 N=14 N=14 N=42
1.Dear + Recipient’'s name, 7 3 2 28.4% (12) 6 4 6 38% (16)
2.Dear + Generic name(e.g.,alam 1 2 7 23.8% (10) O 6 5 26.1 % (11)
3. To + Recipient's title, 1 7 2 23.8WY) 0 3 3 14.2% (6)
4. Dear + Recipient’s title, 2 0 0 4.7% (2) 2 0 0 4.7% (2)
5. To + Generic name, 0 0 1 2.3% (15 0 0 11.9 %(5)
6. To + Recipient’s name, 1 0 0 2.3% (1) 0 10 2.3% (1)1
7. Hi + recipient’'s name 1 0 0 2.3% (1) 1 0 0 2.3% (1)
8. Recipient’s title, 0 1 0 2.39 0 0 0 0
9. None 1 1 1 7.5 %(3) 0 0 0 0

As shown in Table 4.12, ranking the opening salnarom the most to the
least popular of all eight ways of using the opgrsalutation, we can see that the first
four most popular ones used in both the pretesttamg@osttest were as follows:

1. “Dear + Recipient’'s name”, 28.4% in the pretes 38%n the posttest.

2. “Dear + generic name (e.g. all, team)”, 23.@0thie pretest and 26.1% in
the posttest.

3. “To + Recipient’s title,” 23.8 % in the pretestd 14.2% in the posttest.

4. “Dear + Recipient’s title (e.g. Manager, Outbhduream), 4.7 % in both
tests.

Table 4.12 also shows that the frequencies ofruee post test were higher

than the ones in the pretest.

4.3.1.4 Politeness in E-mail: Qualitative
Politeness encompasses more than the manneredttgiqtian
e-mail. It is relative to the central role of sgifage or the notion dace (Brown and
Levinson, 1987 cited in Felix-Brasdefer, 2005) mmeraction since we are social

“actors”. In everyday life, when we perform our yiluve always want to present our
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positive relationship with others at work and ie theantime we seek to create certain
impressions in others to appear competent in oun ogsponsibilities and our
performances. In addition, we want to be perceteete helpful and supportive of
others’ performances.

In writing business e-mail, the politeness candmnsclearly from the opening
salutation and in the closing salutation. In therdpg salutation, politeness can be
seen in the inclusion of the wortidear” followed by the name or title of the
recipient. And in the closing salutation, politesecan be seen in the inclusion of
such word asregards”, “best regards”. Analyzing individual types of e-mail , E-
mail Type 1, Action/Information Request, E-mail Eyp2, Information
Response/Sharing, and E-mail Type 3, Status Uptla¢eresearcher found that the
participants expressed their politeness by inclyidinch words and/or the phrases in
their opening salutation and their closing salotats shown in Table 4.13, and 4.14

respectively.

Table 4.13
Number and Types of Politeness Features lllustiat€pening Salutation of
Individual Type of E-mail in Pretest and Posttest

Pretest Posttest
Type of Opening Salutation in E-mail T1 T2 T3 Total T1 T2 T3 Total
N=14 N=14 N=14 N=42 N=14 N=14 N=14 N=42
Dear + Recipient’'s name, 7 3 2 284%(12) 6 4 6 38% (16)

Dear + Generic name(e.g. all, 1 2 7 238%(10) O 6 5 26.1 % (11)
team),

Dear + Recipient’s title, 2 0 0 4.7% (2) 2 00 4.7% (2)
to + Recipient's title, 1 7 2 23.8% )10 3 3 14.2% (6)
To + Generic name, 0 0 1 2.3% (1p 0 0 11.9 %(5)
To + Recipient’'s name, 1 0 0 2.3% (1) 0 1 02.3% (1)1
Hi + recipient’'s name 1 0 0 2.3% (1) 1 0 0 3%.(1)
Recipient’s title, 0 1 0 23% @1 O 0 0 0

None 1 1 1 75%3 0 0 0 0
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Table 4.13 shows the participants expressed thelitepess through the
opening salutation in their e-mail writing both the pretest and in the posttest.
However, the number of their use in these testsneathe same. The majority number
of features of politeness was “Dear + Recipiendmg”. It was 28.4 % in the pretest
and 38 % in the posttest. The second most wasr‘Begeneric name (such as all,
team)”. It was 23.8% in the pres-test and 26.h%he posttest. And the last one was
“Dear + recipient’s title or position (e.g. Opeoatiteam, Shift S&T)”. It was 4.7% in
both tests.

The politeness feature expressed in the closilugasgi®n is shown in Table

4.14.

Table 4.14

Number and Types of Politeness Features lllustratedClosing Salutation of
Individual Type of E-mail

Pretest Posttest
Subjecr/ T1 T2 T3 Total T1 T2 T3 Total
Type of Opsning- Closing N=14 N= 14 N= 14 N=42 N= 14 N= 14 N= 14 N=42
Salutation
Best Regard (s), 8 7 9 57.1% (24) 8 12 12 76.1% (32)
Regards, 1 1 1 7.1% (3) 4 2 0 14.2% (6)
Warm regard- 0 1 1 4.7% (2) 0 0 0 0
None 5 6 3 33.3% (14) 2 0 2 9.5% (4)

As shown in Table 4.14, in business e-mail, thetngosnmonly used phrase
showing politeness in the closing salutation isstbegards”. However, the number of
e-mails that included this phrase in the pretegtl®o) was less than in the posttest

(76.1%). Table 4.14 also shows that 33.3% of tieaés in the pretest did not include
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any closing salutation, whereas in the posttest 8% was found. The information
indicates that the participants wrote their e-madlre appropriately after attending the

course.

4.3.2 Sub-question 2: Did the participants in theritegrated English for
Business Purposes (EBP) course improve their busisge presentation writing?

Before the participants started the first preséemagession, they did the
pretest by writing a set of presentation slidesarmg a work-related context, as if
they were using a Microsoft PowerPoint. This préston with a specific purpose of
“informing someone of something” was chosen basethe participants’ preference
as the most frequently performed in their currebtresponsibilities.

The first main source of data to respond to tht®sd sub-question was
the comparison between the scores from the pratebthe post test rated by three
raters. The reliability among them was calculaisthg Cronbach Alpha. The mean
difference was significant at the .05 level. Thiafslity index was .6940 indicating
acceptable consistency of rating. T-test was thesd uo analyze the relationship

between the pretest and posttest. The obtainett reshown in Table 4.15.

Table 4.15

Data Analysis Showing Significant Improvement irgantation Writing from the
Pretest and the Post test

N 7 S d St df p

Pretest 14 34.00 4.082 8.62 3.969 7.826 13 .000

Posttest 14 42.60 3.070
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As shown in Table 4.15, there was a significarfedénce (=7.826, p = .000)
between the pretest and the post test of the pgeggEnwriting. It is apparent that the
participants attending the EBP workshop had impaowvetheir presentation writing
significantly at the statistical level of .05.

4.3.2.1 Rhetorical Analysis of the Presentation $les. To
supplement the answer to the second sub-questlather or not the participants had
improved in their presentation writing after attengdthe EBP workshop, the data
from the participants’ presentation slides writtenthe pretest and the post -test were
further analyzed based on the rhetorical functi@wsales, 1990). The results were in
guantitative and qualitative terms. The data ftbmm analysis would help to broaden
our understanding of the participants’ presentatgiting improvement in at least
four distinctive ways. First, the data would rdvieaw fluent the participants could
write their presentation via the numbers of sligesr presentation within the
designated time. Secondly, they would reflect hbe participants exercised their
logical thinking as appearing in the organizatidriheir presentation. Furthermore,
they would exemplify appropriateness of languagesiwn in the title of the slides.
Finally, they would show their politeness expressetihe ending of the slides.

a) Number of the Presentation Slides: QuantitativeAnalysis. The
guantitative analysis of the presentation slidesaited the number of slides written as
the pretest and the posttest.

A total of 169 slides resulted from the manual d¢euof all the
participants’ presentation slides. This count wasyebecause of the concreteness of

the slides resembling Microsoft PowerPoint onesis Tount yielded the number of
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the slides per presentation as shown in Table 4Tlere were 13 participants who

were able to do both the pretest and the post test.

Table 4.16

Number of the Presentation Slides Written as tle¢el3t and the Posttest

# of slide/ 1 2 3 4 5 6 7 8 9 10 11 12 13 total % Mode
name wan th thi su Si sam sup on Ilin kr gus gal ch

Pretest 5 6 5

6 11 4 4 4 5 4 6 4 7414 4 5.38
Posttest 8 10 8 6

8 8 7 7 9 6 107 99 58.6 8 7.76
16¢

6
5

Table 4.16 shows different numbers of the presiemaglides in the pretest
and in the posttest. This difference in numbethef presentation slides revealed their
different format. The total number of the slidessvi®9. The number of the slides in
the post- test (58.6%) was higher than the onbkarptetest (41.4%). The mode of the
presentation slides in the pretest was 4 (meaiagthe majority of the participants
included only 4 slides), whereas the ones in th&ttpst were 8. The range of the
presentation slides in the pretest (from 4-11) water than in the post test (5-10).
And, the average number of the presentation slidéle posttest (7.76) was higher
than the ones in the pretest (5.38%). The reshtisving the different numbers of the
presentation slides that the participants wrotthénpretest and the posttest indicated

the improvement in their presentation writing.

b) The Appropriateness and Politeness in Presentati: Qualitative
Analysis. The appropriateness of the presentation materaaisbe shown in at least

three main features: 1) The title of the preseomati2) the organization of the
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presentation slides showing the introduction, tbdyband the conclusion, and 3) the
appropriate information in the individual partstioé presentation.

e Appropriateness of the Title of the Presentation.In the
participants’ presentation slides written as thetgst and the posttest, there were
different levels of appropriateness shown in thediof their presentations as shown

in Table 4.17.

Table 4.17

Number ofthe Level of Appropriateness Shown in the Titlehef Presentation Slides
in the Pretest and in the Posttest

Pretest  Level of appropriatenessPosttest Level of appropriateness

Not Less Appro- Not Less Appro-
Clear Appro- priate Clear  Appro- priate
priate priate
1. Wan / 1. Wan /
2.Th / 2.Th /
3. Thi / 3. Thi /
4. Su / 4. Su /
5. Siri / 5. Siri /
6. Som / 6. Som /
7. Supa / 7. Supa /
8.0n / 8.0n /
9. Lin / 9. Lin /
10. Kr / 10. Kr /
11.Gus / 11.Gus /
12.Gal / 12.Gal /
13.Cha / 13.Cha /
Total 7.6(1) | 46. 19 46. 1% Total 0 15.3% | 84.6%

(6) (6) 2 (11)

As seen in Table 4.17, more appropriate titles6@4or 11 counts) were in
the posttest presentations than the ones in thegpr@6.1% or 6 counts). Indeed, in
the pretest, there were almost the same numbehefappropriate and the less
appropriate titles. In the posttest, however, theeee only 2 or 15.3% of the less

appropriate ones. This less appropriate title reteto the ones that needed a slight
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change in order to become appropriate ones. Bgsidehe pretest presentations,
there were almost half of the less appropriate ,omed a “not clear” one. The latter
was the one that needed a major revision in oadbetome appropriate.

Some examples of the titles with different levdisopropriateness are shown

as follows:

Unclear title: WORD PET (pre7Supa)

Less appropriate titles: Supply Meeting P8W4 (pre10Kr)
Update Database Project (Prelwan)
Purchasing process (Pre2Th)
Supply Performance P7 (Post10Kr)

Appropriate titles: Mycotoxin Testing Update (PostlWan)
Intercompary Billing Process (Post2Th)

Summary Dry Plant Performance Quarter (Post6Som)

Laboratory Safety Audit August, 2005  (Post3Thi)

e Appropriateness in the Organization of the Presentdon
Slides. The specific information in each slide of the praagon reveals the formal
structure of the presentation. Analyzing the pnestéon slides written as the pretest
and the post test of these participants yieldeléagt three interesting points: 1) the
information in individual slides, 2) the organipet of the presentation and 3) the
appropriateness of the presentation structure shauof introduction, body and the

conclusion. The findings are demonstrated in tlewing section.

Table 4.18

Information in Individual Presentation Slides of tRretest
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# of lst 2nd 3rd 4th 5th 6th 7th 8th gth loth 1lth total
slide/
name
1.Wan title C1 Cc2 C3 c4 5
2.Th titte C1 c2 C3 C4 C5 6
3. Thi titte C1 c2 C3 C4 5
4. Su titte  What about?C1 Cc2 C3 Q 6
=agenda
5. Siri title  agenda C C C concl 6
6. Som titte C1 Cl12 C2 c22 cC23 C3 C4 C5 NextSupport 11
step needed
7.Supa title C1 Cc2 C3 4
8.0n titte C1 c2 C3 4
9. Lin titte C1 Cc2 sum 4
10. Kr titte  agenda C1 Cc2 C3 5
11.Gus titke C1 C2 sum 4
12.Gal titte C1 Cc2 C3 C4 QA 6
13.Cha title C1 Cc2 C3 4
TOTAL 13 13 13 13 8 5 1 1 1 1 1

From Table 4.18, all of the participants included title of the presentation in
the first slide. In the second slide, only thréehe participants included “agenda”,
even though one used a different tefiVhat we are talking about”. The rest of
them (61.53 % (8)) did not include the agenda dliruof the presentation.

It should be noticed that none of them includedphiose or the objective of
the presentation. In the rest of the slides, tinaxe all the content of the presentation.
Also, almost half of the presentation ended with emding slides. Only six
presentations had the ending slide(s). The infaonan these ending slides included
guestion and answer sessi¢Rre4Su, Prel2Galkonclusion (Pre5Siri), summary
(Pre9Lin, Prell1Gus), andext step and suppo(Pre6Sam) referring to the future
work plan and support needed.

However, the information from the presentationediéh the post test showed

different results from the ones in the pretestllastrated in Table 4.19

Table 4.19

Information in Individual Presentation Slides o thosttest

# of slide/ £ ond 39 40 5 6" 70 gn g" 1d" Total
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name
1. Wan title agenda C1 C2 C3 update QA thank 8
2.Th title C1 Cc2 C3 C3.1 C3.2 C3.3 Cc4 concl thank 10
3. Thi title agenda C1 C2 C3 C4 C5 timeline 8
4. Su title agenda C1 C2 sum 5
5. Siri title agenda C1 C2 C3 C4 Concl. Next 8
step
6. Som title agenda C1 C2 C3 Concl. 6
7. Supa title agenda C1 Cc2 C3 C4 C5 QA/ 8
thank
8.0n title C1 c2 C3 C4 C5 Sum/ 7
thank
9. Lin title agenda C1 C2 C3 action  Next 7
step
10. Kr title agenda C1 C2 C3 C4 C5 C6 Sum/ 9
action
steps
11.Gus title agenda C1 Cc2 C3 Status 6
update
12.Gal title agenda C1 C2 C3 C4 C5 C6 action Info/ 10
thank
13.Cha title agenda C1 Cli C2 C2.2 C3 7

In Table 4.19, the first slide of all of the pretdion (100%) was thétle.
84.61% of the second slide was thgenda. The rest of the middle slides then
became the content or the body of the presentatestribed below. As for the
ending slide, only one of the presentations did imatude it. The rest of them
contained the ending slide(s) of some kinds amd¢jdrom the most popularity to the
least:future action( Post3Thira, Post5Siri, Post9Lin, Post10Kr, P&&E!), summary
(Post4Su, Post80n, Post10kbr) conclusion(Post2Th)question and answesession
(PostlWan, Post7Supa), asiditus updaté PostlWan, Post12Gal). In addition, the
majority of the participants showed politeness Hgiag thankingat the end of the
presentation ( PostlWan, Post2Th, Post7Supa, PosEBi3t12Gal).

Comparing the organization of slides in the pgéints’ pretest and post test,
it is clear that the organization of the preseatatiwas not the same. In the pretest,
the introductory part usually included only thdetiand went straight to the main
content and ended without having any ending sljde(s contrast, the presentation

slides in the posttest were quite complete in e appropriate number of slides.
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For example, in the introduction, the majority bém had the title, and the agenda.
As for the content, almost all of them had at I¢hste main points. And all of them
ended with some kind of ending. It is quite cld#zat the presentation slides in the
posttest were better organized than the pretesttequart. Thus, all these features in
the presentation slides showed that the particgohatl improved their presentation
writing.
e Politeness Shown in the Ending Section of the Pregation

Slides Apart from the appropriateness described abowethar feature worth
mentioning which can be either considered as plathe appropriateness or as the
politeness can be seen in the “thanking” sliddhaénding part. Presenters commonly
thank the audience for their attentiveness in tiesgntation. Interestingly, none of the
pretest included this slide in the ending part, mhe almost half of them did in the
posttest as shown in Table 4.19.

4.3.3 Sub-question 3: What perceptions towards thénglish for Business
Purposes (EBP) course did the participants have?

The third and the final part of the findings ofgtstudy deals with the
participants’ self reflection towards the EBP ceursin particular, this qualitative
component fleshed out the participants’ experienaeher detail, thereby helping us
to understand the course experiences that incrébsedapacity in business writing.

The data from the participants’ self-reflection,ttbaualitative and
guantitative ones, were collected and analyzed woewtly throughout the study as
referred by Creswell (1994) as “simultaneous tridation” (p.182). During the four
sessions, three hours each of business e-mail lare® tsessions of business

presentation, again with three hours each, theécgahts were requested to complete
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a self-reflection sheet at the end of each sessidhey were asked to provide

feedback/input regarding the knowledge they hadiobt during each class, what
they believed to be their strengths and weaknesdexther or not they were satisfied

with the class including reasons, and whether drthey believed the materials

provided were sufficient to their needs. This refilen sheet was designed not only to
help the participants digest what they had leaaretireminded themselves what else
they needed to learn in order to achieve theimiegrobjectives, it was also meant to
provide formative feedback very fruitful for thesearcher as it was an important tool
to reflect whether or not the tasks carried outrduthe classes, and the materials
provided were effective to the participant’'s expéons.

The researcher gained enormously from the partitgHaelf-reflection
for the EBP course improvement. Baring in mind {r&tviding the participants with
the chance to express ‘feedback’ and ‘ask’ for whias insufficient, the researcher
examined the participants’ self-reflection sheegsyvcarefully at the end of each
session, and determined what needed to be domelén t fulfill the expectations of
the participants. Besides, if there were any gaimiclear, she clarified them with the
participants any time she had the opportunity tsalo Inquiries and concerns which
the participants expressed through the self-reflecsheets provide the researcher
with a better understanding of what had been usfgadi or what could be done better.
Thus, the careful analysis of the self-reflectibreets gave the researcher a second
chance to improve in the following class. For exlmphen the researcher found out
that the participants would like more chance tafica and learn from peers as well
as to have more examples of real e-mails, theiatig class began with a review of

last week’s class exercise with explanations from trainer where the participants
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went wrong and how to make corrections. The indigldgarticipants received a copy
of all the classmates’ work with correction notesni the trainer so that they can
keep for their own personal references as additexemples, as well as the examples
of good e-mails provided in the original course enals. Thus the self-reflection,
indeed, gave the researcher better ideas for ngviie lesson plan so that the
participants felt very satisfied with the workshagtivities and felt encouraged to
participate in doing them attentively.

4.3.3.1 The Participants’ Satisfaction towards th®verall EBP Course.At
this point, it is worth noting that all the parpeints had replied that they were fully
satisfied with their learning outcomes. Each pgréint described the reason for their
satisfaction at the end of the course differen®pme participants had actually
described that they believed now they could wrigttdy than they used to. Some
participants reflected that they had many good giesnof writing that they could use
for future references.

4.3.3.2 The Participants' Evaluation of Writing Corcept and

Business
E-mail Session.This section describes how the participants redlibon the business
e-mail part of the course. These reflections vaveled into six parts: 1) the course
evaluation comprising of five topics, 2) the papgant’s most favorite class activities,
3) the application of knowledge learned in clasthtparticipants’ responsibilities at
work, 4) the most useful class materials, 5) ther@ypriateness of the course for adult
learners at work, and 6) the participants’ suggestifor the course improvement.

These responses were received from all fourteeticipants. .The results from the
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thematic analysis of the participants’ reflection the business e-mail section are

shown as follows:

Topic 1: Lecture followed by real life examples andlass room discussions

Topics 1 2 3 4 5
least some- moderately | very most
satisfied | what satisfied satisfied | satisfied
satisfied

1.1 Writing in school vs writing at 2 10 2
work concepts, and writing stegs (14%) (72%) | (14%)
guideline.

1.2 Concept of e-mail in the 5 9
workplace (purposes of e-mail, (36%) | (64%)
composing an effective e-mail)
with implication to real life
situations and examples.

The participants commented that attending the ERPksthhop made them
finally understand the differences between the wwiting styles: writing in school
and writing at work. They understood more abowet blusiness genres which took

place at work and believed that they could writeereffectively and confidently.

Topic 2: Participants group activities & class disassions

Activities 1 2 3 4 5
least some- moderately | very most
satisfied | what satisfied satisfied | satisfied
satisfied
2. Beginning with a discussion andl 8 6
brainstorming session about (57%) | (43%)

problems with your e-mail at
work on the first class, and
concluding with a discussion and
brainstorming session about thg
solutions to those problems on
the previous class.

\1%4
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The activities conducted in class and the discussiessions helped the
participant to be aware of the e-mail problems thay were facing in the workplace
and allowed them chances to provide input on hay tielieved the problems could
be solved. This also gave them an opportunity daonlérom others, be more involved
and be more convinced how others have used cee@miques previously in dealing
with their writing problems. Thus, they ascertairtledt what they had learned would
eventually help them to become more confident imagang their writing difficulties

in the future. The details of participants’ comnsece&in be found in the Appendix L.

Topic 3: Lecture topics

Topics 1 2 3 4 5 n/a
least some- moderately | very most
satisfied | what satisfied satisfied | satisfied
satisfied
3.1 Grammar lessons related|to 10 4
business communications (72%) | (28%)

in general (for example
verb chart, active vs
passive voice, phrasal
verb, verbs with auxiliary,
sentence structures, etc.)

3.2 Types of business e-mail 7 6 1
with analysis on e-malil (50%) | (43%) | (7%)
structures and moves (e-
mail type 1-2-3), example
for each type are provided.

\°24

The participants liked the way that grammar powmtye transformed into
charts that were easy to understand and remembervérb chart, in particular, was
highly appreciated because it was applicable tokiakdls of writing tasks. It also
helped them see the overall picture of how gramwaks. When the genre analysis

was applied to teach participants to write busiressils, a number of samples were
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selected to demonstrate how e-mails should be ceatbm appropriate ways. These
e-mail samples were highly appreciated by the @gpents as they not only helped
them better understand the e-mail genre (the siregt purposes, moves, etc.) but it
also provided clarity of how each category of elndiffered from each other. This

was helpful to the participants because they ceald the benefits of the gained

knowledge in their real work situations.

Topic 4: Class Exercises and Homework

Activities 1 2 3 4 5 n/a

least [somewhat|moderately very most

satisfied satisfied| satisfied satisfied | satisfied

4.1 Homework about grammar 3 8 3
and class exercises about (21%) | (58%) | (21%)
sentences & fragments
analysis

4.2 Doing short exercises in 1 6 7
pairs on “clarify the (7%) (43%) | (50%)

purpose of e-mail” and
“writing with your
audience in mind”.

4.3 In pairs or groups of threg 7 6 1
practice writing one own (50%) | (43%) | (7%)
e-mails for each type.

The class exercises and homework helped the tits review what they
had learned in class and helped them practice ukagkills they had learned in the
real context. The participants appreciated thesgceses because they helped them
understand how to write better, including diagnggimeir mistakes from ‘learning by
doing’ activities.

Topic 5: Trainer and/or Peer Responses

| Activities |1 | 2| 3 | 4 | 5 | nla]
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least somavhat| moderately very most
satisfiec satisfied | satisfied satisfied satisfied
5.1 In a following class, a 8 5 1
trainer  provided a (57%) | (40%) | (7%)

follow-up session to
explain and make
corrections to the tasks
performed in the previous
class exercises and
assignments. Each
participant  received a
revised version of
everyone’s work as a set
of examples. Corrections
are highlighted for
participants to learn what
and how they went wrong.
Participants are allowed tp
ask questions to clarify
where they do not fully

understand.
5.2 Throughout the whole 6 7 1
course, a trainer provided (43%) | (50%) | (7%)

an opportunity for the
participants to ask
guestions, clarify
concerns, etc. while the
trainer help by providing
answers or emphasize on
related key points. Topics
of discussions are, for
example, differences
between each type of e-
mails, grammar,
appropriateness of words
and phrases, reapplicatio
of the knowledge into rea
work situations.

>

The discussion sessions were appreciated becapsavitied the trainer and
participants with chances to clarify particular cems in an interactive and informal

style during question and answer sessions. The egpglanations with examples
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helped clarify the majority of queries of the papants. They stated that they
understood the explanations well.

In summary, the participants were fully satisfiedhwthe course activities
particularly the group activities and class disauss, the lecture topics and the trainer
and/or peer responses where learners have ratesl dlovities as either very satisfied

or most satisfied.

4.3.3.3 The Participants’Evaluation of the Business Presentation Session
This section describes how the participants redliadn the business presentation
section, which was the second part of the courgsaileé8 to the business e-mail
section, the reflections involving the businesspntation were divided into six parts
as follows: the course evaluation comprising okfiwpics, the participant's most
favorite class activities, the application of kneddie learned in class to the
participant’s responsibilities at work, the mostefus class materials, the
appropriateness of the course for adult learnersvatk, and the participant’s
suggestions for the course improvement. All fourt@articipants responded to the
evaluation of the business presentation sessiome rBsults from the thematic
analysis of the participants’ reflection on theibass presentation section are shown

as follows:

Topic 1 - Lecture Followed by Real Life Examples ath Class Discussions

Topics 1 2 3 4 5
least some- moderately | very most
satisfied | what satisfied satisfied | satisfied
satisfied
1.1 Concept of presentation in the 6 8
workplace (importance of (43%) | (57%)
presentation at work, composing
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an effective presentation) with
implications to real life situation
and examples

[72)

The participants stated that they believed thatiebture session on business
presentation helped them understand the concepibiofy the presentation better.
They also became more insightful about various @sgp of doing presentation. They
also added that these concepts and understandirig lbe applied to their work so
that they could do their job more effectively.

Topic 2 — Participants’ Group Activities and ClassDiscussions

Topics 1 2 3 4 5
least some- moderately | very most
satisfied | what satisfied satisfied | satisfied
satisfied
2.1 Discussing and brainstorming 7 7
about writing problems (50%) | (50%)

encountered at work (for the
selected genre) on the first class,
and discussing and
brainstorming on solutions to the
problems on the last class.

The participants liked the discussion and braimsiog sessions as they
helped them become aware of the problems, and peghithem with knowledge to

solve linguistic problems which they might encournitethe future.

Topic 3: Lecture Topics

Topics 1 2 3 4 5
least some- |moderatdy | very most
satisfied | what satisfied satisfied | satisfied
satisfied
3.1 Going through types of business 8 6
presentation with analysis of (57%) | (43%)
their structure and moves (Type
1-2-3) with examples.
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The genre analysis of the presentation was appeecias the participants
could use them as guidelines for their own prep@arailhey could also refer to them

frequently as examples of effective presentatiartbe future.
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Topic 4: Class Exercises and Homework

Activities 1 2 3 4 5
least some- | moderatel\ very most
satisfied | what satisfied | satisfied | satisfied
satisfied
4.1 Individually, participants were 3 7 4
requested to practice preparing (20%) | (50%) | (30%)

their presentations before they
learn about presentation structures
and moves, and revise them

afterward.
4.2 In pairs or groups of three, 5 9
participants were requested to (35%) | (65%)

practice writing/preparing each
type of presentation.

In general, participants liked the fact that theguld compare their
performance before and after they learned how ttevecause they got a chance to
really understand their weaknesses and see howcihdyg be resolved. They also
preferred working collaboratively in small groupsowever, for some participants,
they felt that they needed more help from the &abo write effectively. Above all,
the majority of the participants highly appreciatib@ writing practice during the
course because they thought they could apply whay thad learned to do

presentations more efficiently.

Topic 5: Trainer and/or Peer Responses

Activities 1 2 3 4 5
least some- | moderately very most
satisfied | what satisfied | satisfied | satisfied
satisfied
5.1 Throughout the whole course, the 1 5 8
trainer provided opportunities fon (7%) (36%) | (57%)

the participants to ask questions
clarify concerns, etc. and at the
same time they received help
from the trainer by providing
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answers or emphasizing on
related key points.

The consistent explanations from the trainer helfyex participants obtain
clarity in any aspects where they were in doubg iFflteraction approach allowed the
participants to raise any points they were unsdre bhey felt satisfied with the
explanations provided by the trainer as well amftbeir peers.

4.3.3.4 The participants’ Preferences of the EBP Aiwities. Participants
were asked which activity(s) they liked the mostimly the course. The ranking of

class activities was openly chosen. The resu#tinbt was illustrated as follows:

Class Exercises & Homework, and Trainer & Peer Beses 11 comments
Lecture Topics with examples 3 comments
Participants Group Activities & Class Discussions coBhments

The above result demonstrates that the learnerse@pfed the task-based
assignments performed both during classes as ebemxises and after classes as
homework. The enjoyed it particularly when combingth the technique which the
trainer and peer response provided.

4.3.3.5 The Participants’ Evaluation of the Usefulass of the EBP
Activities. Participants were asked to rank the activity(sheim of its usefulness to

their real life situations in the workplace. Thesukts obtained are illustrated as

follows:
1. e. Practice writing your own e-mails and pnéggons (average rank of 2.64)
2. a. Concept of writing e-mail and presentation (average rank of 2.93)
3. c. Types of enail and presentation with an analysis of (average rank of 3)
structure and move

4. d. Examples of e-mail in different types (aage rank of 3.21)
5. b. Related grammar points (average rank df)4.2
6. f. Brainstorming session on problems & solugiovith (average rank of 5)

e-mail and presentation at work
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Again, the task-based activities in which learngese asked to practice
writing their own e-mails and presentations wereshappreciated.

4.3.3.6 The Participants’ Assessment of the Usefss of the EBP
Materials. Participants were asked to rank the top three oseful supported

materials as provided during the course. The rankias listed as follows:

E-mail examples 10 comments
Presentation examples 9 comments
Useful grammar notes for business writing 5 comment
All other support documents 4 comments
Types of e-mail 4 comments
Types of presentation 4 comments
Class exercises with answer key 2 comments
How to compose an effective e-mail and effectivespntation 1 comment

lecture note

Similar to the above results, the examples of tredyaed genres, both e-
mails and presentations were most appreciatedéyetrners when they were asked
to openly choose their favorite material(s).

4.3.3.7 The participant’s Judgment of the Practicaty of the EBP
Workshop for Adult Learners at Work. Participants were asked whether or not
they believed the course was useful for adult ke@nlearning English in the
workplace. All participants replied that the couvgas highly beneficial for them as
employees. The course allowed them to learn from rémal life examples, and
therefore they could apply the skills and knowlediained from the course to the
work setting with specific actions they knew wouldlork well in certain
circumstances.

4.3.3.8 The Participant’s Suggestions for the EBPniprovement.
Participants were asked for suggestions to imptheecourse in order to make it fit

with the requirements of the English in the workglaMost of the participants



127

suggested that the course duration should have édended because they had just
started to really improve their writing skills. @ further commented that receiving
feedback and comments from both the trainer (expetér) and their friends (peers)

help them learn. Therefore, this portion shouldelmeouraged. The details of the

summative evaluation done by the participants eveiged in the Appendix L.

4.4 Summary

In conclusion, the data analyzed in this studye@@sentative in that they are
the work of the participants’ done as the pretest as the posttest comprising 84
pieces of e-mail, 48 pieces from the pretest anére@ the post test, and 26 sets of
presentation slides, 13 sets from the pretest aathar 13 sets from the posttest. The
analyses provide different perspectives in writefective and appropriate e-mails
and presentations.

The knowledge gained from this study contributetheounderstanding of how
employees in a business company can improve thetmg related to their job
responsibilities while they are still at work andtlwthe integrated methods of
teaching as proposed by this study.

To conclude, before the EBP workshop, the partidgpavere pretested in
writing three types of e-mail and one type of prégion, Status Update since it was
considered the most frequently used. After thetgilw EBP workshop in E-mail and
presentation writing, they took the posttest. Theults of the participant’'s tests
indicated some significant differences betweerptieeest and the posttest. Therefore,
it was concluded that the participants attendingPERorkshop had gained

improvement in e-mail and presentation writing.
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However, to supplement this finding, the rhetoricahalyses of the
participants’ e-mails and the presentations writsnthe pretest and posttest were
conducted. The results confirmed that the pasditip had improved their writing in
terms of their writing fluency from the number ofomls per message and the
organizational patterns of texts as shown in tleeiph of moves in e-mail and the
organization of slides in the presentation. Thelltesalso showed their improvement
in the appropriateness of e-mail and presentatioting as clearly seen from the e-
mail features and the organization of the presmmtaslides. Finally, from the
rhetorical analysis, the participants showed th@iprovement in using politeness
strategies revealed from certain opening and dosatutation and certain moves in e-
mail and the opening and closing slides of theegrtgion.

In addition to the pre- and posttests, the rhedbmanalysis of the e-mails and
the presentation slides, the researcher conduogsdatic analysis on the participant’s
seven sets of self-reflection written at the endwdry session of the EBP course. The
results revealed support for the above two typesasdessment of their writing
improvement. The participants were very satisfiagthwhe course in various ways
including their own writing improvement, the metisaaf teaching, the materials used,
as well as their motivation to further their owndlish language learning. Thus, the
EBP course demonstrated its significant value amgbirtance in improving business
e-mail and presentation writing. Because of itacpcality, this EBP course holds

great potential for improving writing, especiallyrthose learners who are at work.



CHAPTER 5

SUMMARY, DISCUSSION, AND IMPLICATIONS

This chapter presents the overall summary, disoossi significant findings, and
implications of the study based on the analysis iatetpretation of data gathered from
14 junior employees in a multi-national companyuaieéd in Pakchong, Nakhon
Rachasima, Thailand. This chapter is divided infmaits: 1) the overview including the
statement of the problem, the purpose of the stadg,the research methodology, 2) the
summary of the major findings of the study basedtlm research questions, 3) the
discussion, 4) the implications for pedagogicalcpcas, 5) the limitation, 6) the

recommendations for future research, and 7) thelasion.

5.1 Overview of the Study

5.1.1 Statement of the problem
The purposes of this research were mainly a) teldevan integrated
business writing course, using various methodssaradegies, to assist junior employees
to enhance their writing skills, specifically in iumg business e-mails and business
presentations so as to increase their work perfocmaatisfaction; and b) to obtain a

result from the implementation of this integratedtiuctional model in order to prove its



effectiveness. This business writing workshop watcome-based and aimed at directly
supporting the individual job expectations.
5.1.2 Research Questions

1. What were the needs of the employees working fouli-national
company in Thailand concerning English communicaiiothe
workplace?

2. How could a practical learning model be developelelp adult
learners working for a multi-national company imailand learn to
write in English?

3. Was the business writing model called “Integratedglish for
Business Purposes (EBP) effective in improving plagticipants’

writing in the selected genres?

e Sub-question 1: Did the participants attendinglthegrated
English for Business Purposes (EBP) course imptiosie
business e-mail writing?

e Sub-question 2: Did the participants attendinglthegrated
English for Business Purposes (EBP) course imptiosie
business presentation writing?

e Sub-question 3: What perceptions towards the Iategr
English for Business Purposes (EBP) course did the

participants have?



5.1.3 Research Design and Methodology

5.1.3.1 The sample.The participants of the study were 14 junior
employees working in a multi-national company imailénd. They were adult learners
with needs to improve their business English wgitskills, who enrolled to participate in
the course on a voluntary basis. However, the rekBeatried to reflect the distribution of
the participants’ work function, in comparison ke tpopulation, as much as possible as
shown in Table 3.3, and Diagram 3.1.

5.1.3.2 Instrumentation. Two main legitimate sources of information
indicating the effectiveness of this EBP courseentte tests and the participants’ self-
reflections at the end of each session and atrti®@fthe course.

5.1.3.3 Data Collection and Data AnalysisThe pretest and the posttest
were given to the participants before and afteheassion of the individual types of e-
mail and the presentation. The three types of éweae Type 1, Action/Information
Request, Type 2, Information Response/Sharing,Tgpé 3, Status Update. The type of
presentationvas Status Update.

These tests were evaluated by three raters ustngubiric applied
from Jacobs et al. (1981). The reliability was parfed using Cronbach Alpha index.
Also, the relationship between the two tests wadyaed using thétest.

2. Altogether, the participants wrote 84 e-mail meesa@8 each
for both the pretest and the posttest, and 26aégis=sentation slides for both the pretest
and the posttest. Rhetorical analyses (Swales,)W6fe conducted on both the e-mail

messages and the presentation slides. The speoifimg scheme for the rhetorical



analyses of the e-mails was developed because tdtént nature. The combination of
Percent Agreement index and Cohen’s Kappa index alsxs performed for the intra-
rating reliability.

3. A thematic analysis was used for the analysis ®f th

participants’ self- reflection.

5.2 Summary of Findings

5.2.1 Significant Findings Related to Business E-ail Writing

5.2.1.1 Quantitative AnalysisData analysis shows gains in the scores in
the posttest after the participants’ attendanctheatEBP workshop. Utilizing &test to
measure the difference between the scores of thegtrand the post test of all three
types of e-mail: Type 1, Action/Information Requestype 2, Information
Response/Sharing, and Type 3, Status Responsasifound that the scores from the
posttest were significantly higher than the onesnfrthe pretest at the level of 05. In
addition, it was found that the average number @fds that the participants wrote in the
posttest was higher than the ones in the prefBsis result showed that the participants
had gained fluency in their writing so that thewicbinclude more information in their
business e-mails.

5.2.1.2 Qualitative Analysis. The results from the qualitative analysis

fully confirmed the results from the quantitativeeain a number of ways.



1. After attending the EBP workshop, the participamtduded
more acceptable generic features of a businessileamaequired by e-mail netiquettes
(Shea, 2004).

2. The participants showed their improvement in wgticlearer
and more appropriate subjects in the subject lifidis is an important point for the
senders to do since the subject is the only infGonahat the recipient sees and upon
which the recipient decides whether to open ortddlee e-mail. The subject of an e-mail
has to be clear enough for the reader to immegisiéle action on it. Besides, it has to
be written appropriately for the purpose to be tyeeconveyed.

3. The participants had a better understanding of howse
appropriate moves in the business e-mail messagasditate the main purpose of the e-
mail as illustrated in the posttest. For examiflhe main purpose of the e-mail was to
make a request, they used the move expressing grigdearly. At the same time, they
added the “thank” move to show their gratitude.mifirly, in the other two types of
business e-mail that they learned in the EBP wanisthey also used the moves such as
the ones showing concerns and offering furtherrmédion. These two moves were
appropriate for the business e-mail that providsponses to others, and the e-mail that
reports what one has done.

4. The participants showed more consistency in usimg a
appropriate opening and closing salutation aftiemnaing the EBP workshop. This can be
seen from the posttest that there were a greatebeu of such appropriate opening

salutation as “Dear + recipient’s name” in theima#s. For the closing salutation, the



participants used “Best regards” more commonly tobhe use of these forms also
implied politeness since appropriateness and pele are usually tied together.
5.2.2 Significant Findings Related to PresentatiokVriting

Similarly, the findings from the quantitative aqdalitative data analyses
of the presentation writing supported each oth&he indicators illustrating that the
participants attending the EBP workshop improvedirtipresentation writing are
summarized as follows:

5.2.2.1 Quantitative Analysis.

1. The result from the quantitative analysis of hmetest and the
posttest scores showed that the participants ggnily gained higher scores in the
posttest at the level of .05. This is one of tmeofs ensuring that the participants
improved their presentation writing.

2. The participants wrote more slides in the pestthan in the

pretest.

3. What was worth mentioning from the number of the
presentation slides was the range of slides writiethe pretest and in the posttest. The
range of the pretest (from 4-11) was wider thanpibsttest counterpart (from 5-10).

5.2.2.2 Qualitative Analysis.

1. The participants learned how to make their ngitclear and
direct as shown in their posttest writing. They avable to double the number of the

appropriate titles in the posttest.



2. The participants improved in the organization thieir
presentation slides. They included appropriat@thictory slides, an appropriate amount
of information presented in the body, and apprderending slides. This organization
was shown clearly in their posttest. In the intrcduy slides, after the title, they showed
the agenda informing the audience what the preemtavould cover. In the body
section, they covered approximately three pointscivimade it suitable for the given
time. In the closing section of the slides, thegluded the summary or conclusion and
ended with the “thanking” slide. This last slidet only showed appropriateness, but also

politeness.

5.2.3 Significant Findings Related the ParticipantsSelf-reflection

The results from the thematic analysis of theipgents’ formative and
summative evaluation can be summarized as follows:

5.2.3.1 The Participants’ Perception towards the EBP CourseAs a
whole, the participants were fully satisfied witmetEBP course because of its being
practical, having the course materials which wérgke to understand, having sufficient
examples for their needs, providing opportunitiesptactice writing, and having a
friendly and knowledgeable trainer.

5.2.3.2 The Participants’ Perception towards Busires e-mail Writing.

Regarding business e-mail writing, the participaxsressed their perception as follows:



1. The majority of them could differentiate betweenitiwg at
work and writing in school; and they felt more ddeht in writing since they could
differentiate the types of business e-mail.

2. The participants realized more of their problenasrirthe group
discussions and felt quite positive in solving them

3. The participants were satisfied with the ways thamgnar
points were taught to them. They gained a bettdetstanding of English grammar and
again felt more positive in learning how to useiih confidence.

4. The participants expressed their appreciation tdsvéine genre
analysis method employed in teaching them how &dyae the business e-mail models.
They indicated that they could apply this method avdy to the business e-mails they
were writing, but also they could use them witheothenres.

5. The participants perceived that the exercises detpeeinforce
what they had learned in class.

6. They perceived the class discussions to be wortbwimce they
gave them the opportunities to learn from eachrsthad in the meantime learned how to
help each other to learn too.

5.2.3.3 The Participant’s Perception towards Prentation Writing. As
for the presentation writing, the reflection fronetparticipants is summarized as follows:
1. The participants perceived the lecture on thesgmtation

concepts as helpful since it clarified their untharding.



2. The participants appreciated the group discassi@and
brainstorming sessions as these helped them tastadd their writing problems better.

3. The participants were satisfied with the metbbdenre analysis
since they could apply it to other types of writaigwork.

4. The participants appreciated the exercises ab they could
compare their first and revised drafts. Besidégytfound comments about their
mistakes from the trainer helpful.

5. The participants fully appreciated the trainemslerstanding the
writing problems at work which were appropriatehanslated into the pedagogical

content and learners’ consultations during the BBFshop.

5.3 The Discussion

The results of this study confirmed that the susadsthe implementation of the
EBP course was dependent on a number of relatedrdac The most important ones
were the characteristics of the learners, and tmeponents of the Integrated English
Writing Course. The details are discussed as falow

5.3.1 The Characteristics of the Learners

The first important one was the characteristictheflearners. Since the

participants attended the EBP workshop on a volyrtasis, they contributed greatly to
the success of this EBP course. As Warschauer (I@@, learning efficacy cannot be
achieved without learners’ motivation to encourtigam and to make them engage in

learning. In this EBP writing course, it was fouhdt the participants were highly



motivated to learn so that they quickly improvedhbkinds of writing: business e-mails
and business presentation. Moreover, because thentavas highly relevant to the daily
language use in their workplace, the participam$i@ently made use of their English,
the knowledge in their specific fields of work atheir frequent exposure to English with
regards to these two specific genres.

5.3.2 The Components of the Integrated English Wrihg Course

The components of the Integrated English WritingiGe for Business

Purposes (EBP) course made this workshop succesbkicomponents were:

5.3.2.1The Integrated methods employed in this EBP worgshere
comprised three major ones: the writing processpas®d of three cyclical steps of pre-
writing, writing, and revising including editinghé task-based approach focusing on only
one specific task at a time; and the genre anadysghasizing the analysis of model texts
as well as their own writing.

The writing process considered the ideal for thislg was designed based
on the task-based approach, which is well knowrit$ospecific task assigned for
learners to do. Having a manageable task, onéimeacreated high motivation and a
sense of achievement for the participants. Toti&ie how the methods were used in the
EBP workshop, the researcher classified the aetsvihto the pre-task, task, and post-
task stages.

In the pre-task stage, the participants learned toomrite three types of

business e-mail and the business presentationpattieipants had ample time to think



and plan before they started to write the firsttdrReer conferencing or trainer -
participant conferencing were useful.

During the writing stage, or when the task wasqrened, the participants
wrote as assigned. The trainer could intervenkerparticipants’ writing process by
clarifying certain difficult points that the par@ants were struggling with. In addition,
the trainer took time to encourage them, providerthvith some possible probe, give
them suggestions, and ask them questions. Witprtheess of writing, the participants
had the opportunity to develop expression, revisibategies and skills in writing.

In the post-task stage, the participants did tresiision for a better idea and
organization of content. Before they submittedrtiveiting, they also had time to
review, discuss some grammar points, or sometinae$ycwhether or not they had
delivered the task as instructed.

Once the patrticipants had been taught using thbadedf genre analysis in
writing their business e-mails, they were very gleied because they could apply this
method in examining the business e-mail models tlagid own business e-mails.
Besides, they saw the benefits of using the gemaysis in other texts that they were
required to read and write. In fact, the certagthnod of genre analysis has been used
widely and successfully for academic purposes (8sydl990; Bazeman, 1998; Dudley-
Evan, 1998; Johns, 2001; Paltridge, 1996, 19971 200hus, this method, which was
used to teach the participants to write the busieesails in this EBP workshop, proved

to be quite successful.



5.3.2.2The Informal Setting. A friendly relationship between the trainer
and the participants added another factor for tB& Eourse to become successful.
Unlike a formal traditional class with a teacheatlging in front of the classroom and the
students sitting rather solemnly in rows, the emvwment set up for the EBP workshop on
a veranda of a private house surrounded with shaded made the participants feel at
ease and relaxed. During a lecture, the classr@lasvely formal since the participants
concentrated on the lecture. In contrast, durirgstjaning, planning, and non-instruction
time, it was very informal and mutual. While theaimer was imparting important
content, instruction was often direct so that thgipipants could be attentive, engaged in
listening, taking notes and asking questions. tAeotimes, the trainer could also turn
into a friendly peer, having an informal interaetivelationship. Having questioning
sessions and non-threatening instructions is cereid appropriate as to mutuality
(Heath, 1997). In addition, questioning that fistarts as formal and then progresses
towards conversations with comments is considecede ideal for creating a high
cognitive level type of question. A number of edocs support the concept of an
effective teacher as one who reveals personal nrdtion to individual students in
informal classroom discussions (Carper, 2002; Hea#®7, Silverman, 1995). This
mutuality was the main characteristic of the intarge in the EBP workshop.

5.3.2.3 The Instruction Materials. The authentic instructional materials
consisting of business e-mail and business prasamtaere the most appropriate since
they were the ones required for the participamtis’esponsibilities. These three types of

business e-mail (Typel, Information/action Requestype 2, Information



Response/sharing, and Type 3, Status Update), l@ndtyipe of presentation (Status
Update) were the ones the participants found mosin@only used in their own job
responsibilities. In the workplace, they recogdizbat there were different types of
business e-mail with different purposes. What thagl never figured out precisely was
the individual unigqueness that each type of busireemail had. For example, they had
never realized that moves in a text could be sépataased on their individual linguistic
functions as defining, giving an example, offerivgp, and so on.

5.3.2.4 The Trainer and Peers’ Responsellaving immediate feedback
on their homework and group discussion about tiweirk as parts of the instruction
created the student-centered atmosphere. Theipartts in this EBP workshop brought
up their own problems. In addition, they pointag fuzzy grammar, and ambiguous
meanings that they all had in common. Many of thesecerns were addressed in the
groups discussions held every session. Some aif tteuld be immediately clarified;
however, those that were not made clear on thabdagime the homework for everyone,
including the trainer. The participants themselwese quite willing to find out so that

they could share with others in the following class

5.4 Implications for Pedagogical Practices

This study provides several significant implicasdor English writing in the

environment in the EFL context focusing on Engfshemployees in the workplace.



1. Instructional materials should be authentichey represent the types of
materials the participants are using at work. Tehguld also be appropriate for the
employees’ level of English language proficiency.

2. The workshop environment should be used sincantcreate both formal
lecture and intensive practice and in the meangénfrégendly and relaxed atmosphere for
group discussion and collaboration in group working

3. The trainer should be a person who is familighthe types of work the
participants are doing and is knowledgeable initibegrated methods: writing process,
task-based approach and genre analysis such asdgbaised in this study.

4. The participants still need to review certaiargmar points periodically.
They then should be included as mini lessons througthe workshop whenever the

needs arise.

5.5 The Limitation of the Study

One main limitation of the study is its generdi@a. Since the main focus of this
research was to understand the employees’ writmgrovement for pedagogical
purposes, it was then restricted to small groupsubfjects and used their work products
as part of the course evaluation. For examplenalyzing their work products in terms
of their writing quality, 84 pieces of e-mail an@ 8ets of slides were analyzed in great
detail. Thus, in order to make it feasible for ttesearch, a small group was appropriate.
However, if many other small groups similar to tbise were involved, the problem of

generalization would be solved.



5.6 Recommendations for Future Research

In addition to the focus of this study, there aggesal other interesting points
that might be considered for future research.

1. Continue implementing the EBP course with employeesther multi-
national companies in Thailand. It is recommentled the same format in terms of
setting and time should be repeated since the gmgdoin other company might have
similar restrictions as the ones in this workshalso, a similar EBP course should be
utilized in order to obtain its effectiveness.

2. Continue data analyses to determine what makesileameasages and
presentation slides more acceptable and see it thex certain formal and content
pragmatic features that make e-mail messages asdmation slides more acceptable,
especially if the future study is going to deallwihose lower levels of English language

proficiency.

5.7 Conclusion

To conclude, this chapter addresses three maioatqgoints of research: the
summary of the findings described in detail in pnevious chapter, the analytical
discussions regarding the factors embedded inttitkes which had resulted in the
success of the course and lastly the implicationpé&dagogical practices since this study

focuses on teaching business English, specifieaftyail andpresentation to employees



in the work place. There are implications for fetuesearch because, as in any other
research, this study is limited in certain ways.

It is hoped that this case study will serve as@poirtant source of information for
developing and implementing other business genrerfgployees in multi-national
companies similar to the one being studied. ThE EBmework would be helpful as the
starting point for other course developers anchéra to implement in their own settings.
Finally, the researcher hopes that the resultiisfdase study should contribute to the
body of research regarding business genre teaahnitidearning in multi-national

companies.
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Appendix A

Preliminary Survey (Manager’s Opinion Survey) Summay
November 3-7, 2003
Effem Foods (Thailand) Co.,Ltd.
Pakchong, Nakhon Ratchasima, Thailand
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Survey Results Summary

1. The respondents were asked to rate the important dnglish writing skills,
by comparing with the other language skills namelyeading, speaking, and
listening.

Topic Survey Results

Ranking number 1 7 from 12 people agree with this

0,
= English writing skill is most needed & has statement. (60%)

the highest priority for development

Ranking number 2 4 from 12 people agree with this
= English writing skill is needed, but there is| statement. (33%)
more important skills needed for The more important skills
development. indicated are;

= Speaking (2 people)
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= Reading (1 person)
= Listening (1 person)

Ranking number 3 1 from 12 people agrees with this
= English writing skill is less needed, there arstatement. (7%)
two other skills more important than writingThe more important skills

indicated are;
1.) Listening,
2.) Speaking

Ranking number 4 No one agrees with this statement.
= English writing skill is least important, no
need for development focus.

2. The respondents were asked for reasons why they e that the written
competency in English language is important for empyees working in the
respective company.

Reasons provided, ranking by number of frequency;

1)

2)

9.

10.)
11.)
12.)
13.)

14.)

To communicate with others on a regular basis byiriternal e-mail system
(Lotus Notes)

English language is used as the basic, operationadersal language for daily
communication within the company

To understand the business documents (text, magteglas most of these are
in English

To use the internal database/document systemdieéfigc

To make presentation, for reporting purpose

Employee normally contact each other in the glaoalext

To communicate with global suppliers and customers

To communicate/report to boss, management levdlcampany shareholder
who needs all reporting forms to be in English

The tool provided for internal communication (imake-mail) is in English
We are US based company

To record the information and summarize the regs reference for future use
Writing skills is believed to imply the professidisan of that person.

The writing form of communication is needed foloanal agreement, where
verbal communication is not acceptable.

To communicate with expatriate working in the compa

3. The respondents were asked to list the written taskmost frequently
performed and considered most important for job acomplishment in the
company.

A. Tasks most frequently performed on a daily basis, ranking by frequency;

1.) Internal & external e-mail for various purpos€$2 of 12 people)
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2.) Formal documentation (8 of 12 people)
(letter, fax, benchmarking summary, project summagmorandum)

3.) Presentation (5 of 12 people)

4.) Job specific Report (3 of 12 people)

(product specification, scientific report, contraptocedures, policy)

B. Tasks most frequently performed on a monthly/quarterly/yearly basis;

1.) General Report (Monthly/Quarterly Report) (X2 people)

2.) Business update (report, presentation) (gsdople)
3.) Meeting Minutes (2 of 12 people)
4.) Job specific documentation (2 of 12 people)
5.) Performance Management documents (2 of 12l@kop

6.) Formal business report (i.e. Operating Plan) of (12 people)

4. Respondents were asked how they normally evaluate@s performance on
their written ability.
Criteria listing by frequency;

1.) Conciseness, clarity, easy to understand, éeifsp (9 of 12 people)
2.) Grammatically correct (any error) (8 of lebple)
3.) Use of proper vocabulary, simple words (82feople)
4.) Well structure of the whole content, properusmawe (6 of 12 people)
5.) Key message is clearly communicated (4 gbd@ple)
6.) Appropriate message for specific audience, grégne (3 of 12 people)
7.) Appropriate time of the communicated message

8.) Appropriate action taken after the communigatio

5. Respondents were asked about the learning methodsost frequently take at
present.

1. Most frequent learning method used: Learning by doing (12 of 12)

= Watch TV programs in English
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Reading English newspaper

Ask others to make correction, and ask for inforomat
Watching movies, listening to English radio station
Attend meeting that conducted in English

Learn from communicating with others

2. Second most frequent learning methods used (5-6 of 12):
2.1 Take general English courses at an externitiutes

= Direct English
* Inlingua
2.2 Take specific English course at an externaitirie

Thammasat University (Writing Skills for Business)
SASIN

Direct English (Business Writing)

Chulalongkorn University (IELT)

British-American, AUA, British Council

2.3 Learn from books, CD-ROM, VDO, cassette tape, e

= English for You
» Read books including comic & novel
= Learn from CD-ROM, VDO
*= Read any English materials
2.4 Copying from a role model

= Observe from others, copy from others
= Copying from boss, e-mail from others
= Copying from senior managers, boss

3. Lessfrequent learning methods used (less than 2 of 12):
3.1 Hire English teacher to teach at the company

3.2 Learn from program on-line, by internet, elestc program, etc.

6. Respondents were asked what learning methods theywuld prefer in the
ideal situation.

List of preferred learning methods by frequency;
I. Most preferred methods;
Learning by doing (12 of 12 people)
e Practice/use a lot
o Get feedback from peer
¢ Read a lot of English books/materials, English rmaper, listen to English
radio, watch movies
e Used English as the key communication languageodt i all skills
e Speak with the foreigner
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I'1. Second most preferred methods,

Forced to be in a situation where English is nedded certain period of time
(4 of 12 people)

Specific English course to meet the specific neddle individual i.e. use
real tasks from work, group people by similar jalbsl train them, etc. (3 of
12)

Have clear measurement & expectations to achigi\3eat 12)

Take specific course on a frequent basis ie. dailyf 12)

Practical sessions in English course at work (2)f

Regular feedback by boss in specific improvemesasi(2 of 12)

Have on-line materials to teach grammar, technigueguent mistakes (2 of
12)

[11. Less chosen, but still preferred methods;

One-to-one interactive course
Have an English consultant to consult when haviogitie
Teach basic grammar
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Appendix B

Learners’ Input

Preparing for a Business PresentatioriA)

What is your problem or challenge in making aifess presentation?

Objective Each participant is to identify the problem oalténge that he/she

would like to address. In other words, this is wiratshe would like to
focus to improve one’s presentation skills at work.

1. what problem do you think you have when you neetd do a presentation at

work?

S1
S2

S3

S4

S5

S6
S7

S8

S9
S10

S11

S12

S13

S14

S15

| have a problem in putting my presentation togetseelling, and grammar.
| have problems communicating what | want my aucketo understand, as
well as be precise, easy to understand, and initeges

| always have a problem with my grammar, and dbaite good focus in
preparing my presentation materials.

| have problems choosing the vocabularies and loawgé to function of the
powerpoint program.

| don’t know how to get started, how to make itqise, easy to explain and
easy to understand, what kind of verbs and sengestuauld | use.

| have problems with the language and how to mak@mesentation attractive|

Whenever | have to prepare a presentation, | allways problems because m
grammar is not good and | could make my presematadivers wrong
messages. | don’t know how to scope out my cor{stuld be more or less),
whether | should only highlight topics or shoulgdegimore details. Then | can
deliver the message when it's time to present mcawould afraid that | will
do it wrong.

How can | choose appropriate and precise languages easy to understand.
I have problems using English language.

| have a problem finding the right words to useny presentation, the kind of
words that are easy to understand and grammatioadhgct. | want to use
appropriate vocabulary, have good emphasis, ardtaldrganize the content
make my presentation interesting.

| have problem choosing topic or content to makepn@gentation interesting,
using the language, and to present in English.

I have problems with the English language, it makeseel lack of confidence
when | need to use it to prepare my presentatiafraid that when | speak or
explain, | cannot make it clear.

What information should | put into my presentatsanit’s not too much or too
few? How to arrange my content so it's precisey ¢asinderstand, and
interesting.

I don’t have the skills to do the presentation, kndw how to choose the right
kind of sentences to deliver my message.

y

o

| have problems with choosing sentences and thienbfor my presentation ir
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S16

S17

S18

S19

English. | don’t know about the format of preseiotas.

I’'m not sure whether my content is too detailedoar broad. | afraid that my
presentation will not be interesting for my audienc

| want to be able to use English correctly andrtyeable to make my
presentation easy to understand (precisely addrdess! want to
communicate), able to make my presentation inteiggsand clearly
communicate to my audience.

| have problems with choosing the word that isaytropriate, so it makes
people misunderstood, and with too much contemhypaudience loose intere
in my presentation.

I’m not sure whether the content | put into my praation is suitable for other
to understand or not, and | take a long time t@@re my presentation.

2. How do you know that is your problem?

S1

S2

S3
S4
S5

S6
S7
S8

S9

S10

S11

S12

S13

S14

S15

S16
S17
S18

When | send my presentation material to someorishbeaisually calls me bac
for more details?

| take a long time to prepare my presentation ma#giack of confidence
when | have to actually present it, and the audiemould comment about my
presentation.

| always failed grammar tests in school so | dbatve confidence in my
writing skills.

My boss tells me, and sometimes if I'm not surell ask my boss.

I have been working for so many years and not gaadyet. Every time |
prepare my presentation, I'm not sure whether ehawered everything |
should or not or whether it will be too much or.not

| take a long time to prepare my presentation.

| can’t think what to write especially in Englighen | can’t speak in English.
| take long time to think, find examples to useaasodel, and cannot come uf
with my own content immediately.

When | have to prepare a presentation in Englidionlt know how to start,

how to write in order to deliver the message | wagitaudience to understand.

| feel a good presentation is understandable le{f,itso need to be supported
by presenters.

My audience can’t understand, don’t know the kewiso and difficult to
follow.

| always feel really stressed when | have to prepapresentation and always
make a lot of corrections because | think it's godd enough, and some time
have others comments about my presentation as well.

| always feel lack of confidence to share my opinow to speak up.

| take a long time to prepare for one, and fedl lafcconfidence when | have t
present my topics.

I don’t know how to select the right words so thigtto the point. | don’t know
about the format to use, how to arrange the ostethat the audience can
understand.

My sentences are too long, | put in too much cdrtesause | cannot find the
word/phrase that is meaningful to describe whaahtbetter that this.

| always think of these problems when | have tgppre a presentation.

| face these problems whenever | make presentation.

S

k

o

There are always misunderstanding for example ke¢hto explain what went
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S19

S1
S2
S3
S4

S5
S6

S7

S8
S9

S10

S11

S12
S13

S14

S15
S16

S17
S18
S19
S1
S2

S3
S4

S5

wrong so others can make appropriate correctiopéople thought that | was
making them loose faces. People always take note finy presentation and n
really listen to what | have to say.

The audience has no response to my presentatibdastt really understand
whether they understand or not.

3. How do you feel about the problem you have?

| feel bad/guilty about myself.

| feel worried and lack of confidence.

Sometimes | don’t want to do a presentation duadking of confidence.

| feel lack of confidence when having to make asprgation or when | have tc
report something in English language.

| feel frustrated, not confidence when | have tkena presentation.

| feel that | should find the right methods to irope my skills in order to solve
my problems.

I’'m stressed for why | still can’t do it, and fgalessured if there is a timeline
assigned. | feel tired when | want to finish it beean’'t, sometimes | want to
quit it. | feel pressured when | have to presemublic in English especially
when my audience are good in English.

| feel stressed and get bored every time | haygdpare a presentation.

| want to find a solution for myself because | veaatlot of time preparing my
presentation.

| want to quickly improve my problems in using et words so my
presentation will look good, to the point, and nsaimal time to do it.

| feel stressed and want to make it better so Itd@ve to re-do again and
again.

| want to improve and fix these problems.

It's one of my work difficulties, waste my time v makes me less effective
in my work.

I’m not confidence in making the presentation, afrdid that the audience wil
not understand what | want to present.

| feel pressured, lack of confidence in making png¢ation.

| just need to do my best and get feedback froat aflpeople for my own
confidence.

| afraid that it will not turn out successfully sdon’t dare to go too much into
details.

| feel lack of confidence to do any presentatiametimes | feel that my
audience do not get anything much out of my presiemt.

| feel that it will lead to an ineffective presetiba.

4. Why does the problem exist?

| don’'t have enough understanding of English laggua general.

| don’t understand how to present and how to peepay information.

Lack of practice.

I’m not sure whether the language concept thablkand | am using is right
or wrong because there is no clear rule. For exaisminetimes it is used
differently but both are correct but sometimes sot| don’t know how to use
properly.

| don’t really know how to do it, and my previousmk experience does not

ot

allow me to do much presentation.
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5. What are the consequences of the problem?

S1
S2
S3
S4
S5
S6

S7

S8

S9

S10

S11

S12
S13

Maybe | don’t have enough experience to do a ptaten, or | don’'t have
chance to see others’ examples.

| don’t have good fundamentals, so | can’t write aan’t speak. | don’t know
how to organize my content e.g. how to arrangecgand then followed by
details.

I have very limited English knowledge and | onlywbdasic skills of
powerpoint program. | also have limited chancer&ppre a presentation.

| have very poor English skills.

| am not experienced in using English grammar, batay, find key points in
order to precisely identify what | would like togzent.

| don’t have the skills, both for powerpoint progrand English language (I
can use it but not skillful).

| cannot use English good enough, always feel ed@nd discourage.

| don’t have a concept/guideline in making a préssison.

| don’t have much chance to do presentation in magkwand | don’t have the
confidence to present to the public.

| don’t have the chance to practice on my presemaikills.

From my experience, plus from comments | got frahecs.

| have limitations on English vocabulary and grammdan’t know what to say
and how to say it.

| believe the cause of my problem should come firmappropriate and
incorrect use of English, cannot summarize theardrgo that it is appropriate
for each presentation.

There are limited time for preparation and the clbjes & content is not clear

| usually have to re-do my presentation materigbs @gain.

| don’t want to make presentation.

| don’t do presentation as much as | should.

| don’t have confidence in choosing words whendd prepare my
presentation.

| don’t want to present and when | have to preEenhever satisfied with its
result.

Sometimes | make my audience misunderstand oraebigy some of my
objectives but not all.

| take a long time to prepare my presentationgtredity of my presentation is
not as good as it should, sometimes deliver wroagsages or not covered
suitable content so it makes my audience confuse.

| feel tired of having to do a presentation, | damant to do it, and feel like it i$
an additional work for me apart from my routine.

| don’'t have the confidence, | afraid that whatrltevor speak will come out
wrong and do not dare to speak.

| am not confidence in doing presentation, and talang time to prepare for
one.

It wastes my time to prepare it, I'm told my preseion is not good enough,
and | feel stressed.

| do not express myself very well, both to sharethpughts and take actions.
The result of the presentation is not satisfyingainot communicate as
effective as | wanted to.
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| do not present, or may try to use other wayselovdr the message rather tha
using presentation. Preparing for a presentatioestéoo long, longer than it
should be.

My work is not effective as it should be, and | &aw re-do it many times.

| don’t have confidence in doing my work, alwayslfthat my job is never
finished and always have to go back and re-do it.

My audience does not understand. | work slowly ebengh there are only a
few pages. My work seems lack of details becausmit know how to
describe it.

My audience does not understand what | would lkkeammunicate to them.
A waste of time to redo it over.

6. How would you like to change?

| need to have better English language skills.

| want to have more confidence, have positive auteavhen making
presentation, and everyone understand what | veaetltthem.

| want to practice making presentation using appatg language and have
good logical arrangement for smooth presentation.

| want to have good fundamentals, guidelines thanat misleading and easy
to follow so when | have to write | know immediatélow to do it.

| want to have a positive experience in doing presen.

I'd like to be able to spend a reasonable time gmieg my presentation and
able to make others understand the objective opragentations.

| want to be able to present fluently, having gskills in delivering my
presentation and do it properly. | want to be ablerite correctly, know how
to send the right messages for the audience torstagel same messages as |
| want to be able to prepare good presentationiminmal time, and when | nee
to do one | can come up with something quickly.

| want to be fluent in English and able to us@iptepare my presentations. |
want to be able to prepare an interesting presentdtdon’t mind the format
but give more priority to the content because idvel an interesting
presentation will come from good content. | wanletarn relevant techniques
and how can | improve my English skills becausavehbeen learning English
since Pratom 5 until now it’s 17 years alreadyIbutstill not good at it.

| want to improve my knowledge in doing presentasaitable for various
topics, being skilled in presenting what | wantj amnimize my errors (or not
have it at all).

I would like to make a better presentation, anrggng presentation, and
won't create problems for me when it's time to hegaresent it.

| want to improve my courage in doing presentatidmgnt to be able to use
better English in doing presentation.

| don’t have the ability to make a presentatiort thgrecise and interesting.

I would like to be more confident in presenting mformation, and able to
present my information that is easier to understand

| want to be able to prepare my presentation mogeigely and easy to
understand.

| want to be able to do a presentation that ig@sting, and cover all topics
needed.

| want to be able to work better and faster.

AN
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roblem or to solve the problem you have?

| want to know polite vocabularies, and able to sarize my content
appropriately.

| want to be able to use the smallest amount o tioprepare a complete and
accurate content.

7. What do you need to learn in order to better undrstand the identified

| need to learn more for example do more self study

| need to be trained and have to practice a lot.

I need to know how to do it, how to select a gamuld, and how to write
precisely.

| want to have a good and correct understandirigngtish language in all
skills.

| want to know the steps in preparing a presenmtatiaterial, how to emphasiz
key messages, how to select appropriate languadeéh@v to make it
interesting.

| want to learn the guideline or a way to prepapeesentation that can be use
to communicate with others (to variety of audief@sl make them understa
the same message.

| want to learn the writing skills to prepare megentation that is
grammatically correct and easy to understand.

| need to learn vocabulary, grammar, writing tegaes, speaking techniques
and about the powerpoint program.

| want the concept in preparing a presentationfEifglish language skills
required, and relevant techniques.

I need to learn how to use English grammar, thenédy and concept of
presentation so that | really understand. Thisuices building up my courage
to do it.

I need to learn more about English language, amgdhverpoint program.

| want learn how to make presentation using Endésiguage, and can deal
with upcoming problems during the presentation.

| want to have the correct ways in preparing agmegion, and know how to
use correct English in the presentation.

I need to learn about appropriate conversatiotsskilcommunicate so others
can understand, how to arrange my words/sentenoies v suitable for a
presentation so it covers the content and not talyv

| want to learn about the type of sentences, pbrasel tenses.

| want to understand the concept of making presentéo support my work,
and how to use English to do my presentation.

| want to know more vocabulary and how to propedg it, and grammar.
Vocabulary and content summarization.

2d
nd

| want to have examples of a good and reliablegmiasion (accurate ones).

8. What resources do you already have that could heyou deal with the

problem?

S1
S2
S3
S4
S5

Use a dictionary, ask others with expertise.

| use examples from others as a model for my ptaten.

| observe others, and use others as an example.

| use my background knowledge as well as consulbasg and my peer.
none
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| ask others, my boss to comment what | should avpior make correction.
When | have to speak, I try by myself, but don’oknwhether its right or
wrong. When | have to write, | tried to find examglfrom the previous work
but there is not many.

Attend an English training course (at Direct Ergljsand learn from the
internet.

| take examples from others (peers and those walterexperience) in my
department and learn how they do it, and what wtrelg use.

| have books about how to write in formal Engliahguages, and ask those
with more experiences.

| consult my boss, and read from books.

| try to prepare myself well in term of contentremluce my excitement, to
practice on some questions & answers, and trykdram others who'’s better
with regards to using the English language.

I look at examples from the previous presentattbas| have been provided.
| read from books, look at others’ presentationsl, @se the dictionary to chec
the vocabulary that | don’t understand.

Searching from the dictionary, textbooks, or aslséhwith more experiences.
| ask my boss for feedback and corrections, andasknents from my peers.
| use talking-dictionary, ask my peers, and askooss.

I’'m already taking further writing classes.

| ask from my peers and my boss.

9. What other resources or sources of informationgu might need?

S1
S2

S3

S4

S5

S6

S7

S8

S9
S10

S11
S12
S13
S14

S15

attending a presentation training course

I would like to understand a concept of presentatiod how to use appropriat
language that is easy to understand for others.

I normally feel uncertain whether my presentatioth @@me out right or not, sg
| want someone to help me review and comment myeprtation.

| want to have good materials to read, an exesndecan have a good practic
and practice how to deliver my messages in Endgisguage.

I want to know how to write precisely and interegty, and how to select
appropriate language.

Probably | need to use many different types ofialiery such as thesaurus,
English-English dictionary (usually have examplesid phrase dictionary to
help me prepare a presentation.

| want to have better English skills so | can dojotybetter or speak better in
public.

| want to understand the fundamentals of prepaipgesentation and how to
present it.

| want someone to guide me, and to recommend hzam improve.

| want to learn from those who really knows andaas examples. | want to b
trained in a systematic structure.

| want to have some role models, and learn frorma& course.

| want to practice more, and want to improve my lishganguage skills.

| want to know techniques in making my presentatiberesting.

| want an advice about how to write a presentatmmectly, and precisely. |
want to know how to present the information in gi¢al order.

e

(%)

| want recommendations about how to do it, haveesgmdeline materials so
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can use as an example when | have to do my job.

S16/| | want training on how to deliver my presentatiom &nglish training for
making my presentation.

S17| | want to learn more about the language (how toitusarrectly) and how to
deliver it.

S18| | would like more practices/exercises or real exasp
S19| none

10. What questions do you have regarding the prestation skills?
S1 | none

S2 | presentation concept and the language use

S3 | What is a good presentation material looks liked smat should it be
consisted of?

S4 | What is the appropriate language for presentatitm¥ should the
presentation’s detail look like?

S5 | The steps in preparing a presentation material, toosmphasize key messages,
how to select appropriate language, and how to ritakeeresting.
S6 | I don’'t know how to get a new format to do presteatg | want some tools that
help me prepare an attractive presentation format.

S7 | How to define the presentation scope that is easthe audience to
understand.

S8 | | barely understand how to do it.

S9 | I want to have good concept, and the steps to mmkeresentation interesting.
S10| I want to understand about the format, how to @elkey messages, and how|to
use the language.

S11| | want to know more tricks.

S12| How can | make my presentation interesting, andmbbre my audience?
S13| None

S14| How should the animations (sound effects, othexat$) be used in the
presentation? How to compose precise sentencesdiase idiom or
additional phrases in the sentences?

S15| | want to know different techniques in the presgataformats, how to use
animations in my presentation.

S16| | want to understand the difference opinion towgmassentation from the
management and general employees; how it is diffevehat is expected. So |
can understand how to make my presentation tlsaiitgble for the different
audience.

S17| 1 want to be able to make an interesting presemtatnd easy for my audience
to understand.
S18| None

S19| What are the consequences in preparing the préieentand how can | use thg
language right.

D

11. What other related questions do you think you @ed to know? Why?
S1 | Have some more technical knowledge about makinggptations

S2 | How can | increase my self confidence?

S3 | Can someone write good English without having talggammar expert? (I an
sick of trying to improve my grammar)

S4 | none

S5 | All of the described above because if | really ustind how to do it or at leas

=
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have a better understanding | will have more canfa in making my
presentation interesting.

S6 | I want to know more about the using pictures onkiiacks to prepare my
presentation well.

S7 | I want to be able to use the kind of vocabulary tharofessional but simple tg
understand.

S8 | I want to understand all of its elements, evenghimat is important as
fundamentals or concept of doing a presentation.

S9 | I want to understand how to present different catste.g. using tables, graph
etc.

S10| How to prepare for a presentation, and how to angwestions during
presentations.

S11| Everything that is relevant both about English lzage and the powerpoint
program that will have an impact on my work.

S12| | want to know about the presentation format, aow ko prepare a
presentation.

S13| What are the Dos and Don’ts in doing presentation?

S14| How to communicate from the presentation matet@ispoken language? |
want to be able to know when my content is gramealyi wrong and able to
correct it.

S15| | want to know various formats in doing presentagigo there is some variety,.
S16| How can | make my presentation interesting becédws@ increase the impact
of my presentation?

S17| How can | deliver my presentation so it is interegfor my audience?

S18| None

S19| None

12. What English language skills do you think you @ed to do presentations?

S1 | I think English language skills in general are vienportant.

S2 | I need to have skills in selecting simple and gedanguage.

S3 | I need writing skills, and how to choose approgriaicabularies for the context
and for the audience.

S4 | How can | arrange my wording, and how to composerdaence?
S5 | Choosing appropriate language, make it interestmyjknow how to emphasize
key messages.

S6 | | think English writing skill is important for m@tdo a presentation. For
example, how to use right words. This will affdee understanding of my
audience.

S7 | I want to have good grammar and speaking skills.

S8 | I need to have good vocabularies, know English gtamand know how to
compose a sentence or paragraph.

S9 | English grammar.

S10| English grammar, vocabulary, presentation formad, lagical orders.

S11| | need writing skills for making a presentationgddistening/speaking skills
when | need to present it.

S12| | want to have the skills to explain in English aie to interact in a question
& answers session.

S13| | want to be able to use English language apprtgbyisknow how to choose
the wordings that are attractive and suitableHerdontent | want to present.

A=y
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S15

S16
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| want the skills to deliver my message and comicateiin a way that precise
and easy to understand, and able to use precisgramnatically correct
sentences.

I want to have writing skills, ability to summarikey points, and how to write
a good sentence.

General business writing skills in English.

Writing and speaking skills.

More vocabulary and better reading skills.

| want to be able to use the language accuratetynay presentation is not tod
difficult or too easy to understand.
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Writing Business E-mail at Work (B)
What is your problem or challenge in writing asimess e-mail?

Objective Each participant is to identify the problem oaliange that he/she
would like to address. In other words, this is winafshe would like to
focus to improve one’s communication skills via at#nat work.

1. what problem do you think you have when you neetd write a business e-mail?

S1

S2

S3
S4

S5
S6

S7

S8
S9
S10
S11
S12

S13

S14

S15

S16

S17

S18

S19

I have been writing business e-mails for a longetlmt | still have a lot of
mistakes.

How to choose the word or to organize my langubden’t know what to
write, and | afraid my audience will not understavitat | want to tell them.
Sometimes | don’t know how to write.

Sometimes | need to send same e-mail to many pespledon’t know how to
start, finish, and link my sentences within an akma

How to write formal language?

The biggest problem for me is to find the right dethat can represent what
want to communicate to others.

I don't know how to get started. Sometimes | wamteelxplain about the
problems occurred but afraid that | cannot commateiproperly and make my
audience misunderstand. | don't know proper voealad, and | afraid that my
e-mail is not grammatically correct and therefoseandience will not
understand.

I don't know how to start, how to actually writedshow to convey my
message in English language.

| have the problem with the language.

How to use formal language in e-mails, and howntpleasize my messages.
| have a problem with English usage (vocabulargymgnar, and the proper
manner when using English).

I don't know how to use English grammar properly,armmail is difficult to
understand, and don't know how to get started.

| can't organize my content to make it precise @inetct to the point. Sometimg
| don't know how to get started, as well as whatdio use (both general
vocabularies and conjunctions).

| have problem with clear communication. | don'downhow to ask for help or
cooperation with politeness. Sometimes | wrong wittorrect grammar which
can lead to unclear messages and misunderstanding.

It takes me a long time to write just 1 e-mailohtt know what word or kind of
sentence to use. | always have to start from wgitny e-mail in Thai first, and
then translate back into English.

| afraid that | will write something ridiculous @mmatically wrong).

My problems are the vocabularies and how to udeiy to write formal
language, and the English grammar.

| want to know how to write e-mail that is appr@be and polite. | write very
slowly, I don't know how to start.

| can fully understand the e-mails sent to me|lmain't write back fully for
what | wanted to communicate. Sometimes | can'tigen100% of the
message/information, and I'm not sure whether ssords or questions is

2S

appropriate to use or not.




2. How do you know that is your problem?
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3. How do you feel about the problem you have?

177

A lot of mistake.

It takes a long time to write, and always haverregd mail to ask for more
clarification.

My e-mail sometimes communicates different mességes the original
purposes.

I can’t finish my sentences.

| can't think of the right words when | need to us@ wanted to use it.

Some words | used do not have the proper meaningnake my recipient
confused.

| face the problems above almost every time whagwvk to write something in
addition to the attachment file.

| take a long time to think what to write, needitscuss with my peers, and fe
stressful every time | have to write something.

It takes me a long time to write each e-mail.

Sometimes | feel my e-mail is confusing, not to ploent, can't draw
conclusion, and | don't know whether the word Idusecorrect or not.

| feel stressed when | need to write an e-maila@nays feel that my e-mail is
not grammatically correct.

| take a long time to write one e-mail in Engligind my mail is still confusing.
It takes me a long time to write an e-mail.

| spend too much time for a short message. | alwagsthe same sentences
over and over to make sure | don't make mistakinout being able to adapt
with situation change. | get confused with difféaremords have same meaning
and | don't know how to use it.

I know from the time | spend in writing an e-mai§ well as always use the
same old words and sentences in my e-mails.

| always feel lack of confidence when | have tote&ysomething.

| face these problems everyday.

It takes me a long time to write an e-mail.

I'm not sure whether it is a problem or not.

| feel bad about myself/downhearted.

| don't want to send mails in English, and | feelrved.

| think | have to try more and practice more.

I'm frustrated and loose confidence related to foWity.

| feel frustrated, lack of confidence because Itaaake my sentences deliver
the message | wanted.

| think | can deal with my problems by learn mobmat writing.

| feel that | use too much time to write, and afténish it I'm not sure whether
my audience will understand what | want to commatgr not.

| feel bored. | don't want to do it.

| want to improve my skills.

| avoid responding to an e-mail in long messageas|(lvant to improve).

| feel pressured.

| want to fix these problems.

It makes my work inefficient.

I'm not confidence in writing business e-mailgiéd to solve my problems by

el
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using dictionary more to find the functions of therds, but sometimes | just
give up.

S15 | I'm not confidence in writing e-mail, | don't knoMhether my reader will
understand what | wanted to communicate or not.

S16 | I try my best, if it's still not good enough thewill try again next time.

S17 | I want to write better, so | tried but it still tak a long time and not much
improvement.

S18 | It wastes my time.

S19 | I feel lack of confidence and | don't want to do it

S1 | I can'tfind the right word.

S2 | I don't really understand the writing concept ingish.

S3 | I don't really have good understanding of Englistte when | was younger.

S4 | I'm not confident about my own knowledge.

S5 | I'm not used to the formal language because | niymse simple words and |
read too much of leisure books.

S6 | | have little experience in writing business e-mail

S7 My English background is not good enough, lackradwledge for grammar.
S8 | | have difficulty with English language.

S9 | not sure how to write.

S10 | I don't have much chance to communicate by e-sail,don’'t know what word
to use and | afraid that | can't use the languagpsply.

S11 | From using "English” language.

S12 | I don't have good knowledge of English language.

S13 | I don't have much change to write so I'm not véaitfsl, and | also lack of the
writing concept or else don't know good vocabukatiet is suitable for the e-
mail formats.

S14 | | don't have much chance to practice. When | hhgetoblem, | don't know
how to solve it so continue to create problem fer m

S15 | Sometimes | need to write e-mails about somettiag ltm not familiar with,
therefore | can't think of the right words or sewes that | need to use.

S16 | | don't really pay attention to English grammar whevas younger.

S17 | I don't have the language skills, don't know whkaight or wrong, and
therefore | feel lack of confidence.

S18 | | can't use English fluently.

S19 | I'm not confident in the writing language.
5. What are the consequences of the problem?

S1 |l waste alot of time.

S2 | I feel lack of confidence.

S3 | When | need to use English in real life, | candlhg use it effectively.

S4 | | became a burden for my boss and my peer.

S5 | I think I'm loosing the knowledge from the past whHean use formal language
better than this.

S6 | | make my recipient misunderstand what | want.

S7 | | afraid to write, so | ended up not sharing thferimation that | have in written.

| always have to use telephone to communicate lzaréfore no record of what
has been communicated.
S8 | I don't want to write business e-mails.
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I'm not confident when | need to send e-mail, aed other tools ie. telephone
instead to avoid writing e-mail and | continue ®lack of writing skills.

| feel lack of confidence in e-mail correspondemtgl takes a long time to
respond because | need a lot of time to think.

If my e-mail is not grammatically correct, it maypact the interpretation of
the message.

| feel lack of confidence in writing e-mails in Higdp.

Sometimes my e-mail does not contain all the infdram required, or | might
send out wrong message from what | originally wdnte

| can't clearly communication and make people ndsustand, and it takes me
a long time to write.

My audience doesn’t understand what | want to comoate. Sometimes |
have to rewrite again so everyone understandsatine ghing.

| can't write properly.

It takes me too much time, and my work is not &fit. | don't want to
correspond to e-mails. Sometimes | can make mistake/ work because of
misunderstanding.

Apart from wasting the time, sometimes it could méhe reader misundersta
and feel negatives towards the writer.

Sometimes there are no response to my e-mail,apl@dad to write back and
ask for more clarification.

6. How would you like to change?

| want to be able to write business e-mail quickly.

| want to be able to respond quickly with businessails, and communicate
thoroughly in my mail.

| want to learn and practice more.

I would like to gain back my self-confidence, ardlesto do my work without
fear that | will do it wrong.

| wanted to change my writing style from speakiagguage to proper writing-
language.

I'd like to be able to write business e-mails vatfectiveness, all my readers
understand the same messages.

| want to be able to write better e-mail, can @s®wlage that is easy to
understand and grammatically correct.

| want to be able to write e-mails immediately whereeded to.

| want to be able to write e-mail with proper laage.

| want to improve the skills in using e-mail for myprk, so that | can work
faster and simpler.

| want to know all about e-mail writing.

| want to improve my writing skills, so my e-ma#lse easier to understand an
follow the correct grammar.

| want to be able to write e-mail quickly with pige content.

| want to attend a writing course that can improweskills, and do more
practice by writing to my friends.

| want to be able to write e-mails correctly, etsynderstand with preciseneg
| want to be able to write correctly.

| want to have the sufficient knowledge to correxpwith business e-mails,

D

d

S,

and make my readers understand what | want to conuauie.
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S18
S19

| want to write properly, precisely, and take snaafiount of time.

| want to write efficiently, able to correspond ahieve the objectives that |
want.

7. What do you need to learn in order to better undrstand the identified problem

or to solve the problem you have?

S1
S2
S3

S4
S5
S6

S7

S8

S9
S10

S11
S12
S13

S14

S15

S16
S17
S18
S19

S1
S2
S3
S4

S5
S6
S7

S8
S9

S10
S11

8. What resources do you already have that could heyou deal with the problem?

| need to improve my grammar.

How to use English properly and practice writingnais a lot.

Learn and practice to translate from Thai to Eighigiting, sometimes | run
out of words even though the easy ones.

I would like to understand the language concept.

| would like to know more about formal language.

How to write business e-mails, writing skills, ammtabulary/phrases that are
often used for business e-mails.

| need to know more vocabularies related to busieesails, how to use
grammar correctly, and how to make my content peeand easy to
understand.

English writing, how to write e-mail, how to writeghen need to inform about
something.

| want to learn more about English language.

| need to have better English skills, to learn dlatifferent situations of e-mails,
and practice my writing skills.

Writing skills.

| need to learn more about English language.

| want to learn more about the writing pattern ikdtequently used for
business e-mails, i.e. to negotiate, to initiategject, etc.

I need to learn more about grammar and writing mddections of words, and
know more vocabularies and idiom.

I need to learn how to write in English without hrayto translate from Thai to
English, and more understanding about tenses.

| want the basic of English grammar.

Vocabulary, English grammar, and English writingncept

English grammar, and polite phrases for businessié-

The steps of writing i.e. how to start and finistiroduction and ending, etc.

Dictionary and use others’ expertise.

| already have some examples (how to write) ie. Hmwatart, how to end.
Sometimes | practice translating Thai-English joshcrease the fluency.
My colleague, example e-mails in the workplace, exaimple for previous
reports.

| take examples from others and modified, and d fieam books.

Ask my manager/others to take a look or give suimeson what | wrote.
| take examples from others and modified. | askifather colleagues who
could help me.

| take an English course (Direct English), and reah the internet.

| read from other people's e-mail and learn how thiate in different
situations, then applied to my work.

| ask from those who has good English skills, aklap from textbooks.

| ask my manager and look up from a dictionary.
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S12
S13
S14

S4
S5

S6
S7

S8
S9
S10

S11
S12
S13

S14
S15
S16
S17

S18
S19

10. What questions do you have regarding writing tb business e-mail?

S1
S2
S3
S4

S5
S6

S7

at other resources or sources of informationgu might need?

| tried to read English books.

| take examples from others.

| currently use a dictionary to find the meaningwairds and their functions.
But | can't remember because one word can somebmasmoun, verb, or
adjective.

I look up words from a dictionary, textbooks, arstt #om my colleague.

| ask my manager to help me brush up my Englisivedsas my colleagues.
| use a dictionary, sometimes | look at othershgxas.

None

None

Some grammar training courses.

| want to know the right format, the concept oftig e-mails that | can really
use in real life and the kind of language use iiing e-mails.

| want some guideline in Thai-English translatibd@n’t have problem when
translate English-Thai).

More practice.

| want some advice, and | want to know about peefasmal words with
interchangeable meanings as well as an approseatience style.

Many different types of dictionaries.

| want to be more knowledgeable in business e-nraisglish and in the
writing concept.

None

| want example of different types of e-mail.

Different formats of e-mail correspondents, grammad someone to help me
when | can think of what to write.

Taking an English course, examples, and exercises.

I want to know how to write e-mail that is preces®d easy to understand.
What is the correct concept of writing businessaknand the relevant
techniques including dos and don'ts.

I need someone to advise how to improve my Engéisl,have examples for
polite sentences for communication.

| want to have examples for various business e-tyéls, as well as courses
that can help me improve business e-mails or imgrenting skills.

| need to learn from those who really know.

| want to learn about writing and English grammar.

Good examples of business e-mails

Examples of good and bad business e-mail

None

The format and language.

| sometimes | still use mixed up level of languagene e-mail.

What is the ground rule for writing, so that is tm short (people wouldn't
understand) nor too long (so it makes people camgyis

| know what message | want to send out but | dardiv what words to use.
If I have the repeated or similar situations fraglye how to write business e-
mail in the various different ways?

How to write e-mails politely especially when taorildown some requests from




182

S8
S9
S10

S11
S12
S13
S14

S15
S16

S17
S18
S19

internal colleagues, or when | need to contactraateparties? What is the
concept of a good business e-mail?

The fundamental or concept of business e-mail.

A guideline about how to write.

How to construct an e-mail, how to use languageighdifferent from spoken
language in an e-mail.

Vocabularies that are appropriate for differentugrof people.

| don't really understand about English e-mails.

What are the right patterns of business e-mails?

| still want to know about writing grammar, modahd sentences. How to use
idiom and tenses appropriately.

What are the levels of English writing?

Sometimes | still write long and complicated e-madt as precise as it shoulc
be.

How can | write in a way that makes people undads?a

None

Correct grammar guideline

11. What other related questions do you think you @ed to know? Why?

S1
S2
S3
S4
S5

S6

S7
S8
S9
S10
S11
S12

S13
S14

S15

S16
S17

S18
S19

| want to understand the specific patterns and svéwdbusiness e-mails.
None

Why can’t | communicate what | wanted in e-mail?

The language of concept, both writing and speaking.

| want to know appropriate language usage, stepsruding messages, and |
want my audience to understand what | want taheln.

| want to understand the format of writing, so h@gpply to my e-mail in
different situations.

| want to be able to 100% understand the e-mailstseme.

How to write reports, abstracts, and article.

| want some techniques on how | can be better Ritlish language.
Vocabulary and formal ending statement.

| want to have better English language skills.

| wanted to be able to write business e-mails ba&eaight now it started to
create problems for my work.

How to write effectively? What is the thought presdor effective writing?
Passive & active voice (because normally | havieftrm about what had
happened in the past)

| want to learn about how to write business letteother types of business
writing (not only e-mail) in order to improve my ing skills.

How to write effective e-mails?

How to correspond, to explain, to make my e-malitpoas well as what
should not do because it will make me looks aggre8s

None

None

12. What English language skills do you think you @ed to write business e-mails?

S1
S2
S3
S4

Grammar and writing skills in English language.
How can | use the language that is accurate andteasderstand.
I would like to write English sentences that aregse and accurate.

)

Grammar and how to compose sentences.
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S5
S6

S7
S8

S9
S10

S11
S12

S13

S14

S15
S16
S17
S18
S19

I would like to know appropriate vocabularies ayes of sentences.
Vocabulary/phrase that is relevant to my work aod@ ko use them in various
situations.

Business vocabulary, grammar, content organization

English grammar and vocabulary, and the conceptitihg formal business e
mail.

English grammar.

Concept in term of grammar, formal language, votaiguand different types
of e-mail.

English writing and grammar.

| want to write the language that is easy to urtdars use phrases and wordg
that are grammatically correct, and doesn't talkke@ time to prepare.

I want to have writing skills that can make me wprecisely in short period o
time.

How to write simple, complex, and compound sentshdd¢ow to write present
perfect and passive sentences? How to write palistness e-mails?

| want to improve my English conversation as welEmglish writing skills.
English writing techniques

English writing, grammar, and vocabulary

English grammar

f

How to write properly, easy to understand, and ipedyg?
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Appendix C

Details of Pilot Course Schedule (Lesson Plan)
June 5", 2005 and June 1%, 2005



Learning Schedule: Business E-mail Trial (Sunday: udne 5, 2005)

Learners'Activities

185

Date/Time
Sunday: 5/6/05
10:00 - 12:00
a.m.

12:00 - 1:00
p.m.

1:00 - 3:00
noon

Introduction to the Business E-mail course &
distribute learner's folder and go through the
materials (20 minutes)

Explain the differences between each e-mail typ
(20 minutes)

Pre-test of selected e-mail type either 2 or 3:

individual (30 minutes)

Break into groups (x3), group discussion (15

minutes)

Review of common problems (35 minutes)
Lunch break 1 hour

Select E-mail Type 1, analysis demonstration (2
minutes)

Group analysis (30 minutes)

es

04

Write business e-mail according

to the provided task instruction

Discuss & brainstorm about
problems with e-mail at work

overall

Practice on E-mail Type 1
analysis (group)

Discuss & brainstorm about

Pre-test individual
written tasks before
taking a course (for 1
type of business e-mail)
Summary of current
problems with e-mail at
work (flipchart)
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Group discussion (15 minutes)

Individual exercise: practice writing E-mail foreth

Type 1 individually (20 minutes)

Post-testof selected e-mail type either 2 or 3:

individual (30 minutes)

Individual reflection of Day 3 (5 minutes)

problems with E-mail Type 1 at
work

Practice writing E-mail Type 1
according to provided
instructions (individual)

Write Business E-mail for the
Type 2 or 3 related to work
function (individual)

Write self reflection from Day 2
learning experience into provide

sheets

d

Summary of problems
with E-mail Type 1 at
work

Individual written task
(E-mail Type 1)
Post-test individual
written tasks after taking
a course

Learners' reflection for

Business E-mail
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Learning Schedule: Business Presentation Trial (Sway: June 12, 2005)

Date/Time Learners'Activities
Sunday:
12/6/05 e Introduction to the Business Presentation course &
10:00 - 12:00 distribute learner's folder and go through the
a.m. materials, explain the differences in presentation
types (20 minutes)
e Explain the differences between each presentation
types (20 minutes) e Write business presentation e Pre-test individual
e Pre-test of selected presentation type either® o  according to the provided task written tasks before
individual (30 minutes) instruction taking a course (for 1
type of presentation)
e Break into groups (x3), group discussion (15 e Discuss & brainstorm about e Summary of current
minutes) problems with presentation at problems with
work overall presentation at work
12:00-1:00 |4 Review of common problems (35 minutes) (flipchart)
p-m. o Lunch break 1 hour
1:00 - 3:00 e Select presentation Type 1, analysis demonstration
noon (20 min.) e Practice on Presentation Type 1
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Group analysis (30 minutes)

Group discussion (15 minutes)

Individual exercise: practice writing presentatior
for the Type 1 individually (20 minutes)

Post-testof selected presentation type either 2 g

3: individual (30 minutes)

Individual reflection of day (5 minutes)

=

analysis

Discuss & brainstorm about
problems with Presentation Typ
1 at work

Practice writing presentation
Type 1 according to provided
instructions

Write Business Presentation for
the Type 2 or 3 related to work
function

Write self reflection from
learning experience into provide

sheets

d

Summary of problems
with Presentation Type
at work

Individual written task
(Presentation Type 1)
Post-test individual
written tasks after taking
a course

Learners' reflection for

Business Presentation




Appendix D

Writing Scores Rubric

(adapted from Jacobs et al.’s, 1981)
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Scoring Excellent Good Fair Poor
Aspect (4) 3) 2) 1)
A. Content Knowledgeable |e Some knowledge of | e Limited knowledge Does not show
Substantive subject of subject knowledge of
Thorough ¢ Adequate range Little substance subject
development of |e Limited development e Inadequate Non-substantive

ideas
Relevant to
assigned topic

of ideas
Mostly relevant to
topic, but lacks detai

development of
topic

Not relevant
OR not enough to
evaluate

B. Organization

Fluent expressior

Somewhat choppy

Non-fluent

Does not

Ideas clearly ¢ Loosely organized Ideas confused or communicate
stated/supported| but main ideas stand disconnected No organization
To-the-point out Lacks logical OR not enough to
Well-organized |e Limited support sequencing and evaluate
Logical e Logical but development
sequencing incomplete
sequencing
C. Vocabulary Sophisticated ¢ Adequate range Limited range Essentially
range e Occasional errors of | e Frequent errors of translation

Effective word/
idiom choice and

word/idiom form,
choice, usage but

word/idiom form,
choice, usage

Little knowledge of
English vocabulary

usage meaning not Meaning confused idioms, word form
Word form obscured or obscured OR not enough to
mastery evaluate
Appropriate
register
D. Language Effective o Effective but simple Major problems in Virtually no
usage complex constructions simple/complex mastery of sentenc
constructions e Minor problems in constructions construction rules
Few errors of complex Frequent errors of Dominated by
agreement, tense, constructions negation, errors
number, word e Several errors of agreement, tense, Does not
order/function, agreement, tense, number, word communicate
articles, number, word order/function, OR not enough to
pronouns, orders/function, articles, pronouns, evaluate
preposition articles, pronouns, preposition and/or
preposition but fragments, run-ons,
meaning seldom deletions
obscured Meaning confused
or obscured
E. Mechanic Demonstrates |e Occasional errors of| e Frequent errors of No mastery of
mastery of spelling, punctuation, spelling, conventions
conventions capitalization, punctuation, Dominated by
Few errors of paragraphing but capitalization, errors of spelling,
spelling, meaning not paragraphing punctuation,
punctuation, obscured Poor written text capitalization,
capitalization, Meaning confused paragraphing
paragraphing or obscured text illegible

OR not enough to
evaluate
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Appendix E

The Coding Scheme of E-mails

e-mail generic features of form 11213 141516 171819 1131 )11 )1
WI|S |T S |W|N Li|O|O 1 2 3 4
i u hi |o [a |u ro | n n T|Si|S |U/|S
m | n m hi | ri a u
ra m p
| a
Subject heading
From
To [ |/ B AR AN, 12
Date
Subject / BERRANAN IV 1] 1] 10
Opening salutation
Recipient’'s name or title / / BEARAREN, /|1 9
Dear / / / /|1 /] !
Hi ... (Hello) /]t
Punctuation / /|1 / / 5
Body
Closing Salutation
Complimentary closing (e.g. |/ |/ |/ /|1 IV 1] 1)°
best regards,)
signature / / /|1 4

613|326/ 6] 3 44 2 3 7V b P2
Post test E-mail Typel - Information Request

e-mail generic features of form 123141516 171819 1 )11171 11
W|S |T|S|W|NJ|K]|L |O]|O 1 2 3 4
i u |hilo|a |u]|r|n |n |T]|Si|S|U]|S
m | n m hi|ri |a u
ra m p
| a
Subject heading
from / 1
to YRR AN AN AN
date / / ARERENANAN, /]°
subject /|1 AR AR A A A A A A
Opening salutation
Recipient’s name or title YRR AN AN AN AN AN
Dear YRR AN AN AN AN
Hi ... (Hello)
Punctuation / /|1 / ARANANANIL
Body
Closing Salutation
Complimentary closing (e.g. / [V / /| 8

best regards,)
signature BRARENAN [ 17
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Pre-test E-mail Type2- Information Response/Sharing

e-mail generic features of form 1 S|4 (5|67 18191111 /1)1 1
w T|S|W|NJ|K]|JL |O]|O 1 2 3 4
i hilo |a |u|ro|n |n [T ]|Si|S|U/|S
mi|n |(m hi|r |a u
ra m p
| a
Subject heading
from
to / [ rprpr 13
date
subject RERRARAN AR
Opening salutation
Recipient’'s name or title / I\ 1] / [ 1] 1]*
Dear / I 111 / [ 1]°®
Hi ... (Hello)
Punctuation / I |/ / / /11 /|8
Body
Closing Salutation
Complimentary closing (e.g. |/ / /|1 / [V 1| 1] 1|10
best regards,)
signature / / / IV 117

e-mail generic features of form 1 S s - L A - A R I I I I
W T[S |W|N|K]|L [O]O0 1 2 3 4
i hi |o [a |u ro|n n T|Si|S |U/|S
m | n m hi | ri a u
ra m p
| a
Subject heading
from / / ARARENAN / 8
to / Ly 13
date / / ARARENAN /| 8
subject / Ly 13
Opening salutation
Recipient’s name or title / [ ] 14
Dear / Ly 14
Hi ... (Hello)
Punctuation / B ERAR AN, /] 12
Body
Closing Salutation
Complimentary closing (e.g. |/ /A A A A A A A O O Y B
best regards,)
signature / [y 14
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Pre-test E-mail Type 3 - Status U date

e-mail generic features of form S|4 5 (6 |7 1819 111113111
W S T[S |W|N Li|O |0 1 2 3 4
i u hilo [a |u |ro|n n |T|[Si|S |U]|S
m | n m hi|ri |a u
ra m p
| a
Subject heading
from
to L Pyl 13
date
subject / [ ARANANANAES
Opening salutation
Recipient’s name or title [ ||| I 111 [V 1] 1] 1|12
Dear [ /|1 ARANANIEs
Hi ... (Hello)
Punctuation / / / /] 1/ /|6
Body
Closing Salutation
Complimentary closing (e.g. |/ |/ / [ {111 I/ /|10
best regards,)
signature / / / AN /]®
Post test E-mail Type 3 — Status Update
e-mail generic features of form 213 14516171819 1111 )1 )11
W S|T|S|{W|N|K|[L [O]|O 1 2 3 4
i u |hilo|a |u]|r|n |n |T ] |Si|S|U]|S
m | n m hi|ri |a u
ra m p
| a
Subject heading
from / / IV 1]1]] / 8
to /|1 RN ERARAN, [ 1]*?
date / / ARERENANAN, /]9
subject /|1 AR AR A A A A A A
Opening salutation
Recipient’'s name or title LUt
Dear R R A R A A A A AN
Hi ... (Hello)
Punctuation / |/ BN AR ARAn, 11
Body
Closing Salutation
Complimentary closing (e.g. |/ |/ PV ) /|12
best regards,)
signature / |/ RN AN, /] 12
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Appendix F

The Coding Schemef Moves

Pre-test E-mail Typel - Information Request

Move/participant 112 (3|4 )5 16 |7 8|9 |1 11 11 /1
W|S|T|S| W|N|K]|JL |O|O0O |1 |2 |3 |4
i u hi | o a u ro|n n T|Si|S|U]|S
m|n m hi | ri a u
ra m p
i a
Body

Move 1 Providing Background| / I 1|1 I Iy 1]
reference

Move 2 Expressingapurpose / |/ |/ [/ [/ |/ |/ [ /| /|| /[[ 1] []]]

Move 3 expressing concerns / / I 1] 1 /
Move 4 expressing gratitude |/ [ 1] / / /
Move 5 giving extra /11 /|1 /|1 /
information
2nd 413134, 3 3 3 43 3 3 4Pp 3
1st 4141344 4 3 4 3 3 3 4P 3
April 8
Post-test E-mail Typel - Information Request
Move/parti ci pant 1 2 3 4 5 6 7 8. 9 1 1 1 1 1
WI[S|[T|S|W|N]|]K]|JL |O]O 1 2 3 |4
i u |hijlo|a|u|r|n |n |T/|Si|S|U]|S
mi|n |m hi|rn | a u
ra m p
| a
Body |

Move 1 Providing Background|/ |/ |/ [/ |/ | | ]|/ )
reference

Move 2 Expressingpurpose |/ |/ |/ |/ [/ |/ [/ ||| []1|1][]]]
Move 3 expressing concerns |/ |/ / / / / /
Move 4 expressing gratitude / AR [/
Move 5 giving extra / / I/ /
information

2nd 414123 4 4 3 4 2 3 3 4 B 5
1st 4141213 45 3 43 3 3 4B
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Redo Pre-test E-mail Type2 — Information Responseffaring

Move/participant 11213 4|5 /6 |78 9|1 1 111
WI|[S |T S |W]|N K Li|O|O 1 2 3 4
i u|hilo]Ja|u|rm|n |n |T|Si|S|U]|S
m|n |m hi|ri |a u
ra m p
i a
Body

Move 1 Providing Background|/ |/ RN I 1] /
reference

Move 2 Expressing a purpose| / LAy ryr

Move 3 expressing concerns I |1 |1 / /| 1/ /
Move 4 expressing gratitude
Move 5 giving extra / / I/
information
2nd 21312132 22 3 2 2 3 P 4
1st 213121322 2 2 2 2 2 42 |4
Post test E-mail Type2 — Information Response/Sharg
M Ovdparti ci pant 1 2 3 4 5 6 7 8. 9 1 1 1 1 1
WS |T|S|W|NJ|K|[L [O]O0 1 2 3 4
i u (hilo|a |u|r|n |n |T/|[Si|S|U]|S
m | n m hi|ri |a u
ra m p
| a
Body

Move 1 Providing Background|/ |/ |/ Ly ryryrpr) ) /
reference

Move 2 Expressing a purpose| / |/ [ rprp

Move 3 expressing concerns |/ |/ |/ |/ AEARARENAN /
Move 4 expressing gratitude /

Move 5 giving extra /|1 /|1 111 I/
information

2nd 4142 4 4144 24|46

N
wWI(N
w|(w
SN
w|(w
w|(w
SN
w
w
w|(w
=
w

1st 414
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Pre-test E-mail Type3 — Status Update
M Ovelpar'“ Cl pant 1 2 3 4 5 6 7 8- 9 1 1 1 1 1
WIS |T|S|W|N]|K]|]L |O]|O 1 2 3 4
i u|hilo]Ja|u|r|n |n |T/|Si|[S|U]|S
m|n |m hi|ri |a u
ra m p
| a
Body
Move 1 Providing Background I 11| / / / 6
reference
Move 2 Expressingavpurpose / |/ |/ |/ [/ |/ [/l |/ |/ [l |l |l |l]|/] |14
/ / [ /
Move 3 expressing concerns |/ |/ / / / / [ 7
Move 4 expressing gratitude / 1
Move 5 giving extra / / / / 4
information
2nd 213[3[4]1]|3|2|1|3|2(1(3]|2]|2]|32
1st 2133|4114 |12|2|3|2]1]2]2]2
Post test E-mail Type3 — Status Update
M Ovdpartl Cl pant 1 2S | 3 4S | 5 6 7 8 9 10| 11| 12 | 13| 14
W [ u T |o |W|N|K |L |O|T|Si|Sa|U | Su
i hi [m |an|u ro | n n hi |ri mi pa
m ra
Body
Move 1 Providing [ [ 1] 7
Background or reference
Move 2 Expressing a /N A I A A A A A A A A A I e
purpose / /|1 /
Move 3 expressing [0 [ 1|1 /| 8
concerns
Move 4 expressing LAy r I/ /| 12
gratitude
Move 5 giving extra / 1
information
2nd 3/3/3|/4(3|4|4[|3|3|2|3[|3|2]3]|32
1st 3[3/4|3|3[(4]4]3[3]2]3]|3|2]4
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Appendix G

The Coding Record of Moves in Individual Types of Email

Type and Frequency of Rhetorical Moves of All Typesf E-mail Messages in the
Pre-test and in the Post Test

Type/Frequency of Pre-test Post test
Occurrence

T1|% | T2| % | T3] %| Tl %| T2% | T |%

3

Move 1: Providing 10 | 71411 | 786 |42913 | 929 12 |857| 7 | 50
Background info. or Ref.
Move 2: Expressing 14 | 100 13| 92914 | 100| 14 100| 13| 929 14 10p
communicative purpose
Move 3 : Expressing 6 42.9 7 50 | 7 50| 7 50| 11} 78.6 12 857
concerns
Move 4: Expressing 8 |[5740 |0 |1 |71 9 6431 |71 |1 | 71
gratitude
Move 5: Giving extra 7 |50 |4 | 2864 |2845 357/9 |643| 8 | 57.1
information




Type and Frequency of E-mail Generic Features

Appendix H
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Feature Pre-test Post test

Header TL [% [T2 [% [T13 [total |[T1 [% [ T2 [ %[ T3 | total
From 1 8 8 |17
Date 9 8 9 26
To 12 13 13 38 14 13 12 39
Subject 10 11 11 | 32 13 13 13 | 39
Opening Salutation

Recipient’s name and| ° 12 12 |33 13 14 14 |41
title

Dear 7 9 1 |27 13 14 14 | a1
hi (hello) 1 1

Punctuation 5 8 6 |19 9 12 11 | 32
Body

Move 1 Providing £e L 6 |27 13 12 7 |32
Background or

reference

Move 2 Expressing a| 1 13 14 |4 14 13 14 a1
purpose

Move 3 expressing | °© i 7|2 7 11 8 |26
concerns

Move 4 expressing |8 g 1|09 9 1 12 |22
gratitude

Move 5 giving extra |’ 4 4 |15 5 9 1 |15
information

Closing salutation

Complimentary Close| ° 10 10 |29 8 14 12 |34
Signature 4 7 6 17 7 14 12 |33
total 102 105 101| 308 | 135 156 147| 438
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The Coding Record of Appropriateness in E-mails
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Pre-test Post-test
subject T1 T2 | T3 | Total T1 | T2 | T3 | Total
Type of Opening- Closing Salutation N= | N= = |N=42 | N |N= = | N=42
14 14 | 14 = |14 |14
14
------------- 1 1 1 71% |0 | O 0 0
3)
-------- best egds 0 0 1 2.3% |0 |0 0 0=0
)
9.4% 0
Dear Recipient's name,  ----- 0 2.3% 0 0 0 0
)
Dear + Recipient’'s name, Regards, 0 )] 2.3%4 0 0 9.5%
1) 4)
Dear + Recipient's name, BestRegard (8), | 1 2 238% |2 | 4 6 28.5%
(10) (12)
28.4% 38%
To + Recipient’'s name, Regards 1 2.3%0 1 0 2.3%
1) 1)
Hi + recipient’'s name Best regard, 1 2.3% 1 0 0 2.3%
@) 1)
to + Recipient’s title, 1 2 0 7.1%| 0 0 0 0
3
Recipient’s title, 0 1 0 2.3%| 0 0 0 0
)
Dear + Recipient’s title,  --- 2 0 0 4.7% | 2 0 0 4.7%
2) 2)
14.1% 4.7%
To Recipient’s title, Best Regards, 0 2 16.6% | O 3 3 14.2%
7)) (6)
Dear + Generic name(e.g.all, team), 1 0 2 71% |0 0 2 4.7%
3) 2)
Dear + Generic name , regards 0 L 2.3%0 1 0 2.3%
1) 1)
Dear + Generic name , Warm regard- 0O 14.7% 0 0 0 0
2)
Dear + Generic name Best regards @ 1 39.5% 0 5 3 19.0%
(4) (8)
To + Generic name, best regard<€) 0 1 23% |5 0 0 11.9
) %(5)
19.0% 38.0%
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Appendix J

Definitions and Examples oAppropriateness of Subject

in E-mail Subject line

Terms

Definitions

Not Clear

The participants did not include the

subject in the subject line of the e-mail.

Less Appropriate

The subject is understandable glrewy
it can be rewritten appropriately.

Appropriate

The subject is the exemplar and most

acceptable
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Appendix K

E-mail Examples

Action/Information Request E-mail: Example 1

Sender, place

Charn Songsak (charn.songsak@gthgoots

Date & Time

July 29, 2004 10:14

The recipient(s) - To

Udom Meesap, Victor BarnStimchai Tippreecha,
Pete Jones

Carbon copy to - Cc

Pakawat Napadon

Subject

Planned cross-charges for GTB Goods.Cd004 -
RESPONSE REQUIRED

Form of address /
Salutation

Dear all,

Context + problem or
Reference

Please be informed that the annual cross-charge Tér
Goods.Com 2004 allocation will be processed byetiat of
this month.

For reference, the table attached gives you sopweoflthe
regional split for this year. Please find below share by
each Asia countries, based on the unit NSV fomthé
GTB Goods.Com website.

Proposed
solution/action

NEED YOUR RESPONSE

Action request

Upon reviewing your unit's allocasedount, can you pleasge

let me know the following;

a.) whether the person in charge (budget holder) name i
correct

b.) whether you are ok with the cross-charge amount

Please provide your unit's account and cost cevitieh to
absorb this cost accordingly.

Further information

Deadline

| do apologize for the short notice, armmila appreciate you
confirmation asap (possibly by this Friday).

Fixed phrase

Should you have any question, kiretlyne know.

Complimentary

Best Regards,

Closing

Charn S.
Project Manager - GTB Goods.Com

Reference: EM-AR 1

r
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Action/Information Request E-mail: Example 2

Sender, place

Shunji Tsukamoto (shunji.tsukamotb@ugids.com)

Date & Time

September 7, 2004 16:05

The recipient(s) - To

Jane Wei, Orawan Watana

Carbon copy to - Cc

Subject New household launch strategy
Form of address / Hi Jane,
Salutation

Context + problem or
Reference

Thank you for the materials you sent me. | haveypslated
the launch strategy consolidation chart, which beeh
created a couple of months ago, reflecting therddrnaunch
for China.

Proposed
solution/action

Could you take a moment to double check it andfdbe
chart summarizes what you are planning to do?

Action request

Feel free to modify it if necessary.

Deadline

| would appreciate if you can get backbyt Monday
September 12, 2004.

Further information

Another recipient*

Hi Orawan,

Additional reference

| assume you have not madenaagpr change to your
launch plan for this year, but I'm aware that ytango start
using the internet for the on-line advertisemenfifn@ng of
this year. Is this right?

Action request

If you have anything to add or cleams let me know.

Deadline

Further information

As | briefly mentioned in thecent VC, we are planning to
renew our launch strategy in the near future. I stiare it
with you, hopefully soon.

Fixed phrase

Complimentary

Thanks,

Closing

Shunji T.

Marketing Dept., GTB Goods Inc. Japan

Phone: +81-44-712-1123, Fax: +81-44-712-1442
E-mail: shunji.tsukamoto@gtbgoods.com

Reference: EM SU-11-5




202

Action/Information Request E-mail: Example 3

Sender, place

Annette Burke (annette.burke @gtbgomuis

Date & Time

July 19, 2004 12:10

The recipient(s) - To

Richard Weibel, Becky Lor&giNstina, Joel Smith

Carbon copy to - Cc

Subject Global Metrics - where we are & input regoient
Form of address / Hello everybody,
Salutation

Context + problem or
Reference

| am sure that Mike informed you about a curreetpiof
work on the global metrics and measurements knaithe
Project H. This piece of work is closely linked wivork on
the application of the Talent Management Model (see
attached below) of which you will hear much more¢he
near future.

The work on Project H Metrics (together with the R&

Effectiveness) is serving two purposes:

1. to gather information on the state of our talerdlpo
MFE (by dept & country), measure the effect of eatr
activities, and adjust our plan accordingly

2. to measure our process (via the use of the apiolicat
Talent Management Model) in order to improve the
quality and the efficiency of the resources we have

Proposed
solution/action

Since you will be (partly) involved and responsifie some
of this information, including being the key usefghe
outcome of this analysis, | am asking for your if@edback
on the work we have done so far.

Action request &
deadline

Please respond to me with any ideas, concernd)eftare
July 28",

Further information

Obviously, this is not the ointjormation that is needed to
make a successful comparison between the demangglys
of our resources. We will inform you about the warkich
is planned to create a compatible framework, akda@asyou
input on this in the near future. So please stagdl

Fixed phrase

Complimentary

Thanks & Regards,

Closing

Annette

Annette Burke
Mobile: +45 2337 6586
Annette.burke@gtbgoods.com

Reference: EM SU-9-4
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Information Response/Sharing E-mail: Example 1

Sender, place

Linda Johnson (linda.johnson@ purésiogm)

Date & Time

September 20, 2004 16:05

The recipient(s) - To

Charoen Ngamdee

Carbon copy to - Cc

Subject Official launch strategy & strategic innbga
Form of address / Dear value client,
Salutation

Introduction

| would like to invite you to the affal launch of the strateg
& strategic innovation - Pure & Simple campaign.

Details

This campaign is under the name "How toddgy Your
Own Strategy to Achieve Sustainable Competitive
Advantage", which will be held on October 29, 26@n 2-
5 p.m. at Ballroom 1, Sheraton Grande SukhumviteHot

HR, Marketing, MDs, CEOs, or other individuals respible
for various organization strategies will benefiegtly from
this program.

Fixed phrase

For more information, please do nsit&ie to contact me
through the details below. We hope to see you there

Complimentary

Regards,

Closing

Linda Johnson
Marketing Manager

Pure & Simple (Thailand) Ltd.

Tel.: 0-2728-2000 ext. 255, Fax: 0-2728-3210
E-mail: lindajohnson@puresimple.com
Website:http://www.puresimple.com

Reference: EM IRR-13-3



204

Information Response/Sharing E-mail: Example 2

Sender, place

Sirima Tripet (sirima.tripet@gtbgooais)

Date & Time

January 11, 2005 9:15

The recipient(s) - To

Pete Jones

Carbon copy to - Cc

Robert Cook, Witaya Ekniyom

Subject Position for the metal detector
Form of address / Dear Pete,
Salutation

Introduction

Refer to your question regarding tis& analysis of the
metal detector project, let me try to provide sdaréher info
for your consideration.

Details

In the past, we found the metal contamimato the shampo
product from rack when we started to implementréok to
transfer the product in bulk. We identified tha thetal
contamination came from the rack itself due toftoe that
we did not prepare the rack well enough to ensarmetal
dust before using. Therefore, | agree that thehégis risk
from the metal contamination issue if we are toaenthe
current procedure.

However, the new product line relocation will chartge
procedure by combining the making and packing arbs.
means the risk concerning the contamination wilhaeh
lower. Regarding the metal dust contamination diydoom
the rack, this problem has stopped by now. Whedidi¢he
test run last month, we were able to ensure tleaetis no
risk if we are to proceed with the metal deteceznove plan.

You can see the testing methods in the attachment.
(attachment)

[®)

Fixed phrase

Please let me know your thought.

Complimentary

Best Regards,

Closing

Sirima T.
QA Manager
GTB Goods Inc.

Reference: EM IRR-23-5
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Information Response/Sharing E-mail: Example 3

Sender, place

Araya Lertip (araya.lertip@gtbgoas)c

Date & Time

May 16, 2003 11:30

The recipient(s) - To

Wisit Pipatwong

Carbon copy to - Cc

Subject Report - market visit Khon Kaen
Form of address / Dear Khun Wisit,
Salutation

Introduction

Please find a report of the Khon Kamarket visit with
details as following:

Details

Summary:

10 stores were visited. Generally, the store aetf sh
condition are clean and kept in a good conditionsivbf the
opportunities for improvement were drawn to thedoais in
the warehouse. Makro was concerned about the produc
quality since the rodent problem was obviously cesble.

Key concerns:

1. Condensation - repacked products that were placed i
front of the stores has direct contact to sunligtihe
afternoon. Condensation was visible on product bags
This situation can lead to mould growth in our prod

2. Infestation;

a.) Rodents - the products in the customer warehouse we
damaged by rodents. Most of the stores repackes®tho
damaged products and sold as portion sales.

b.) Insects - even level of insect infestation wasmgh in
all stores visited, only some were found mostly tiuthe
product damage.

Fixed phrase

Please feel free to look into thech#d file for more
information, which includes details about the prcidilefect
that we found in the trade. Any questions or contsien
please let me know.

Complimentary

Regards,

Closing

Araya L.

Reference: EM IRR-23-5
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Status Update: Example 1

Sender, place

John Hughes (johnhughes@theenglmtisaim)

Date & Time

July 4, 2003 15:49

The recipient(s) - To

Atinuch Maneewan

Carbon copy to - Cc

Subject Final Report - Business Presentation Cq@saup C)
Form of address / Dear Khun Atinuch,
Salutation

Introduction / Reason
for writing

Please find attached the final report for the pgrdints of the
Business Presentation Skills course held at the YAbngs
Hotel recently.

Details of an update

The report contains a detaifedysis of each participants’
capability as far as presenting is concerned. €pert also
contains the criteria for the analysis of the pgrants, and
the participants feedback on the course and thiigtsr. A
hard copy of the report and videos for each ofstoeents
will be sent to you shortly.

Fixed phrase

Please acknowledge receipt, and |&nhowe if you need
anything else from us.

Complimentary

Best Regards,

Closing

John Hughes
Corporate Accounts Manager
The English School Acadamy

Reference: EM SU-3-2
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Status Update: Example 2

Sender, place

Laddawan Suksri (laddawan.suksri gdgtts.com)

Date & Time

August 14, 2003 15:03

The recipient(s) - To

Peter Chan, Songsak Sombdiocent Lee, Justin Dan,
Wisit Pipatwong

Carbon copy to - Cc | Wanida Lertloy

Subject Summary of SNN trail & next step
Form of address / Dear all,

Salutation

Introduction / Reason
for writing

Please be informed about the SNN trail, conducteion.
August 9, from 2 - 6 p.m. with details as followjng

Details of an update

1Finished product
e The appearance of the new SNN product is not
significantly different from the current one
Low bulk density of between ~0.34-0.35 kg/L
Moisture is between 6.5% to 7.5%
The products
The bulk is quite thick therefore it create someybem
at the filling area. The team has already adjusted
formula, and adjusted the thickness accordingly.
3. Microbial test result
e The lab result is within spec (duration of 36 hrs)
e The microbial test was done for both raw mateald

finished goods

e e o

In summary, the trial was completed quite smootiyh
product quality according to our expectations. €fae, we
believe that we can meet the target project tineehis
committed.

Please be informed that the next project timelewew is
scheduled on Thur. August 20, 10 a.m. -12 noonestimg
room C.

Fixed phrase

Kindly let me know if you have any sfien or concern.

Complimentary

Thanks & Regards,

Closing

Laddawan S.

Reference: n/a
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Status Update: Example 3

Sender, place

Wisit Pipatpong (wisit.pipatpong@gtuts.com)

Date & Time

March 7, 2004 11:32

The recipient(s) - To

Wanida Lertloy, Charn Songdalddawan Meesap

Carbon copy to - Cc

Watsana Karaked

Subject Direction for HouseClean brand
Form of address / Dear Team,
Salutation

Introduction / Reason
for writing

Referring the agreement for the HouseClean braod fast
month S&OP meeting, we have agreed to study the
packaging write-off cost comparison with the premipay
(in case no minimum order is needed) between timaifg,
end-May and end-August.

Details of an update

After checking with the Comeredrand Logistics team, it i$

confirmed that we have to pay both high premiunt,cosd
the minimum order requirement. Therefore, | have
summarize the direction for each of the HouseC&éUds as
following;

All HouseClean 500cc, 3 SKUs - we will sell unkikt
current packaging runs out (no need to order angjnor
HouseClean 1.5 litre Floral scent - we will seltiltihe
current packaging runs out (no need to order angjnor
HouseClean 1.5 litre Fresh scent - we will needrtter
more packaging equal to the minimum order which wi
cover until end-August (with potential of 10,000 BH
write-off cost according to Logistics)

HouseClean 3.5 Litre Floral scent - we will congrto
sell this SKU until end-Aug with high stock coveeaagt
the moment

In order to align with the FDA concern, we will tiee
stickering process for the products from now uertitl of
August.

Fixed phrase

Should you have any question, pleased know.

Complimentary

Regards,

Closing

Wisit P.

Reference: n/a
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Appendix L

Participants’ Summative Evaluation

Summary of an Overall Evaluation: Business EnglisiWriting Course
Number of respondent: 14 people

Part A-1. General Concept & Business E-mail Course
lumsiinanssuse lil TusaGesdrauanusonvesnu niounsldimguaiiseu/ e umsizmala

Category 1 - Lecture followed by real life exampleand class room discussions

Topics 1 2 3 4 5
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
1.1 Writing in school vs writing at 2 10 2
work concepts, and writing steps (14%) | (72%) | (14%)
guideline.
Reasons:
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o lémsn Concep'ﬁ?ﬂ,mﬂ@iwﬁuiw'jn school & work(@ias1)

Category 1 - Lecture followed by real life exampleand class room discussions

Topics 1 2 3 4 5
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
1.2 Concept of e-mail in the 5 9
workplace (purposes of e-mail, (36%) | (64%)
composing an effective e-mail)
with implication to real life
situations and examples.

Reasons:
Fd
e youmszi lvanniodunanmadou mail 1davu (93351
9
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Category 2 - Students group activities & class roomdiscussions

Activities 1 2 3 4 5
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
2. To begin with a discussion and 8 6
brainstorming session about (57%) | (43%)

problems with your e-mail at
work on the first class, and
conclude with a discussion and
brainstorming session about the
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solutions to those problems on the

last class.

Reasons:
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Category 3: Lecture topics

Topics 1 2 3 4 5 n/a
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
3.1 Grammar lessons related qo 10 4
business communications in (72%) | (28%)

general (for example verb
chart, active vs passive
voice, phrasal verb, verbs
with auxiliary, sentence
structures, etc.)
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Ed
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Category 3: Lecture topics

Topics 1 2 3 4 5
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied

3.2 Types of business e-mail 7 6

with analysis on e-mail (50%) | (43%) | (7%)

structures and moves (e-

mail type 1-2-3), examples

for each type are provided.

Reasons:
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Activities 1 2 3 4 5 n/a
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
4.1 Homework about grammar and 3 8 3
class exercise about sentences |& (21%) | (58%) | (21%)
fragments analysis
Reasons:
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Category 4: Class exercise and homework
Activities 1 2 3 4 5 n/a
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
4.2 Doing short exercises in pairs on 1 6 7
“clarify the purpose of e-mail” (7%) (43%) | (50%)
and
“writing with your audience in
mind”.
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Category 4: Class exercise and homework

Activities 1 2 3 4 5 n/a
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
4.3 In pairs or groups of three, 7 6 1
practice writing one own e-mailg (50%) | (43%) | (7%)

for each type.
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Category 5: Teacher and/or peer responses
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Activities 1 2 3 4 5 n/a
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
5.1 In a following class, a teacher 8 5 1
provided a follow-up session to (57%) | (40%) | (7%)

explain and make corrections to|

the tasks performed in the
previous class exercise and

homework assigned. Each studg¢
received a revised version of the
writing work of everyone in class
as a set of examples. Correctior
are highlighted for students to

learn where they did wrong.
Students are allowed to ask

guestions to clarify where they d

not fully understand.
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Category 5: Teacher and/or peer responses
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Activities 1 2 3 4 5 n/a
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
5.2 Throughout the whole course, a 6 7 1
teacher provide an opportunity for (43%) | (50%) | (7%)

the students to ask questions,
clarify concerns, etc. while the
teacher help by providing answers
or emphasize on related key
points. Topics of discussions are
for example, differences between
each type of e-mails, grammar,
appropriateness of words and
phrases, reapplication of the
knowledge into real work
situations.
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Category 1 - Lecture followed by real life exampleand class room discussions

Topics 1 2 3 4 5
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
1.1 Concept of presentation in the 6 8
workplace (importance of (43%) | (57%)

presentation at work, composing
an effective presentation) with
implications to real life situations
and examples
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Category 2 - Students group activities & class roondiscussions

4

winla 1aaau

Topics 1 2 3 4 5
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
2.1 Discuss and brainstorm about 7 7
problems with the writing at work (50%) | (50%)

(for the selected genre) on the fifst
class, and discuss and brainstorm
on solutions to those problems gn
the last class.
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Category 3: Lecture topics

Topics 1 2 3 4 5
least some- | moderat very most
satisfied what ely satisfied | satisfied
satisfied | satisfied
3.1 Go through types of business 8 6
presentation with analysis of its (57%) | (43%)

structure and moves (Type 1-2-3)

with examples of each type.
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Category 4: Class exercise and homework

Activities 1 2 3 4 5
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
4.1 Individually, learners were 3 7 4
requested to practice preparing (20%) | (50%) | (30%)

their presentations before they
learn about presentation structures
and moves, and re-do it again
afterward.
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Category 4. Class exercise and homework

220

Activities 1 2 3 4 5
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
4.2 In pairs or groups of three, 5 9
learners were requested to (35%) | (65%)
practice writing/preparing their
own presentation for each type.
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Category 5: Teacher and/or peer responses
Activities 1 2 3 4 5
least some- | moderately | very most
satisfied | what satisfied | satisfied | satisfied
satisfied
5.1 Throughout the whole course, a 1 5 8
teacher provide an opportunity for (7%) (36%) | (57%)

the students to ask questions,
clarify concerns, etc. while the

teacher help by providing answers

or emphasize on related key

points.
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1. e. Practice writing your own e-mails and pnéggons (average rank of 2.64)
2. a. Concept of writing e-mail and presentation (average rank of 2.93)
3. c. Types of e-mail and presentation with an analgéi  (average rank of 3)
its

structure and move
4. d. Examples of e-mail in different types (aagm rank of 3.21)
5. b. Related grammar points (average rank df)4.2
6. f. Brainstorming session on problems & solugiovith (average rank of 5)

e-mail and presentation at work
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Appendix M

Learners’ Reflection



Course: Business E-maiil
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Student Week What have you learned? Your Strength& Satisfaction towards today’s| Are the learning
Weaknesses learning outcome materials
enough?
Sirinan 1 e Concept of e-mail S —none Satisfied because it's easy tp Yes
composition, understand | W — poor grammar follow and understand
about verb and its usage | knowledge, can’t think of
appropriate vocabulary
2 e E-mail structures, different S — none Satisfied because | can reallyYes
types of e-mail W — sometimes | do not give use the knowledge back at
e | can use the knowledge | enough details in my e-mail,| work
obtained to apply with and sometimes my sentences
many work situations as | are not complete
appropriate
3 e How to write e-mails S — I know what | want to Satisfied because | believe || Yes
according to its type communicate very clearly | write better e-mails
W — my grammar basic is nagt
very strong
4 e The 3 different e-mail S — none Very satisfied because now | Yes

types and how to write in
time pressured situation

aW — | still need to review ang
practice writing e-mails on a

] can write better e-mails

regular basis
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Supawadee

Grammar concepts relatedS — none

to writing e-mails at work

W -1 need to go back and

review all the materials after
learned the concepts in clas
today to really understand it

U)

Very satisfied

are very well
organized)

How to write e-mails,

structures, purposes and
categories of e-mails, how
to make requests

| don’t know how to organize
my content but after | learne
in class | feel that | have

better understanding of e-md
structures

d

=

Very satisfied

examples of e-
mails

| learned from mistakes
when the teacher went
through last week’s
homework

Understand how to write
information

responses/sharing e-mails

| understand differences
between fragments and
sentences

W — grammar

Very satisfied because | no
have many useful examples
that | can use back at work

Vv

| learned about status

update e-mails, reviews of practices

last week exercise which
help me better understang
how to write appropriately|
| learned from the
activities where we
summarize different kinds
of problems with e-mails
at work and potential way
to deal with them

| need more grammar

)

)

Very satisfied

No comment

Yes (the materia

| would like more
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Samitra | have better concept abous — | can write long sentenced/ery satisfied because the | I'd like to have
sentences and verbs whigh(regardless of grammatical | teacher explains from her | the a complete
| can apply with e-mail angcorrectness) experiences and verb chart.
presentation compositions W — | don’t really have solid | understanding not from just

understanding of the tenses| theories.
which leads to my
grammatical errors when |
write
| understand e-mail S — | know the key points of | Very satisfied because | can| | want more
structures which makes mewhat | write reapply to my work grammar lessons
feel more confident when | W — my grammar
write e-mails
| see examples of differentS — none Very satisfied because | Enough
e-mail types W — Grammar, content gained more knowledge and
| got a chance to see how lorganization, cannot finish | obtained better
can make corrections to | the message understanding.
what | wrote earlier (whicl
| thought it was correct)
| understand how to write| S — none Very satisfied because | can| Enough
correct e-mails that be W — grammar really improved my e-mail
applied to my job writing skills
Thirajit | learned about English | S — | understand sentence | I'm quite satisfied because || No, | want more

grammar

structures

W — | don’t know how to
apply what | learn from class
into real life situations

get to learn only some
grammar points but not all

examples becaus
| still have
unsolved
problems

4%

| learned about e-mail
formats and how to write
an e-mail from heading to
closing

W — | have a problem with
the body of the e-mail. | feel
cannot organize it properly,
and | don’t know how to
solve this problem.

Satisfied. | have gained mor
Iknowledge and had fun
during the course.

e| want to have
every types of e-
mail, and so | can
have good
examples for
future references.
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| learned and practiced
how to make information
responses e-mails which
can definitely use back at
work (when | need to
inform my lab results to
other departments).

W — How can | use
appropriate words and make
my e-mails polite.

Very satisfied because | ha
hope that | can really impro
my writing skills.

Very satisfied,
eand | want more
examples.

| learned about status

W — | still don’'t know how to

Satisfied because now | can

| still want more

update e-mails and about| make my e-mail smooth and write more and | have examples.
ways to solve problems | how to write e-mails with lots concepts about e-mail
with e-mails at work. of information. formats.
Linda | see an overall picture of| S — | have a rather good Satisfied Very good
grammar points which | | knowledge of the verbs which
believe | can use when | | | frequently use in my work
write simple sentences | W — 1 don’'t have confidence
| started to feel that a verb in using English grammar
chart and passive voice is
not as complicated as |
used to feel
| understand about W — | need to improve Yes No comment
purposes of e-mail and | writing e-mails according to
structures of e-malil suitable structure and use
| saw examples of good e} commas correctly
mails
| learned how to write
effective action request e-
mails
| realized that more W — | saw my own problems| Satisfied but | think we Good
sentences in the e-mail | | when we compared correct | should spend more time with
wrote are actually and incorrect sentences, | | Type Il
fragments learned how to write politely
| really see the differences W — grammar and context for ~ Satisfied Enough
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between e-mail Type I
and Ill, which | believe |

can bring back to use back

at work

| get solutions to problems

| have with e-mails

e-mail Type Il

Thitima

Correct grammar, and
techniques to memorize
the verb chart

W — | need to memorize how
to use to verb correctly and
need to understand the key
concept of my sentences

Very satisfied because |
learned short cuts to really
understand and improve my
skills

Very good

| see examples of good e1 W — my logic is not strong

mails from real life and
understand concept and
ways to write e-mails

enough and | still need to
improve when | write e-mail
topics

Satisfied, there are many
good examples that | can
really refer to

Enough

| understand that writing t
inform is different from
making requests

| can start my sentences
correctly and write my
sentences more smoothly,

bW — my grammar and logical
arrangement of my content

Very satisfied because | can
really use with my work

Enough

| learned about technique
that | can really use

My problems | used to
have got solved, and |
really corrected the

mistakes | made and makepolitely

my e-mails more polite

sW — when I'm not in a good
mood my e-mails appear to
be impolite, | need to refer to
the good examples so | can
write more appropriately ang

Satisfied because | practiceq
on my real life cases.

I Enough, it helped
me understand th
concept better an
easier.

|2
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Utaen 1 Useful verbs, how to writel S — | like English language | Satisfied, there is a complete¢ Enough
correctly, grammar points| W — I'm a poor student set of materials and
explanation.
2 | know how to write e- S — I'm creative Very satisfied More than enoud
mails correctly e.g. why | W — my vocabulary and
we write, write what, to grammar
whom, and how to write
appropriately
3 | can write correctly W — lack of confidence Satisfied Ok
4 | learned to write with S — | can come up with what| Satisfied More than enough
confidence (dare to think, | to write quickly
dare to write) W — | write slowly
Krongthong| 1 Concepts of e-mails so | | W — Grammar Satisfied because it is easy| Bnough, but it
can use next time, understand and there are | would be better if
grammar points relevant tp examples constantly. provide examples
e-mails related to the
grammar points
2 Structures of W — | can’t think of the words Satisfied because the teachéfEnough materials
Action/Information to use makes the topic easy to but would like
Response e-mails follow and use examples more e-mail
from the real life. examples
3 Sentences, fragments, andW — how to organize my Satisfied, good content and | Enough
verb phrases sentences appropriate examples are
provided.
4 All types of e-mails which| W — | have bad memories Satisfied because | got to| Enough

| can use to improve my
writing skills in the future.

really practice

h
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Wannaporn

| understand concept of e
mails

. S — | have some
understanding of English
sentences

W — 1 don’t know how to use
words appropriately

I’'m satisfied with the course
because the teacher really
understands the needs of th
students and can suggest
ways of improvement.

Enough

[1°)

| understand more and

know how to make my e-
mails appropriate for each
situation

S — | understand the content
W — I'm not sure whether |
can use it correctly or not

Satisfied

For last week
exercise should
provide copies for
other students tog
rather than give
only one’s copy.

| understand that e-mails
have 3 key formats, and §
when | write | can choose
the format most
appropriate to my
objective which will make
the readers really
understand why | write.

S — | understand better abou
chow to write good e-mails,
can use good pattern for
writing e-mails.
W — | still lack of confidence
and sometimes confuse abo
context organization whethe
it is correct or not.

tSatisfied because the teache
reviewed last week exercise
and so | understand my own
errors and know how to mak
corrections.

ut

I

2lEnough

Somsaluay

| know the concept of e-
mail, how to write
correctly, and grammar
overview

W — my basic grammar is ng
good enough so sometimes
it's difficult to understand

tSatisfied because | get to
learn something | didn’t
know before

Enough, the
materials are very
well prepared.

| know how to write e- S —when I'm clear about my Very satisfied because we | Enough
mails with pattern, which | objective, | can present it out.learned from real life
can really use back at W — my opening is still not | problems
work. smooth and sometimes my
content organization is still
struggling.
| understand that all the 3| W — because my grammar is Satisfied because | can reallyEnough

types of e-mail are the

not strong, so it took me a

use the knowledge back at
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ways that people at work
exchange information, and
because | got a chance tg
practice, | can really
reapply to my work.

long time to write.

work.

Wipawee | can write my sentences | S — | understand sentence | Very satisfied because | get t&nough
better because | understanstructures and helping verbs understand about types of
about sentences. sentence structures.
| learn how to write - Very satisfied but still want | Enough
correctly and politely more examples
| can really use the 3 types- Satisfied Enough
of e-mail in real life
| understand about writing
concept better

Supapen | learned that e-mails have W — | don’t know advanced | Very satisfied, it's very easy| | want lots of
many parts, | have to use| vocabularies and my to understand and the examples
vocabularies and organize¢ grammar is not so strong knowledge provided is very
my content properly, and practical
know the key points of my
e-mails
| can bring back what |
learned to use and be
successful with my e-mails
(the readers understand
what | try to communicate
| learn many things that | | W — grammar and vocabulafy Satisfied Enough

can use in my job

| learned good examples oW — grammar, vocabulary,

the 3 types of e-mails

| need to learn more and
really improve my writing
skills

and confidence problems

Satisfied, | learn how to write
politely and get the kind of
results | want

2 Enough, | want a
lot of examples of
good e-mails and
polite language

usage
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Onijira

| learned about grammar
and concepts about verb
that is easy to understand

W — how to use appropriate
verbs for different type of
sentences, and grammar in
general

I’'m very satisfied with the
overview and the summary
writing key concepts. The
teacher help emphasized th¢
key points which | can use tq
plan how to write in the
future.

Very good
materials. It
would be better if
2| can get more

) examples.

| learned about Action
Request which | can use
regularly in my work.

W — | still have problems
organizing my content.

Very satisfied, | got a chancg
to actually practice writing
many types of e-mail.

2 Good materials
but | want more
examples.

| learned how to write 3
types of e-mail, to serve
different communication
purposes which are usefu
for my work.

W — sometimes I’'m not very
clear about the purpose of n
mail.

It's good. | had fun and got g
ychance to practice all the 3
types of e-mail.

. | want more
examples of e-
mails, sentences,
and polite usage
of language.

Numporn

| learned about action ver
and passive verb.

bW — how can | use my

knowledge properly.

I’'m satisfied about 80% of
today’s class. | know how to
get start, how to practice,
understand fundamentals, a
know the direction to
improve in the future.

Enough for today.

nd

| learned to finish W — sentence organization | Satisfied because | Enough
sentences in my e-mail andnd how to write topics that | understand the writing
learned about information| represents what | want to concept, informing sentences,
e-mails. communicate and how to address an

objective in a sentence.
| learned how to write e- | S — | understand the Satisfied. | now understand | Enough

mails to update status of
my projects.

differences between all the 3 more about e-mails.

types of e-mail.
W — 1 still lack of confidence

| need to practice more.




Course: Business Presentation

237

Student Class What have you learned? Your Strength& Satisfaction towards Are the learning
Weaknesses today’s learning outcome materials
enough?
Onijira 1 | learned about making Strength - 1 know how | Satisfied. | have a chance tg Enough.
presentation, so | can use it| should present. | can actually work on real tasks | Examples are
back in my work when | have summarize key points. and learn about different provided, but |
to communicate. Weakness - | don't really structures of presentation. | still want many
understand about content more variety of
organization for examples.
presentations.

2&3 | learned about all the 3 typed still feel confuse about the | Very satisfied. | have a Good. Complete
of presentation that | can logic in arranging my chance to actually put sets of examples
really use in my work. content. together several presentatiopare provided.

materials.
Krongthong | 1 | learned about Informing | Weakness - | don't have Satisfied. It's easy to Enough.
Presentations that | can use{imuch chance to do understand, precise and to the
my future work. presentation in my real work point.
so | don't really have
experience in doing it.

2&3 | learned about 2 types of | Weakness - | still have Satisfied because | have a | Enough.
presentations that | can use |iproblems with the logic how| chance to practice on both
my future work. | organize my content. presentation types.

Supawadee| 1 | learned about how to write|aVeakness - | don't know howVery satisfied. None
presentation, types of to organize my thoughts and
presentation, and how to content.
make my presentations
effective and interesting.
2&3 | learned about the other 2 | Weakness - | still have a Very satisfied. None

types of business presentati

oproblem putting together my

(Persuading and Instructing

thought and content.
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that | can apply to my real
work. | also learned about

various techniques in making

presentations.

Supapen 1 | learned about how to put | Weakness - | don't have goadatisfied. | now know how ta Enough but |
together a presentation, typeglanning process. plan, prepare myself, and carwould like to
of presentation, and the apply the learning with my | have examples of
process to put my thoughts work. all types of
together. presentations.

2&3 | learned about how effective Weakness - | need to properlyery satisfied. | learned Enough.
ways to prepare a select the types of about many good techniques
presentation and how to solyg@resentation suitable with myto do presentations especially
my problems when putting | content, organize my contenthow to write the subject.
together a presentation. So it's complete and meet my

presentation objectives.

Sirinan 1 | learned how to write and | Strength - | have a lot of Satisfied. | believe | will be | Enough

structure of presentation. information and strong able to put together a better
intention to do well. presentation since now |
Weakness - | still cannot understand its concept.
organize my content well
enough.
2&3 | learned about structures of Weakness - Sometimes | sti|l Very satisfied because in thé Enough

presentation, how to
differentiate good

presentations from bad ones

and how to put together
information/details in a

cannot see my own mistake

Dy

spast | have not done it
correctly but now | can do it
correctly.

presentation.
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Gunlayanee| 1 | learned how to write Strength - | am confident in | Satisfied Enough
different types of presentatigrmaking presentation.
and how they are different | Weakness - | have no clear
from each other, though logic in putting together my
process step by step, watch: thought and turn it into a
out points and logic of presentation.
putting together a
presentation, and importance
of presentation writing.

2&3 | learned about the Strength - | am confident. | Satisfied Enough

differences of each type of | Weakness - | know my
presentation, preparation for content.
different audience level,
differences of good and bad
presentations, and how
should | prepare myself.

Kasamaporn 1 | learned how to write Weakness - My presentationsSatisfied Enough
effective presentations and | are normally boring and too
believe that | will be able to | long.
improve my presentation at
work.

2&3 | learned about Persuading | Weakness - | still lack of Satisfied because | can reallyEnough

and Instructing presentation
as well as important things
about putting together
presentations which | think |
can improve myself with.

sknowledge.

improve my work
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Linda 1 | learned about differences | Strength - | have a lot of Satisfied Excellent
between e-mail and information from my work
presentation writing, structutewhich | can use as examples.
of presentation and how theyWeakness - | still don't know
are different. how to use the structure
effectively for my content.
2&3 | learned about presentation Strength - | can use graphic| Satisfied Excellent
type 2 and 3 (Persuading andcorrectly and appropriately.
Instructing), and how type 3| Weakness - | need to be able
is different from type 1 to select the words/phrases o
(Informing). match what | would like to
communicate.
Chanikan 1 | learned how to make Weakness - | cannot organize/ery satisfied Enough
effective presentations, my content appropriately
watch-out points, and good
presentation patterns for
different purposes.
2&3 | learned how to do Weakness - | keep using the Very satisfied because | Enough
presentation to persuade andsame type of presentation | learned about different
instruct, techniques to make techniques that | can use
each type of presentation when doing presentation
effective, and how to select
wording for presentations.
Wannaporn | 1 | learned concepts of Strength - | have basic Satisfied because | Enough
presentation which | can use understanding of Microsoft | understand more about
back at work. Powerpoint program. writing presentations.
Weakness - | still cannot
organize my content well.
2&3 I learned how to put together Strength - | can better Satisfied because | really Enough

presentations, how to delive
and how to write

r,organize my content.
Weakness - | need to develq

understand how to effectivel
pvrite and deliver my
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appropriately. my skills to present in front| presentations.
of mass groups.

Thirajit 1 | learned about structures of Weakness - | don't know howVery satisfied I would like more
presentation, types of to organize my content and examples of othel
presentations, and how to | how to use my language types of
deal with problems when appropriately. presentations so |
doing presentations. can see the

differences.

2&3 | learned how to make Weakness - how to write andVery satisfied because | can Enough and very
persuading and instructing | to choose the right words. | really understand better. appropriate.
presentations which | can
really use when | have to
propose new equipment in
my work (lab) and to train
others about lab equipment.

Thitima 1 | understand correct concept Weakness - | can’t organize| Very satisfied because | Very good, there
of presentation writing, types my slides (what comes first,| know what points | should | are examples |
of presentations, how to etc.) and no introduction/ improve can really use.
organize the content, as well summary points.
as good conclusions of the
topics so | can really
understand them.

2&3 | learn about choosing types Weakness — | still need Very satisfied More than
of presentation suitable for | guidance when | actually enough, full of
my topics, the good and bad prepare my presentations, | supporting
qualifications of presentation still lack of confidence when documents and
slides that can lead to making presentation, and still examples.

miscommunication, and how need to practice more.

to write my presentation
correctly and precisely.
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Utaen 1 - - - -
2&3 | learned how to write Strength - | understand how| Very satisfied More than enoug
presentations accurately. to write in Powerpoint.
Weakness - | don't have
many chances to do
presentation oftenly.
Samitra 1 | learned about different Strength - | understand the | Very satisfied because it will Enough
formats of presentations so | steps and can organize my | help me write/do
my audience can really thoughts before start making presentations easier.
understand and not getting | presentations.
confused.
2&3 | learned the concept to makestrength - eye contact and | Very satisfied because | can Enough

my presentation correctly an
interestingly, as well as

choosing different types of
presentations suitable for my

dspeaking (in Thai)
Weakness - my logic

work.

improve my work to be more
effective.

h
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